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BBenenue

B coBpeMeHHOM o00IIecTBe mnpoOiemMa KadecTBa cTajga OJHOM
13 HanOoJiee BAYKHBIX ISl TOBBIICHUS YPOBHS KU3HU HACEJIEHUS, IKO-
HOMHYECKOM, COIMAJIbHON M DKOJOTMYeCKoM Oe3omacHocTu. DPdek-
TUBHOE (PYHKIIMOHUPOBAHUE COBPEMEHHOTO TYPUCTCKOTO MPEANPHUSATHUS
NPEIIoJIaraeT aIeKBaTHOE pearipoOBaHUE HA U3MEHEHUS] PIHOYHOM CH-
Tyallud. BbDKUBaeMOCTh JIIOOOTO TYPUCTCKOTO MPEANPUATHS, €r0
YCTOMYMBOE MOJIOKEHUE HA PBIHKE OMNPEAENAETCS YPOBHEM KOHKYpPEH-
TOCTIOCOOHOCTH, KOTOPasi, B CBOKO OYEPE/b, CBSA3aHA C ABYMS IOKa3aTe-
JSIMM — YPOBHEM LIEHBI M YPOBHEM KauecTBa Typrnpoaykra. [Ipuuem
Ka4eCTBO IMOCTETIEHHO BBIXOJUT Ha MEPBOE MECTO. ITO OOYCIOBIMBAET
HEOOXOJUMOCTb CO3[IaHMsI CUCTEMbI YTIPAaBJICHUS! KAYECTBOM IMPOIYKTa
(yciayr) Ha TYpUCTCKHX TPEANPHITHSX, OCHOBHOH IIEIIBI0 KOTOPOH SIB-
JSIeTCSL BBISIBJICHUE MOTPEOUTENbCKUX TPEOOBAHMN M OLIEHKA CTENEHU
COOTBETCTBUS 3TUM TPEOOBAHUSIM KaueCTBa TYPUCTCKOTO MPOAYKTA.

Cucrema yrpaBiieHUS KayeCTBOM OCHOBBIBAETCS Ha CHUCTEMHOM
NOJIXOJIE K YIPABJIECHHIO, IO3BOJIIET JOOUTHCS MOCTOSSHHOTO COBEPILICH-
CTBOBAHMSI NPEAOCTABIEHUS TYPUCTCKUX YCIIYT, 00ECIIEYNBATh BHICOKUI
YPOBEHb MOJTOTOBKM COTPYJHUKOB TYPUCTCKOTO MPEANpPUATHUs, OoJiee
3((PEKTUBHO HCIOJIb30BATh MMEIOIINKCA Y HETO MaTepUalbHO-TEXHU-
YECKUM, KaJpOBbIi, NH()OPMAITMOHHBIN U (PMHAHCOBBIN MOTEHITUAL.

Co3gaHre TakMx CHUCTEM B POCCHUMCKON TYpHCTCKOW HWHIYCTPUHU
UIET KpaliHE MEMJICHHO B CPAaBHEHHUH C OBICTPO Pa3BUBAIOIIUMCS TY-
PUCTCKUM PBIHKOM, YCHJIICHHEM KOHKYPEHIMH MEXIY TYPUCTCKUMU
OPEANPUITUIMUA PA3TUYHBIX (HOPM COOCTBEHHOCTH, PACTYIIMMH 3a-
pocaMu MOTpeOUTeNe 1 HEOOXOAUMOCTBIO MPEIOCTABICHUS rapaH-
TUW Ka4€CTBA HA TYPUCTCKHUE yCIyru. [I[ppunHaMu Takoro nojaoxKeHus
SBJISIIOTCS OTCYTCTBHE METOJIOJIOTUU CO3JaHUSI CUCTEMBbI YIPaBJICHUS
KaueCTBOM, Je€(PUUUT KOMIIETEHTHBIX CIELHAINCTOB, HEIOCTATOK
3HAHUI B O0JacTH TEOPUHM YIpPaBJICHUS KAayeCTBOM, (PUHAHCOBBIX
CPEIICTB U HEIOOIEHKA MPaKTUUECKOM OTAauu OT BHEJIPEHUS 3TUX CH-
CTEM Ha TYPUCTCKUX MPEANPUATHUSAX.

Teopernueckue uccienoBanus B chepe (popMUpPOBaAHUS CUCTEM
YOPaBICHUSI KA4ECTBOM B TYPUCTCKOM WHIYCTPUU SBJISIOTCS aKTy-
alIbHBIMM B HACTOSAILIEE BpEMs W MPEACTaBIEHbI B pabdoTax oreye-
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CTBEHHBIX U 3apyOeKHBIX yquI)IX1. OnHako cinenyer OTMETUTh, YTO
HEKOTOPBIEC aCMEKThl ATOM MHOTOTPAaHHON 00JacTH MCCJCAOBAHHUMN HE
MOJYYUIN JOIKHOTO OTPAXEHUSI B JIMTEPAType, HEJOCTATOUHO H3Y-
YEHBI BOMPOCHI CO3/IAHUS CUCTEM YIIPABJICHHUS KAYECTBOM HA TYypHUCT-
CKUX TIPEANPUATHUSAX, HE pa3pabOTaHbl MPOCThIE METOJUKH OIpe/ese-
HUS KaueCTBa TYPUCTUUYECKOTO MPOJYKTa, HET AIKOHOMHYECKH 000C-
HOBAHHBIX MOJICJICH CUCTEMBI YIIPABICHUS KAYECTBOM.

Kypc «YnpaBieHrne kaueCTBOM B TYPUCTCKOW UHAYCTPUN SBJIS-
€TCS 4acThlO OOIIEro MEHEIKMEHTa U 00eCreYrMBaeT MPUOOpETEHNE
3HAHUW U YMEHUU B COOTBETCTBUHU C (e/iepalbHbIM TOCYapCTBEHHBIM
o0pa3oBaTeIbHBIM CTAHAAPTOM, COACUCTBYET (OPMUPOBAHUIO TTy00-
KUX 3HAHWW U MPAKTUYECKUX HABBIKOB YIPABJICHUS KAUYECTBOM YCITY-
ru. llenbro mpenogaBaHusi JUCHUILIMHBI SIBISIETCS O3HAKOMIICHHUE
ciymiaTesnae ¢ KoHmeniuen GopMupoBaHusi KOHKYPEHTOCIIOCOOHOCTH
TYPUCTCKOM yCIIyTM Ha OCHOBE 00€CIIEUCHHUS €€ KauecTRa.

JlaHHasg AUCHMIIMHA OCHOBBIBAETCS HA 3HAHMSAX, IMOJYYECHHBIX
CTYJICHTaMU NIPU U3YYEHUHU NUCLHUILINH YpOBHS «bakamaBp Typuzmar:
«IKOHOMHKA TypusMa», «MEHEIKMEHT B TYPUCTCKOW WHIYCTPUN,
«MapkeTuHr Typusmay, «MeTobl HaydHBbIX UcclienoBanui». I[lomy-
YEHHBIE B XOJE €€ OCBOCHHUS TEOPETUYECKHE, METOINOJIOTHYECKHUE
Y METOAWYECKHE 3HAHUS M HABBIKK MO3BOJAT CTyJCHTaM MPUHUMATh
3 PeKTUBHBIC YIpPABICHYECKUE PEIICHUS B 00JACTU YNpaBJICHUS Ka-
4eCTBOM. MarucTpaHT JOIAKEH YMETh NMPUMEHSITh COBPEMEHHBIE Me-
TOABI CO3/IaHHMSI KOHKYPEHTOCIIOCOOHOM YCIIyTM Ha OCHOBE €€ Kaue-
CTBa, MPOBOJUTH OIEHKY pe3yJIbTAaTUBHOCTH M 3(P(HEKTUBHOCTU CH-
CTEM MEHEPKMEHTA Ka4eCTBA.

N3yyenune JaHHOW JUCIUILUIMHBI CIIOCOOCTBYET (POPMUPOBAHUIO
y cTyAaeHTOB mnpodeccuoHanbHbiXx koMmnereHuil (I1IK-7): Bnagenue
npUueMamMyd U METOJaMu PabdOThl C MEPCOHAIOM, METOJaMH OIIEHKHU
KaueCcTBa U PE3YyJIbTATUBHOCTU TPyJa MEepcOHaNa MPEANPUATUS TY-
PUCTCKOW UHIAYCTPHUHU.

' Kotnep ®. MapkeTHHT, TOCTEIPHIMCTBO, Typu3M. M., 2002; Baymrap-
teH JI. B. Ynpapnenue kauecTBOM B Typu3Me: yU€OHUK ISl CTY[. BBICII. yueO.
3aBenenuit. M., 2010; OnomuenoB . M. VYnpasienue kauectBoM B cdepe
yciyr: yueOnuk. M., 2008; Xamuaymiuna I'. P. YnpaBnenue kauectBoM B cde-

pe Typu3Mma U cropTa — HampasieHus pa3Butus // Bekrop nayku TI'Y. 2013.
Ne 2 (24). C. 364-365.



JInst ocBoeHUsI y4eOHOW JUCHUIUIMHBI CTYJEHTaM HEO0OXOAUMO
V3YUYUTh NPUHATHIA B HEX TEPMHUHOJOTUUECKUN anmapar, 3HaTh ONpeie-
JIeHUs1 CyObEKTOB YIPABJICHUS U UCTIOIL3YEMOTI0 UMH UHCTPYMEHTAPHS,
YMETh NPUMEHSTh Ha MPAKTUKE METO/IbI YIIPABJICHUS KAUECTBOM.

Hapsiny ¢ TeopeTH4ecKuM MaTepuajioM B MOCOOUU MPEACTABIICHBI
MPAKTUYECKHE MPUEMbI YIIPABJICHUS KA4€CTBOM HA TYPHUCTCKOM Mpea-
MIPUSITHN.

B nocobun He paccMOTpPEHbI BOMPOCH! CTaHAAPTU3AIMUA U CEPTH-
dbukanu, KOTOpble U3YUYAIOTCS CTYJCHTAMU CaMOCTOSATEIHLHO B paM-
Kax JHUCUUIUIMH, BXOJAIIMX B MNPOrpaMMy HOATOTOBKHM MAarucTpOB
I10 HaIpasJIeHUIO «Typusmy».



1. OcHOBBI yIIpaB/IeHUA KA4€CTBOM
1.1. IlonHssimue «Kka4ecmaeo yc/ay2u»

['maBHOM cTpaTeruerl COBPEMEHHOTO MEHEIKMEHTA SBJISICTCSA
CTpaTerusi, OCHOBaHHasi Ha KadecTBE, IeJb KOTOPOW — 00ECHeUHTh
YCTONYUBBIE KOHKYPEHTHBIE MPEUMYIIECTBA TYPUCTCKOMY MPEATPUSI-
TUIO B YCIIOBUSIX, KOTJla MPEAJIOAKEHUE TOBAPOB (YCIIyT) 3HAYUTEIBHO
MPEBBIIIAET CIPOC.

B coBpemeHHOI AuTEpaType CyWIECTBYET OOJBIIOE KOJIMYECTBO
ONpeJeTICHU TEPMUHA «KauecTBO». OOIIENPUHATO, UTO Ka4e€CTBO —
9TO KOMIUICKCHAs KaTeropus, oTpaxkaronias 3QGHeKTUBHOCTD JeATEIb-
HOCTU TYPUCTCKOIO mpeanpuarus. KauecTtBo yciayru He TOJIBKO 3KO-
HOMUYECKasi, HO U HPABCTBEHHAS! KATETOPHs, BAKHEUIIININ MOKa3aTeb
B YCJIOBUSIX COBPEMEHHOW PBIHOYHOM SKOHOMUKHM.

[log xauecTBOM MOHMMAOT LEHHOCTh, CIIOCOOHOCTH YAOBIIETBO-
pATH Ty WX UHYIO NOTpeOHOCTh. CieaoBaTeNbHO, BaXKHO OLICHUTD,
YUYUTBHIBATh TOJIBKO T€ CBOMCTBA, KOTOPBIE CYILIECTBEHHBI ISl 10CTa-
TOYHOTO YJIOBJIETBOPEHUS KaKOW-TMOO MOTPEOHOCTH, ONMpeeIeHHON
U3 pe3yJbTaTOB MAPKETUHIOBBIX UCCIIEIOBAHUI.

TepmuHonorust B 00J1aCTH KauecTBa NpoAyKIUU (YCIyru) ynopsi-
JnoueHa MexXAyHapOoJIHOMW OpraHW3alyed Mo CTaHAapTU3alvU, U3]1a-
foreid MexxayHapoubie ctanaaptsl SO 9000. B pycckux nepeBojax
BMECTO aHIJIMHCKON a00peBuarypsl [SO, 4TO COOTBETCTBYET HaYalIb-
HbBIM OyKBaM Ha3BaHUA JOTOM MEXJIYHApOJIHOW OpraHu3aIuu
(International Standard Organizational), oOblyHO ymOTpeOIIsIETCSA
NCO. Cornacuo crangapram MCO (ISO) cepun 9000 moa kauecTBOM
CIeAyeT MOHUMATh CTEMEeHb COOTBETCTBHS COBOKYITHOCTH MPUCYIIIHUX
XapakTepucTUuK TpeOoBaHusAM. OCHOBON KadyecTBa MPOJyKTa (YCIyTH)
ABJISIIOTCSL CTaHAAPThl KauecTBa (MEXIYHAPOJHbIC WM HAlMOHAJIb-
Hble). KauecTBO ompenaensieTcs Mepoi, B KOTOpoM ToBap (yciayra) co-
OTBETCTBYET Jy4lIuM oOpas3naMm, craHgaptam, copraMm. CBoiicTBa
npoaykTa (yClIyru) AOJKHBI COOTBETCTBOBATH CBOEMY HAa3HAYCHUIO
U TIPEIBSBISIEMBIM TPEOOBAHUSIM.

@unnnn Kotiiep onpenensn KauecTBO KaK CBOWCTBA U XapakTep-
HbIE OCOOCHHOCTH, KOTOPBIE BBI3BIBAIOT YYBCTBO YJIOBJIETBOPEHHOCTU
y TmoTpeOuteneld, Wid OTCYTCTBUE HEIAOCTATKOB, YCHUJIMBAIOIIEE HX
YYBCTBO YJOBJIETBOPEHHOCTU. TakuM 00pa3oM, KaueCTBO CBS3AHO
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C OMPEICIICHHBIMU XaPAKTEPUCTUKAMU TYPUCTCKOTO MPOAYKTa, OTpa-
KAIOIUMU OXKUJAHUS KIIMEHTA.

Cornacao I'OCT P 50646-94 kauecTBO yclyrud NpeacTaBIIsSIET CO-
00l COBOKYMHOCTH XapaKTEPUCTUK YCIYTH, OMPEACIISIONINX €€ CIO-
COOHOCTD yJIOBJIETBOPATHh YCTAHOBJIECHHBIM HJIM MPEAIOJIaraéMbIM T0-
TPEOHOCTAM HOTpe6HTeneﬁ2. K Haubonee BaXXHBIM XapaKTepPUCTHUKaM
yCIyTd, 00ECIEUUBAIONIUM €€ CIIOCOOHOCTh YJIOBJIECTBOPSTH OMpeEe-
JICHHBIE TOTPEOHOCTH, OTHOCSATCS:

- HQJICKHOCTh (CIOCOOHOCTh IEpCOHaja B TOYHOCTH IPEaOCTa-
BUTH OOCIIAHHYIO YCIIYTY);

- MPEayNnpeauTEeNbHOCTh. 3apaHee CIUIAaHUPOBATH BAapUAHTHI pe-
IIICHUSI YPE3BBIYANHBIX CUTYyallMi U pa3pabOTKy COOCTBEHHBIX IMPHH-
IIUIIOB PaOOTHI;

- TOBEPUTEIIbHOCTb. XOPOILIO OPraHU30BaHHBIM UHTEPHEP T'OCTU-

HHUIIBI, 4YHUCTOTAa HOMGH_ICHI/Iﬁ n OHpHTHBIfI ByUA ClyKaliux — 9TO
BHCHIHUC KPUTCPUHN Ka4CCTBA O6C.Hy}KI/IBaHI/I$I;
- JOCTYITHOCTb — KaK JICTKOCTb BBaHMOHCﬁCTBHﬂ C O6CJ'IY)KI/IB3,-

IOIIMM TIEPCOHAJIOM;

- KOMMYHUKAaTUBHOCTh. OrmpenensieTcss BOBpeMsl IPEI0CTaBIICH-
HOI HeoOXo 1Mo UHhOpMaIUEH;

- BHUMATEJIbHOE OTHOIICHUE — XapaKTEePU3YeTCs MHIAUBUIYAIb-
HBIM 0OCITY’)KMBAaHHEM U BHUMAHUEM K KIIMCHTY.

KauecTBO ycnmyru mpezamnonaraeT KauyeCTBO MCIOJHEHUS U Kade-
CTBO OOCHY>KMBaHHUS, IMOCJIEAHEE, B CBOIO OYEpellb, MOAPA3yMEBAET
OpraHU3aINI0 0OCTYKMBAHUS U KYJIBTYPY 0OCTYKMBaHUSI.

KauecTBO MCIONHEHUSI YCIYT — 3TO YPOBEHb COOTBETCTBHUS IO-
TPEOUTEITbCKUX OCOOCHHOCTEHM YCIyTM KOHKPETHOM OOIIeCTBEHHOM
MOTPEOHOCTH, OTBEYAIONIEH YCIOBUSIM HOPMATHUBHO-TEXHUYECKOU J0-
KYMEHTALUU U TPEIIOKEHUSIM KOHKPETHOTO MOTPEOUTEIIS YCIIYTH.

KadecTBo 00CTy’KMBaHHS HACEJICHUS — CTENEeHb, B KOTOPOU IO-
TpEOUTENbCKUE CBOWCTBA OOCITY>KMBAaHUSI COOTBETCTBYIOT OOIIIe-
CTBEHHOU MOTPEOHOCTU, — XaPAKTEPU3YETCS PSAJIOM YCIOBHI, METO-
JIOB U CPEJACTB, 0OCCIEUNBAIONINX KOHKPETHOMY IMOTPEOUTENI0 BO3-
MOXHOCTb TTOJIYYE€HUS YCIYTH C MUHUMAJIbLHBIMU 3aTpaTaMU U BpeMe-

2 XamunymmuHa . P. YopaBnenue kadectBoM B cdepe Typusma U Criopra
— HanpaBJICHUS PA3BUTHSL.



HEM UM BBICOKOW KYJIBTYpOUW OOCTYKUBAHUS MPU ONTUMAJBHBIX COIH-
aIbHO-?KOHOMHMUYECKHUX Pe3ysibTaTax 00CTy>KUBaHUA.

['maBHast  3ajada opraHu3aluu OOCITY)KMBAaHUS HACEJICHUS  —
ATO pa3pabOTKa W BHEIPEHHUE PpAIlMOHATIBHBIX (OPM U METOJOB 00-
cinykuBaHusi. K OCHOBHBIM MpPUHITUIIAM OPTaHU3ALMKU OOCTYKHUBAHUS
OTHOCSITCA CIIENYIOLIHE:

- bosiee TOJIHOE YJOBJIETBOPEHUE IUIATEKECIIOCOOHOTO cCIrpoca
HACEJICHUS Ha YCIIyTH;

- MAKCUMAJIBHOE MPUOIMKEHUE YCIYT K TOTPEOUTENIO;

- TIOBBIIIICHWE BHUMAHUS K MOTPEOUTENI0, K €r0 MHIUBUAYAJIb-
HBIM TPEOOBaHUSIM, BKyCaM M 3apocam;

- cO3/laHMe HaUOOJBIINX YJIO0OCTB U KOM(OPTHBIX YCJIOBUU
JUISl TOTPEOUTENS PU MOJIb30BAHUH yCITyTaMu;

- IOBEJICHUE YCIYT 10 TOTPEOUTENSI C MEHBIIMMHU 3aTPAaTaMHU.

KynbTypa oOcaykuBaHUs SIBISETCS KIIOUYEBBIM 3JIEMEHTOM KOPIIO-
PaTUBHOM KYJBTYPHI JIOOOTO MPEANpUsiThs cHephl YCIYT, TYPUCTCKOTO
B ToM uncie. KynbTrypa 00ciyXKuBaHUsE — 3TO UCKYCCTBO, TPAHCIHUPY-
IOIIIEE KIIMEHTAM CJIOKHUBIIYIOCS KOPIOPATUBHYIO KyJIbTypy . Cucrema
KYJIbTYPbI OOCTYKUBaHUSI BKJITIOUAET CJICTYIONINE DIIEMEHTHI:

- BUJIBI IIPEIOCTABIIIEMBIX YCIYT;

- ACCOPTUMEHT U Ka4€CTBO YCIIYT;

- MaTepUaAIbHO-TEXHUYECKOE OOecleueHre, OTBeUaroliee Tpedo-
BAHUSAM COBPEMEHHOT'O PBIHKA YCIIYT;

- ”HHOPMALIMOHHO-PEKJIAMHOE  COMPOBOXKIACHUE JIESATEILHOCTH
TYPUCTCKOTO NPEANPUATHS;

- npo(eccuoHabHOE MAaCTEPCTBO MEPCOHAA.

PaOOTHUKU TYPUCTCKUX TPEANPUATHN IOJDKHBI HE HaBSI3bIBATh
CBOU YCIIyTH, a IpeAJiarath MOTPEOUTENIAM MIUPOKHUI CIIEKTP BO3MOX-
HOCTEM, CTapasiCh NPEAYTaAblBaTh KEIAHUS KJIMCHTOB.

KauecTBO SKCKYPCHOHHBIX YCIYI — COBOKYIHOCTh CBOMCTB
U XapaKTePUCTUK HSKCKYPCUOHHBIX YCIYT, OMNPEEIISIONUX CH0CO0-
HOCTbH YJIOBJIETBOPSITH MOTPEOHOCTH IKCKYPCAHTOB (IIpUMEYaHuE: Xa-

3 Hema A. B. dopMUpOBaHUE KYJIBTYPbl 00CITYKUBAaHUSI KaK OCHOBBI KO-
MOPATUBHOM KYJIBTYPBI MPEANPHUATHI chepsl yeuyr // YipapieHue 3KOHOMHYE-
CKUMH CUCTEMaMU: SJIEKTPOHHBIM HayuHbld xypHan. 2013. Ne 9 (57). URL:
http://cyberleninka.ru/article/n/formirovanie-kultury-obsluzhivaniya-kak-
osnovy-korporativnoy-kultury-organizatsiy-sfery-uslug
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PaKTEPUCTHKN SKCKYPCHOHHBIX YCIYT BKIIOYAIOT MPO(HECCHOHAIBHYIO
Mojauyy MaTepHalioB IKCKYpCHUM, BJIAJCHUE METOJUKON HSKCKYpPCHH,
ITUKY OOIIEHUS JKCKYpCOBOJa M JIKCKYPCAaHTOB, JCTETUYHOCTh H
koMmbopTHOCTh 3kckypcun) (I'OCT P 54604-2011 «Typucrtckue
yCIIyTH. DKCKYPCHOHHBIC ycayru. O0Iue TpeOOBaHuS»).

KadecTBo TypHCTCKOTO OOCTYKMBaHUSI MPEACTaBseT coOol CH-
CTEMY MEHEPKMEHTa, 00€CTICUMBAIONIYIO JOCTaBKY TYPHUCTCKOTO IMPO-
IyKTa U yciIyr norpedurento. KauecTBo TypHUCTCKOTO 00CITyKUBAHUS
— 3TO COBOKYITHOCTh CBOMCTB TYPUCTCKHX YCIYT, MPOIECCOB M yCIIO-
BUA OOCITY>XMBaHHUS IO YJOBJICTBOPCHHUIO OOYCIIOBICHHBIX W (WJIN)
peAnoiaraeMbIX MOTPEOHOCTENH TypHCTOB BO BpeMs MX OTIbIXa, IMY-
TEMIECTBUA W JPYTHX COCTABJISAIOMIMX TYPUCTCKOTO IOTPEOICHUS.
[Tox kauecTBOM yCIyry MOHUMAETCS COOTBETCTBHUE MEXKIY OXKHIaHU-
SIMH TIOTPEOUTENIEH U MX BOCTIPUSITHEM MTPEAOCTABISIEMOMN YCIYTH.

1.2. Acnekmubl Kauecmaea

B coBpeMeHHOU JIMTEPATYPE BBIACISIOT HECKOJIBKO ACIIEKTOB Ka-
4YEeCTBA.

1. HanimoHanbHbIE — OMNpEAENsieT KOHKPETHBIE YepThl Haluu
B IU1aHe ()OPMUPOBAHUSI KauecTBa (AyTHOTPEOHOCTH) U TpeOOBaHUM,
KOTOpPBbIEC MPEABABISAIOT K KaueCTBY (MHIOTPEOHOCTH) MPE/ICTABUTENH
PAa3IUYHBIX HAIIMA B COOTBETCTBUU CO CBOMMH HAIIMOHAIBHBIMH OCO-
OEHHOCTSIMU.

2. [lonuT4ecKkuii acreKT XapakTepu3yeT KaueCTBO KU3HU Halluu
KAaK BHEIIHIOI U BHYTPEHHIOK MOJUTHYECKYIO OOCTaHOBKY, a IOJIU-
TUKa COOTBETCTBEHHO OIPEACISIET CTPYKTYpPy SKOHOMHUKH, 4TO, Oe-
3YCIIOBHO, BJIMSIET HA MOJIXObI K KAUECTBY.

3. TexHMueCKHil acmeKT KauecTBa OIpeAeliieT KauecTBO TEXHU-
YECKUM ypOBHEM. [Ipu 3TOM TEXHUUYECKUN YPOBEHb TAKXKE ONPENETs-
€TCA KAa4E€CTBOM, T. €. CYIIECTBYET MpsiMasi B3aMMOCBSI3b MEXKIY pa3-
BUTUEM TEXHHUKHU U YBEJIMYCHUEM KaueCTBa.

4. DKOHOMWYECKUI aCHEKT KadyecTBa MOAPa3yMeBaeT COOTHOIIIE-
HUE€ TOJIE3HOCTH, LIEHHOCTH U CTOMMOCTH npoaykra (yciayru). Kaue-
CTBO NpOAYKTa (YCIyrdu) IJisi MPOU3BOAMUTENS NPOSABISETCA B TOM,
YTO JIJI1 HETO HEHHOCTh MPOAYKTAa ONPEAEISAETCS TOTHOCTBIO, KOTOpas
pacroJiaraeTcsi MeKJ1ly BHYTPEHHUM M BHEITHUM JedeKTaMu, a B CTO-
UMOCTh TpOAyKTa (YCIyTH) AJisi MPOU3BOJIUTENS BXOASAT U 3aTpPaThl



Ha yCTpaHEeHHUE BceX Je(PeKTOB (BHYTPEHHUX U BHEIIHUX) U Ha obec-
NeYeHUe TOJHOCTH NMpoAykTa. s moTpeduTesns e HHOCTh ONpees-
eTcs TpeOyeMbIMU CBOWCTBAMM MPOJyKTa (yCIyru), a B CTOUMOCTh
MpOAYKTa BKJIIOYAETCd M TpeOyemble U HE TpeOyemble CBOMCTBA,
BHEIIIHUE J1€(PEKTHI, HEYJAOBJICTBOPEHHBIC TPEOOBAHMUSI, TOTOTHUTEb-
Hble 3aTparhbl. TakuMm oOpaszom, Mepa kadectBa (K) — 3TO0 cTemneHb
YIAOBJIETBOPEHHOCTH MOoTpedurens npoaykrom (yciayroit) (VII), koro-
pas omnpeaenseTcs cooTHoueHueM cToumMoctu (CT) u meHHocTH (I10-
Tpedurenbckoi crommoctr) npoaykra (I1): K= VYII =11/ Cr.

JIiist Tpou3BOAUTENST BECh MPOIYKT (YCIyTH), HE COAepKalluii je-
(eKTOB, KOTOpBIC MPEISATCTBOBAIN OBl €€ MPOJakKe, UMEET LEHHOCTb.
OpnHako Jyisi MOTPEOUTEINE UMEIOT IIEHHOCTh TOJILKO CBOMCTBA MPOIYKTa
(ycimyru), KOTOpbIE COOTBETCTBYIOT €TI0 OXHAAHUSIM. [Ipu 3TOM y4duThI-
BalOT TPU OCHOBHBIX COOTHOIIEHUSI [IEHHOCTH U CTOMMOCTH:

- MEXy LICHHOCTBIO U CTOUMOCTBIO TTPOJTYKTa JJ1s POU3BOIUTES;

- MEX/1y IIEHHOCTBIO U CTOMMOCTBIO MPOIYKTA JJIS MOTPEOUTENS;

- MKy IIEHHOCTBIO JIJIsl TIOTPEOUTENSI M [ICHHOCTBIO JIJISl TIPOM3-
BOJIUTEJISA; 3TO COOTHOIIICHUE KaK pa3 U 00YCIOBJIMBAET KOHKYPEHTO-
CIIOCOOHOCTH MTPOU3BOJACTBEHHOMN AEATEIHHOCTH.

5. ConnanbpHbIi aCHEKT Ka4eCTBA PACCMaTPUBAIOT C ABYX MO3UIIMNA:

1) BIHMSIHUE COLMAIBLHOM cpejibl Ha KauecTBO NMPOAyKTa (YCIyru),
CBSI3aHHOE C MHIIOTPEOHOCTAMU;

2) BIMSHUE KadyecTBAa HAa COIMANBHYIO cpeay (ColMaabHBIC IO-
CJICJICTBHS M3MCHCHUS KauyeCTBa).

6. MopanbpHBIl acCMeKT XapaKTepu3yeT IOKa3aTelu KU3Hees-
TEIbHOCTH:

- KQ4eCTBO MO3HAHUS U PA3BUTHUS JIMYHOCTH;

- KQ4eCTBO MPOJyKTa (YCIyT);

- YPOBEHb CAMOBBIPAKEHUS B MPOLIECCE TPYI0BOM E€ATEIBHOCTH;

- CTETICHB MMOJIE3HOCTH TPyAa U APYTOE.

AMOpaJIbHBIM CUUTAETCSI TPYJ HU3KOTO KAYECTBA, TAKUM OOpa3OM,
3aJlaya 3aKJII0YaeTCs B JOCTHXKEHUH MOPAIbHOTO XapakTepa Tpyaa.
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1.3. Pazgumue cucmem ynpas/ieHusi Ka4ecmeom

B uctopum pa3BUTHS JOKYMEHTHUPOBAHHBIX CHCTEM KayecTBa
MOYHO BBIICJIUTH IISITh 3TANIOB, KOTOPbIE MHOT/IA MIPEJCTABISIOT B BU-
JIe IISITH 3BE3 KauecTBa .

Ha nepBoM 3Tane kauecTBO OTJAECIBHOTO MPOJIyKTa pacCMaTPUBACT-
Csl KaK COOTBETCTBHE CTaHAApTaM. JTOT 3Tal COOTBETCTBYET MOSIBJIE-
Huto cucrtembl . Teimopa (1905 r.), KoTOpas mpesnosaraia yCTaHOB-
JICHUE TEXHUYECKUX U MPOU3BOACTBEHHBIX HOPM CHEIUATUCTAMU U UH-
JKeHepaMH, a paboure ObLIN 00s3aHbI JIMIIL WX BBIMOJHAT. [10sSBUINCH
nepBbie MpodecCroHabl B 00J1aCTH KaueCTBa — MHCIIEKTOPHI, B Poccun
WX HA3bIBAJIM TEXHUYECKUMU KOHTposepamu. CucTeMa MOTHUBAIMU pa-
OOTHUKOB TMpeaycMaTpuBaiia mTpadsl 3a neekTsl u Opak, a TaKKe
yBoJibHEeHHE. CructeMa o0yueHus paOOTHUKOB CBOJMJIACH K UX TMpodec-
CHOHAJILHOMY OOYUYEHHIO U yueOe padoTaTh ¢ U3MEPUTEIbHBIMU U KOH-
TPOJBHBIMU NpuOOpaMu (0OOpyaOBaHMEM). B3auMOOTHOIIEHUS TIpe/I-
NPUSTUS C TIOCTABIIMKAMH U TTOTPEOUTENISIMA OCHOBBIBAJIUCH HA OCHOBE
TpeOOBaHMM, KOTOPHIE YCTAHABJIMBAIUCH B TEXHUUYECKUX YCIOBUSIX
(TY), BbINOIHEHUE ATUX TPEOOBAHUI MPOBEPSIIOCH B X0JI€ IPUEMOYHO-
r'0 KOHTPOJIS (BXOIHOTO M BBIXOAHOTO). JlaHHBIN ATam Ha3bpBalOT (a3oi
KOHTPOJII KauecTBa, WM (a3oil OTOpakoBKU. 311€Ch JEATEIBHOCTD
IO MOBBIIIEHUIO KaYeCTBa MPOAYKIIMU BCETJAa COMPOBOXKIACTCS YBEIU-
YeHUEM 3aTpaT Ha €ro o0ecredyeHue, T. €. eI pocta 3PHEeKTUBHOCTH
MIPOU3BOJICTBA Y MOBBIIIEHUS KAYeCTBA MPOAYKIIUH SBJISIFOTCS TPOTUBO-
PEUYUBBIMU, HE MOT'YT OBITh JOCTUTHYThHI OJHOBPEMEHHO.

Cnenyromas ¢aza (3tan) HaunmHaercs ¢ 1920-x rr. HaspiBarot ee
B JIUTEpaType IMO-pa3HOMY. CTAaTUCTUYECKOE YMPABJICHUE KauyeCTBOM
win ¢aza ynpaslieHHs Ipolieccamu. B 3TOT nmepuoi npuiuio noHuMa-
HUE, YTO YIpaBJsATh cienyeT npoueccamu. B 1924 r. B «Bell Telephone
Laboratories» (HpiHe Kopmopanus «AT&T») Oblla co3mgaHa TpyIia
nos pykoBojactsoM P. JI. JIxxoHca, KoTOpas 3ajioykuja OCHOBBI CTaTH-
CTHYECKOTO YMPABJICHUS KA4ECTBOM (METOJI MOCTPOCHUS AHArpaMm).
CyTh UX MeTOJa COCTaBMJIa pa3pabOTKa KOHTPOJBHBIX KapT, BHITIOJ-

* Ko6sx M. B. Cxo6kun C. C. VYrpaBiieHre KaueCTBOM B TOCTUHHUIIE: yueO.
nocobue. M., 2012. C. 32-42; PeOpun 1O. 1. Ynpapienue kauecTBOM: y4eOHUK
JUIs CTyA. BeIcI. yueb. 3aBeneHuil. Taranpor, 2004 // AUP: agMuHHCTpaTHBHO-
ynpasieHueckuit moprai. URL: http://www.aup.ru/books/m93/1_3.htm
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HeHHbIX B. [IlyxapToM. OHM CTajau OCHOBAaHUEM IPUMEHEHHUS B MPOU3-
BOJICTBEHHOW JEATENbHOCTA MPEANPUSATUNA CTATUCTUYECKUX METOJIOB
yOpaBJeHUs KadeCTBOM, KOTOpbIE BIOCHeACTBUM Onaromaps . [e-
MUHTY TIOJIYYHJIU IIUPOKOE pacnpocTpanenue B Anonuu. Ha npeanpu-
ATUAX MOSBUJIACH HOBAsl CMIEIUAILHOCTh — MHXKEHEP MO Ka4eCTBY, KO-
TOPBIA JTOJDKEH ObUI aHAJIM3UPOBATh KAYECTBO M MPUYUHBI J1I€PEKTOB
MPOJIYKIIMHU, COCTABJISITh KOHTPOJIbHBIE KapThl U Ap. Takum oOpaszom,
B [IPOM3BOJICTBEHHON JE€ATEIbBHOCTH B IIEJIOM AKIEHT C HWHCIECKIHUH
U BBISIBJICHUS I€()EKTOB OB IEPEHECEH Ha UX MPEAYNPEKICHUE MyTEM
onpeieNIeHUs] MPUYUH J1e(PEKTOB U UX YCTpaHEHUS Ha OCHOBE U3Yy4YECHUs
MPOLIECCOB W YIPABJICHUS UMHU. B 3TOT mepuoj yCIOXKHUJICA MPOLEce
MOTHUBAIIMU TPYJOBOM JEATEILHOCTU, TETIEPh B MEPBYIO OUEPEIh YUU-
ThIBAJIaCh TOYHOCTh HACTPOCHHOCTH IIpoIiecca, aHaIN3 KOHTPOIbHBIX
kapT. K mpodeccrnoHambHOMY OOyYEHHIO COTPYAHHUKOB J00AaBHIIOCH
oOy4YeHHEe CTaTUCTUYECKUM METOJIaM aHaju3a, peryJMpOBaHUS U KOH-
TpoJia. Ctanu 60jiee CI0KHBIMU M B3aUMOOTHOIIICHUSI MEXKy MOCTaB-
IIMKOM M TIOTPEOUTENIeM, B HUX TJIaBHYIO pOJIb Hadyalld UTPaTh CTaTH-
CTUYECKUM TPUEMOYHBIN KOHTPOJIb U CTaHJapTHBIE Tabsmilbl. [Iporiecc
OTOpPaKOBKU MPOAYKIIMU, KaK OJAUH U3 BaXXHBIX METOJIOB OOECIICUEHUS
KauecTBa, Ha ATOM 3Tara COXPAaHWIICS, HO aKIIEHT TeNephb ObLI MepeHe-
CEH Ha YIpaBJICHHE MPOU3BOJCTBEHHBIMU IMPOIECCAMH C IIETBIO YBe-
JUYEHUSI TPOIIEHTa BbIXOAa ToAHOr0 mnpoaykra. CyTh KOHIEMIIUU
yOpaBJ€HUs MPOLECCAMH COCTOSJIA B JIOCTUKEHUM TJIABHOW LIENTUA —
noTpeOUuTeNlb JOJDKeH OBLT MMOJydaTh TOJBKO TOAHBIM MPOAYKT,
T. €. COOTBETCTBYIOIIUN CTaHIapTaM.

Tpetuii stan (¢dpaza) Haunnaercst B 1950-¢ rr., cBsi3aH OH C MOSB-
JEHHEM KOHIICMIIMH TOTaJIbHOTO (BCEOOIIEero) KOHTPOJISI KadecTBa
(Total Quality Control — TQC). Ee aBTOpOoM cumTaeTcs amMepHUKaH-
ckuil yueHnbli A. ®@eiirenbaym. ['maBubie 3agaun TQC: nporuo3zupo-
BaHWE U YCTpaHEHHUE MOTEHIHAIbHBIX HECOOTBETCTBHUI B MPOAYKIIUH
yK€ Ha CTaJud KOHCTPYKTOPCKOM pa3pabOTKH, MPOBEpKa KadyecTBa
MOCTABJISIEMBIX MAaTEPUATIOB U KOMIUICKTYIOIINX, YIIPAaBICHUE MPOU3-
BOJICTBOM, pa3BUTHE CIYXKObI CEPBUCHOTO OOCITY>KMBaHHS, HaJI30D
3a COOJIIOICHUEM COOTBETCTBUS 3aJIaHHBIM TPEOOBAHMSIM K KayeCTBY
npoaykuuu. A. @eiirenbaym nepBbIM 00paTU BHUMaHUE Ha 00s3a-
TeJbHOE U3YUCHHE NMPUYNH HECOOTBETCTBUM U BBISIBHII BAXKHOE 3HAYE-
HUE B (OPMUPOBAHUH CEO0ECTOMMOCTH MPOJYKIIMU CUCTEMbI yueTa 3a-
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Tpat Ha kKadyecTBO. Cucrembl TQC pa3BuUBAINCH B SMOHMK HA OCHOBE
NPUMEHEHUS] CTaTUCTUYECKUX METOJOB U BOBJICUCHHS COTPYIHUKOB
B paboTy KpY>KKOB KadecTBa. Ha aToM sTame maTrepuaibHOE CTUMYJIH-
POBaHUE CTAJIO YMEHBIIATHLCA M HAYaj0 yBEIUIMBATHCS 3HAUCHUE MO-
paJbHOTO CTUMYJUPOBaHUA. [JTaBHBIMM MOTHMBAMHM Kaue€CTBEHHOM
TPYJIOBOM JEATEILHOCTH COTPYIHUKOB CTajdu paboTa B KOJIJICKTHBE,
IPU3HAHUE PYKOBOJCTBOM M KOJUIETamH, 3a00Ta MpeanpusTus o Oy-
nymieM paOOTHHKA, €ro CTpaxoBaHWe, MOJJAEpKKa ero cembu. Bcee
OoJplliee BHUMAaHUE B MPOU3BOJCTBEHHOW JEATEIBLHOCTH CTalo y7e-
JATHCS 00YYEHHUIO COTPYAHUKOB. Ha 3TOM 3Tame mpoucxoamiio Takxke
Pa3BUTHE OTEYECTBEHHBIX CUCTEM YIIPaBJICHUS KAaUECTBOM:

- CapaToBckas cucteMa 0e31e()EeKTHOr0 M3rOTOBJICHUSI MPOIYK-
un (BUII);

- SIpocnaBckas Hay4yHas opraHu3aius padoT MO YBEIUYECHUIO MO-
topecypca (HOPM), co3zmannas B SIpociiaBckOM 0O0bEeIUHEHUH «AB-
TOU3EINbY;

- PoiOuHCcKkass HaywyHas opraHusamusi Tpynaa, M[POU3BOJICTBA
u ynpasienuss (HOTIIY), paspaboranHas Ha PvIOMHCKOM MOTOpO-
CTPOUTEIHLHOM 3aBO/IC;

- [opbKOBCKasi cucTeMa «KauyecTBO, HAJEKHOCTh, PECypC C Mep-
BbIX u3nenuiny (KAHAPCIIN).

Ha stom stane (daze MeHeHKMEHTa KauecTBa) CIOXKUICS COBpe-
MEHHBI MEHEPKMEHT KadecTBa, KOTOPBIA MO3BOJIAET OJTHOBPEMEHHO
MOBBIINIATh KA4eCTBO M YMEHBINATh IIPOW3BOJICTBEHHBIC 3aTpaThl,
T. €. OBUIO MPEOJIOJICHO MPOTUBOPEUNE MEXKIY POCTOM KadecTBa M II0-
BbIlIeHHEM (G (HEKTUBHOCTH MPOU3BOACTBEHHOMN JICITEIHLHOCTH.

Ha geTBepTOoM 3Tare kadecTBO ONMpeAeIsieTCs] KaK YI0BISTBOPE-
HUE TpeOOBaHUN W MOTPEOHOCTEW MOTPEOUTENel M COTPYIHUKOB.
B 1980-¢ rr. mpou3omien nepexo K TOTATbHOMY MEHEKMEHTY Kade-
crBa (Total Quality Management — TQM). B 310 Bpems mosiBUIach
CepHsi HOBBIX MEXIYHAPOIHBIX CTAaHIAPTOB CHCTEM KayecTBa —
ctangaptel UCO 9000 (1987 r.), okazaBmIMX BeChbMa CYIIECTBEHHOE
BIMSHHE HAa MEHEKMEHT B IIEJI0M, a TaK)Ke Ha MPOoIecc 00eCIIeueHHUs
KauecTBa Ha MPEANPUATUNA. ITa KOHIIETIM OCHOBaHAa HA MOHUMAaHUH,
YTO yMpaBJICHUE BCeMU chepaMu ACATEIHLHOCTH MPEANPUATUS HEOO-
XOJIMMO OPTaHW30BBIBATh MCXOJI M3 MHTEpecoB KadecTBa. CHucrema
TQM  sgBnsiercss  KOMIUIEKCHOM  CHUCTEMOM, OpPUEHTHPOBAHHOM
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B [IEPBYIO OYEPEAb HA MOCTOSHHOE YIY4YIIEHUE KauyecTBa, MUHUMU3A-
LU0 MPOU3BOJCTBEHHBIX 3aTpaT U MOCTABKY TOYHO B CpoK. OCHOBHas
unes TQM OCHOBBIBAETCS Ha MPUHIUIIE «YJIYUIICHUIO HET Mpeje-
aa». B TQM cyiiecTBeHHO BO3pacTaeT poJjib 4YeJIOBEKa U O0ydeHUs
COTPYAHUKOB, U3MEHSIOTCS caMUd (POpMbl OOyUEHHs, OHU CTAHOBSTCS
0oJiee aKTUBHBIMU. MCIIOIB3YIOTCS JI€JOBBIE UTPHI, CHEIUAIbHBIC TE-
CThI, KOMIIBIOTEPHBIE METOAbLI U Ap. OOyueHue NpeBpaliaeTCs TaKkKe
B YaCTh MOTHUBAIIUH, T. K. XOPOIIO OOYUYEHHBIH COTPYAHUK YBEPECHHEE
YyBCTBYET Ce€0si B KOJUJIGKTHUBE, CIIOCOOEH Ha pOJib JIMJEpa, UMEET
MpEeMMYIIeCTBA B KaphepHOM pocTe. Ha 3ToM 3Tarne Ha npeanpusiTUsix
HAYMHAIOT pa3padaThiBaTh M HCIOJIB30BaTh CIEIUAJIbHBIE MPUEMBI
Pa3BUTHS TBOPYECKUX CIIOCOOHOCTEH paOOTHHKOB (KpEaTHBHOCTH).
B3anmooTHOIIIEHUS MEXAY MOCTABIUIMKAMH U MOTPEOUTEIISIMU HAUM-
HAIOT CTPOUTHCS HA OCHOBE CEpTH(HUKAIIUU CUCTEM KauecTBa Ha COOT-
BeTcTBUE cTanaaptam MCO 9000.

[IaThIit 3Tanm XapakTepu3yeTcsl MOHUMAHUEM KAadeCTBa KaK YJOBJIC-
TBOPEHUS TPEOOBaHMI 1 MOTPEOHOCTEH OOIIECTBA, BIAACIIBIEB (aKIIHO-
HEPOB), MoTpeduteneit u cotpyauukoB. B 1990-e rr. nosBuiIMCh CTaH-
naptel cepun ICO 14000, ycranapiauBaromme TpeOOBaHUSI K CUCTEMaM
MEHEKMEHTA C TOYKHM 3PEHHUs 3alIUTHl OKpY>Karoleh cpeapl u 0e3-
OMACHOCTH TPOIYKIIUU, BO3POCIIO BIMSHUE T'YMAaHHUCTUYECKON COCTaB-
JSIOINEH KauecTBa MpOAyKTa (YCIIyT), IIPOU30IILIO YCHUICHNE BHUMAHUS
PYKOBOJMTEINEH NPEANPUATANA K yIOBIETBOPEHUIO TOTPEOHOCTEN CBOE-
ro mepcoHaja. DTOT 3Tall Ha3bIBAIOT TakKe (Pa3oil IKOJIOTUYECKOTO Me-
HEHPKMEHTa, KOHIICHIUS KOTOPOTO TMPOAOIKaeT (OpPMHUPOBATHCS
U B HacTosiee Bpems. CylnHOCTh JAHHOTO 3Tala 3akiioyaeTcs B IO-
CTEIICHHOM OTKa3€ OT MpeodJiaaHus TPAIUITMOHHBIX KOMaHIHO-aMU-
HUCTPATUBHBIX METOJOB YIIPABJICHUSI MPEANPUITUEM U TEPEX0JIE B OC-
HOBHOM K COBPEMEHHBIM PHIHOYHBIM MEXaHU3MaM 3KOJIOTHYECKOIro pe-
T'YJIUPOBaHMs. XapaKTEePHBIMUA OCOOEHHOCTSIMHU ATOU (Pa3bl SBISIFOTCS:

- POCT DKOJIOTUYECKOW OTBETCTBEHHOCTHU MPEANPUATUN KAK CIIEH-
CTBHE OOILEMUPOBBIX TEHACHUMN K YMEHBIICHHIO BMEIIATEIbCTBA
rocyJlapcTBa B SKOHOMHYECKHE IMPOIIECChI, CO3JaHMs TJI00aTIbHBIX
PBIHKOB ¥ CTUMYJIUPOBAHUS YACTHOW MHUILIMATUBBIL;

- IepeX0/] MPEANPUITUH, paHee 3aHMMABIIMX MACCUBHYIO MO3U-
U0 B PEIICHUHU DKOJOTHYECKUX MPOOIEM, K aKTUBHOM MO3UIIUH; T1O-
CTAHOBKA UMM COOTBETCTBYIOIIUX COOCTBEHHBIX IENIEH U 3a]1a4;
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- BO3pacTaHUE€ HWHUIMATUBHOM HKOJIOTMYECKOW AEATEIbHOCTH
MPEANPUATHN, TTIEPEHOC UMHU JICATEIBHOCTH C 3aKJIIOYCHHS IIpolecca
(ouHMCTKa OTXOJAIIMX T'a30B, CTOUYHBIX BOJI, YJaJICHUE U pa3MEIICHUE
OTXOJIOB) Ha €ro Hayajo, T. €. BIMSHHUE B IIEPBYIO OUepe/ib HA UCTOY-
HUKHA 00pa30BaHUs OTPUILATCILHOTO BO3JICHCTBHUSA HA OKPYKAIOIIYIO
cpeny (TeXHOJOTMYECKHUM IPOIecC, MCIIOIb30BaHUE PECYypCOB, Opra-
HU3aIMs IPOU3BOCTBA);

- YCTAHOBJICHUE IIPSIMOM CBSI3U MEXKAY AKOJOTHMYECKOM JESATENb-
HOCTBIO TIPEIANPHUSATHS M BO3MOXKHOCTSIMU Pa3BUTHS IIPOM3BO/JICTBA,
MIPUBJICYCHHUSI MHBECTHUIIMM, SKOHOMHEH M COEpeKEHHEM pEeCypCOB,
YMEHBIIICHUEM ITOTEPh, POCTOM KOHKYPEHTOCIIOCOOHOCTH M KadecTBa
POAYKITUY;

- AKTUBHU3alLMs BHYTPEHHUX HEHCIOJb3yEMBbIX PECYpCOB U BO3-
MOXKHOCTEH MpeANpUATHS, MaKCUMaJIbHOE MPUMEHEHHE Malio3aTpaTt-
HBIX M 0e33aTpaTHBIX METOAOB U CPEJICTB IJII PEIICHUS IKOJOrHhYe-
CKHX MPpO0IeM;

- GopMyIUPOBKA MPEAMPHUATHEM DKOJIOTHUCCKUX IICJICH M 3a1ad,
OTKPBITAsI JIEMOHCTPAIMA IOJYYEHHBIX PE3YJIbTATOB JEITEIbHOCTH,
KaK MOJIOKUTEIbHBIX, TAK U OTPHUIIATEIbHBIX;

- OpraHM3aIys aKTUBHOTO COTPYJHHUYECTBA CO BCEMHU 3aWHTEpE-
COBAaHHBIMHU B IKOJOTMYECKHX MpOOIEMax ACATEIHHOCTH CTOPOHAMU
(uHBECTOpaMu, MapTHEpPaMU, MOTPEOUTEISIMU, OOIIECTBOM, KOHKY-
peHTaMH).

Tembl pedepaToB

1. 14 npUHIMIIOB MOBBIIICHUS KadecTBOM J. JleMuHra.

2. 10 sTanoB moBeImeHUs kadecTBa mo Jl. Ixxypany.

3. Bxnag K. McukaBpl B pa3BuTHE yIpaBiIeHUS KAa4eCTBOM.

4. ITpuauunser TQM.

5. Konnenus «Illects curmy».

6. Konnenmus kaa3eH.

/. OCOOCHHOCTH pa3ziIu4us KyJIbTypbl MEHEIKMEHTa KadyecTBa
B pa3HBIX CTpaHaXx.
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KonmpossHble eonpocbol

1. laliTe onpeieIeHNE MOHATHS «Kauy€CTBOY.

2. OxapakTepu3yuTe 3Tarbl pa3BUTHUS CUCTEM KauecTBa.

3. [aiite onpeneieHUE «KauyecTBa yCIyTH».

4, OxapakTepu3ynTe 2JIEMEHThI KauecTBa 00CTy>KUBaAHHUS.

5. HazoBuTe xapakTepUCTUKH YCIIYTH.

6. JlaiiTe XapakTEepUCTHUKY OCHOBHBIX MPHUHIIUIIOB OpraHU3aIuu
00CITy>)KMBaHUS B TypU3ME.

7. ChopMynupyiiTe OCHOBBI KOHIIEIIIINM KauecTBa J. JleMuHra.

8. ChopmynupyiiTe OCHOBBI KOHIIENIINHU kKadyecTBa Jk. [[>xypana.

9. ChopmynupyiiTe OCHOBBI KOHIENIMU KaudectBa A. DeiireH-
Oayma.

10. Chopmynupyiite ocHOBBI KOHIeNnK kadecTBa K. Mcukassl.
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2. KayecTBO KaK 06’I:EKT ynpaBJIEHI/IH B Typn3me
2.1. 06'seKkmul Kauecmaa

KadecTBo mpoaykTa mpeacTaBiisieT coO0i ero cBONUCTBO (Crocoo-
HOCTh) YJOBJIETBOPUTH MOTPEOHOCTH U OXKHMAAHUS ToTpedOutens. Ta-
KM 00pa3oM, B OJHOM M3 aCMEKTOB KayeCTBO — 3TO COBOKYIHOCTh
cBoiicTB. CBOMCTBaMU MOXKET 00jaJaTh J000# MpeaMeT WM sBje-
Hue. [lo3ToMy NPUMEHHUTENBPHO K TEPMHUHY «KAa4eCcTBO» MexayHa-
pOJIHas OpraHu3alus CTaHJIApPTU3AIMU JaeT Oojee IMHUPOKOE IMOHS-
THE — OOBEKT KaueCTRa.

[Tog oOBeKkTaMu B TEOPHUH YIPABICHUS KAYECTBOM IMOHHUMAIOTCS
pa3IUYHbIE COCTABJISIONINE TYPUCTCKOro mpennpuatrus. OObekTaMu
Ka4yeCcTBa MOTYT OBITh, HAIIPUMED:

- IEATENbHOCTh WJIH MPOLIECC;

- npoAyKius (pe3ynbTaT AESITEIbHOCTH WM MPOILECCOB), KOTO-
pasi, B CBOIO OUYepe/ib, MOXKET ObITh MAaTE€pUAIBHOU (KaK, HaIpuMep,
npuoOpeTeHHas BEIlb B BHJAEC MAaTEpPUAIBbHOTO MPOAYKTA), WU He-
MaTepuaabHOW (Hampumep, uHOpMaIs W MOHATHSA), UJIH KOM-
OuHalKeN U3 HUX,

- OpraHm3anusi, CHCTeMa WM OTJEIbLHOE JIUIIO;

- nro0ass KOMOMHAIUS U3 HUX.

[Iporiecc — ATO COBOKYIMHOCTh B3aUMOCBSI3aHHBIX WJIM B3aUMOJICH-
CTBYIOIIMX BUJIOB JESITEILHOCTH, KOTOpasi MPeoOpa3yeT BXOJbl B BHIXO-
11, [TprMep TeXHOIOrMYecKoro mpoliecca 00CTyKUBaHUs TOTpedouTenei
B FOCTHUHUIIE TIPEICTaBIIeH B Ta0J. 1, mporiecca 00CTyKUBaHUSI TYPHCTOB
— B Ta0J1. 2, MPOEKTUPOBAHUS TYPUCTCKOTO MPOTyKTa — B Ta0II. 3.

[Tpoaykuus kak 0OBEKT KauecTBa KiacCUPUIIUPYETCs IO Cleay-
IOIINM YEThIPeM 0000IIIEHHBIM KaTETOPUSIM:

1. Ycayra — 3To pe3ynbTar no KpahHeH Mepe OJHOrO BUAA Jes-
TEeJLHOCTH, 0053aTebHO OCYIIECTBICHHOTO BO B3aWMOJICUCTBUM
MEX]Ty MOCTAaBIIUKOM M 3aka3zunkoM. Kak mpaBuiio, yciyra HOCHUT He-
MaTepUaIbHBIN XapaKTep.

2. VnTennexryanbHas MPOAYKIHUS — COJACPKUT HH(POPMAIIHIO,
KOTOpass HeMmaTepuajbHa M MOXKET MPUHUMATh (POPMY pazIMUIHBIX
MOJXO0JIOB K PEIICHUIO MPOU3BOJCTBEHHBIX U OPraHU3allMOHHBIX MPO-
0JieM, METOJIUK, JIEJIOBBIX COTJIallICHUH.
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3. Texnuueckue cpeacTBa oObIYHO MaTepuaibHbl. VX 4ucio co-
CTaBJIIET COOTBETCTBYIONIYIO KOJWYECTBEHHYIO XAPAKTEPUCTUKY
(HampuMep, 1Ba TOKAPHBIX CTAHKA, YEThIPE TYPUCTCKUX aBTOOYca).

4. TlepepaboTaHHbIe MaTepUaIbl MaTepUalibHbL. J[JIs1 BhIpaKeHUS
WX KOJIMYECTBEHHON XapaKTEPUCTUKHU OOBIYHO MPUOEraroT K B3BEIIU-
BaHUIO, UBMEPECHUIO 00BEMa U T. 1.

TexHuueckue cpeicTBa U nepepabOTaHHbIE MaTepHUasbl Ha3bIBa-
IOT TaK)K€ TOBApPOM.

TypucTckuil MpoAyKT BKJIIOYAET B CEOSI MAaTepUATbHYIO YCIYTy
U HEeMaTepHUAJIbHYIO YCIYTy, Hampumep IJisg CpeJCTBa pa3MEIICHUS
MaTepuaIbHON yciyro OyayT HoMmepa, MeOenb, 00opyaoBaHue, dac-
CElH U T. /1., a HEeMaTepuaJbHONU — cepBUC, aTMocdepa, apyKeaodue
u T. 1. [IpuueM nocnennee okas3biBaeT OOJblIEe BIUSHHUE HA YJIOBJIE-
TBOPEHHOCTh MTOTPEOUTEIIA.

Tabmuna 1

Texnonozuueckuii UUKIJL oﬁcﬂyofcueauuﬂ 2ocmeil 6 cocmunuye
u CleJfC6bl, omeemcmeeHHble 34 €20 peatuzauuro

Oransl npolriecca 00CITy)KUBaHus,
BXOJISIINE
B TEXHOJIOTMYECKUN LUK

CyxObl, OTBETCTBEHHBIC 32 DTAITbI
nporiecca 00cayXKuBaHuUs

[IpenBaputenbHblii 3aka3 MecT | Ciry:k0a OpOHUPOBAHUS U PACUET-
B rocTuHUIle (OpOHHpPOBAHWE)  |HAs YacTh

[Ipuem, peructpanus u pazme- | Ciyx0a nprueMa 1 pacueTHas
IeHNEe TOCTEN 4acTh

ITpenocraBnenue ycayr npoxu- |Ciayxk0a 3KCIuryaTalud HOMEPHOTO
BAHUS U MUTaHUS dboHAa 1 00CTY)KUBAHUSA

[IpenocraBnenue gonoaHuTenb- |Ciaysk0a 3KCIUTyaTallid HOMEPHOTO
HBIX YCIYT dboHma U 00CITy)KUBAHUS;, CITY>KOBI,
MPEIOCTABIISIONINE IJIATHBIE J10-
MOJIHUTEIILHBIE YCIYTH

OkoHuaTeIbHbIN pacyeT Cnyx0a dKCIuTyaTaiii HOMEPHOTO
1 0hOpMJICHHUE BBIE3/1a TOCTS dboHa 1 00CTY)KUBaHUS; CITyKO0a
npreMa U pacdyeTHas 4acTh
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Tab6auma 2

Ilpouecc obcnyxncueanus mypucmoe mypucmcKum npeonpusimuem

No i/

JTanbl npouecca 00CJIy;KUBaHUS TYPHUCTOB

1 IToaroroBka K moe3aKe

2 CoBepIIeHHE TTOE3IKH:

- TPAHCTIOPT

- TOCTUHHILIA

- OKCKYPCHOHHAs IMporpaMma

- IMTAHHUC

3 3aBepIleHUE MOE3AKH

Texnonozuueckuii npouyecc
npoekmupoeanua mypucmcKkozco npodykma

Tabnuua 3

DTarnbl NPOCKTUPOBAHHUS Typa

Mecsi, Heaens

1

2

3

HccnenoBaHue 3apocoB MOTpeOUTENEN
Y pbIHKA TYPUCTCKUX YCIIYT

dopMyarupoBaHrEe BepOaTbHON MOJICIIH
TYPUCTCKOT'O MPOIAYKTa

®opmynupoBaHue TpeOOBaHUM K TY-
PUCTCKOMY MTPOAYKTY

Y cTaHoBIEHNE TEXHOJIOIUU ITpoLecca
00CITy>)KMBaHUSI TYPUCTOB

Pa3paboTka TEXHOIOTUUECKOU T0KY-
MEHTAIUU

Ornpenenenre METOIOB KOHTPOJII Kade-
CTBA OKA3bIBAEMBIX YCIIYT

Pacuetr cTOMMOCTH TYpPUCTCKOTO MPO-
IyKTa U YCIYT TypareHToB, TEKYIIHNX
TJIaTeXeu, peHTabeIbHOCTH; YTBEP-
AKJCHUE MPOEKTA
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2.2. «llemas kauecmea» npodykma, ycayau

B cooTBeTCTBUM C MEXIYHAPOJAHBIMU CTaHAAPTAMM >KU3HECHHBIN
LUKJ TIPOAyKTa (YCIYyTH) HA3bIBACTCA «IETJIEH KaueCTBa», WM «CITH-
PAIBIO KAYECTBAY.

«Iletns xadecTBa» IpeCTaBISICT COOOM KOHIIENTYaJIbHYIO MO-
JIEJIb B3aMMOCBSI3aHHBIX BUJOB JESATEIbHOCTH, OKA3bIBAIOIIUX BIIHSA-
HHUE Ha Ka4eCTBO MPOAYKTa (YCJIYTH) Ha pa3IMYHBIX 3TallaxX €ro *Ku3-
HEHHOTO IMKJIa, HAYMHAs OT ONpeJelICHUs MOTPEOHOCTEeN U 3aKaHYH-
Basl OLICHKOM CTENEHH MX YJOBJIETBOpPEHM:. «Crhpanb KauyeCTBa» —
3TO CXeMaTHYHOEe M300pakeHue mporecca GOPMHUPOBAHUS KavueCTBA.
B crannmapre ynotpebisieTcs u apyras MoJielib mpoiecca hopMUpoBa-

HUS KayecTBa MPOAYKTa (YCIyTH) — «CHHPAJIb KauyecTBa», KOTOpas
MOJApa3yMEBaeT TMHAMUYECKUN XapaKTep co3MaHus KauectBa. HoBbie
YPOBHHM BUTKA «CIUPAIN KA4ECTBa» — 3TO KaXJbIA pa3 MOBTOPSIIO-

IIMECs Yepe3 ONpeieTICHHbIE TIEPHOJIbI BPEMEHU BUJIBI JACSITEIHHOCTH.
Takum 06pa3oM, mosydaeTcsi HEMPEPHIBHBIN Mporiecc GOPMUPOBAHUS
KauyecTBa MPoIyKTa (YCIayru).

«IleTns kauecTBa» MPOAYKTAa MNPEACTABISIET COOOM 3aMKHYTBIN
B BHJI€ KOJIbIIA JKW3HEHHBIN ITUKJ MPOIYKIIMH, BKIIOYAIOIINN CIIeTy-
IOIIE€ OCHOBHBIC ATAITBI:

1) MapkeTHHT;

2) IpOEKTHUpPOBAaHUE W Pa3pabOTKy TEXHUYECKUX TpeOOBaHUH,
pa3pabOTKy MPOAYKIIUH;

3) MaTepHaTbHO-TEXHUUECKOE CHA0KCHHE,

4) MOATOTOBKY MPOM3BOJACTBA U Pa3pabOTKy TEXHOJOTHUU M TPO-
W3BOJICTBEHHBIX IPOIECCOB;

5) mpou3BOJICTBO;

6) KOHTPOJIb, HCIIBITAHUSA U 00CJICTOBAHHS,

7) YIIaKOBKY M XpaHCHHE,

8) peanu3anuio U pacupeaesiCHHe PO yKIIHH;

9) MOHTaX; SKCILTyaTaIUIO;

10) TeXHUYECKYIO TTOMOIIb U 00CTyKUBaHHE;

11) yTrmzanuro.

YnpaBieHHE KaUYECTBOM MMEET JIE€JI0 CO BCEW CUCTEMOM paspa-

OOTKH, TIPOM3BOJICTBA, SKCILIyaTaruu (MOTpeOJICHUs) W yTHIIM3AIUN
POJIyKTA.
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«lletns kadyecTBa» TYPUCTCKOM YCIYrH MPEACTABISET COOOM
MPOLECC, COCTOSAIINN U3 CEMU ATAIOB:

1) mapkeTrHTa (PHIHOYHBIX HCCIICOBAHUN);

2) ipoeKkTHpoBaHus (pa3pabOTKH TYPUCTCKOTO MPOAYKTA);

3) TEXHOJIOTUYCCKOM ITOATOTOBKH IMPOHU3BOJICTBA;

4) mpou3BOACTBA (KOMIUICKTAIIUH);

5) KOHTpPOJI;

6) MPOABIIKEHUS U MPOJIAXKHU TYPUCTCKOTO MPOYKTa;

7) 00CIy)KUBaHHS TIOTPEOUTEIIA.

C momomibl0 «IETIM KayecTBa» OCYIIECTBISACTCS B3aUMOCBS3b
MIPOU3BOIUTENS MPOAYKTa (YCIYTH) ¢ OTpeOUTENIeM U CO BCEMU 00b-
€KTaMH, 00ECIEUNBAIOIIUMH PEIICHUE 3aJ1ay YIIPABJICHUS KaueCTBOM
TIPOTYKITHH.

B TypucTCKO# MHIYCTPHUH BBIACISAIOT TPU BaKHEUIIIUX HAMpaBiie-
HUS BO3JICUCTBUSI HA ATAIbl «CIIUPAIA KAYECTBAY.

1. OGecnieueHne KayecTBa TYPUCTCKOTO MPOJIYKTa — 3TO COBO-
KYITHOCTh TUIAHUPYEMBIX M CHCTEMATHYECKU PeaM3yeMbIX MEpOIpH-
STHH 10 CO3JaHHUIO HEOOXOJMMBIX YCIIOBHH JIJIsSi BBITIOTHEHUS KaXKJ10-
ro dTala «IEeTIU KauyeCcTBa» TaKUM 00pa3oM, YTOOBI IPOAYKT YIOBJIE-
TBOPSJI TpeOOBaHUAM NOTpeOUTENCH OTHOCUTEIFHO KauecTBa.

2. YTipaBjieHrWE Ka4yeCTBOM MPEACTaBIsSICT cOOOW METOAbl U Jes-
TEJLHOCTh OTNEPATUBHOTO XapakTepa: yIpaBJICHUE MpOolleccamMu, BbI-
SIBJICHHE PA3JIMYHOTO POJIa HECOOTBETCTBUM M BHI3BABIINX UX MIPUUHH.

3. YiydiieHue KadecTBa — 93TO TOCTOSIHHAsl JIESTEbHOCTb,
HalpaBJICHHAss Ha TOBBIINICHUE YPOBHS KauyecTBa TYPUCTCKOTO IpoO-
IyKTa, KA4eCTBa €ro M3TOTOBJICHUS, COBEPIICHCTBOBAHUE JIEMEHTOB
MIPOU3BOJCTBA U CHUCTEMBbI KayecTBa. YJIyUIIEHHE KauecTBa TYpPUCT-
CKOTO TIPOJyKTa TPeOYyeT BBHICOKOW KBAIM(PUKAIIMU COTPYIAHHKOB TY-
PUCTCKUX MPEANPUATUN U CTUMYJIUPOBAHUS UX JIEATCIbHOCTH.

2.3. Xapakmepucmuku npodykyuu (ycayau)

CooTBeTCTBUE YCIAYyTH TPeOOBAHMUSM TYpPUCTA 3aBUCUT OT IO-
CTaBILHUKOB, CJEIOBATEIbHO [JIs THPEAOCTABICHUS TYPUCTCKON
YCIYTH, COOTBETCTBYIOIIEH TpeOOBaHUSAM KIHMEHTA, MEHEIKEDP TY-
PUCTCKOrO MPEANPUITHS O MpoJa)kaMm JOJDKEH 3HATh XapaKTepu-
CTUKH TYpPHUCTCKOTO IMPOAYKTA.
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XapaKTepHuCTHKa MPOAYKIIMU — 3TO OCOOECHHOCTH IPOIYKIIHH,
KOTOpasi MOXET ObITh COOCTBEHHOM MJIM MPHUCBOCHHOM, KaUeCTBEHHOMN
i KomuecTBeHHON. COOCTBEHHBIC XapaKTEPUCTUKH — ITO BEC M3-
JIeNHs, MOIITHOCTh JIBUTATEINsl, 1IBET TKaHU U T. M. [IprcBOeHHBIE Xa-
PAKTEPUCTHUKHU HE ABJISIOTCS XapaKTePUCTUKAMU KauyecTBa MPOAYKIIUU
(ee meHa, COOCTBEHHUK, TOPTOBast MapKa u T. JI.).

PaznuyaroT Takke Ki1acchl XapaKTePUCTHUK TTPOTYKITHH:

1) pusudeckre (MeXaHUYECKHE, DJICKTPUYCCKHE, XUMHUYCCKHE,
OMOJIOTUYECKUE);

2) opra”ojenTHYeCKUe (3amax, BKyC, IIBET, MATKOCTb);

3) spronoMuyeckre (CBSI3aHHbIC ¢ 0€30MaCHOCTHIO YCIOBEKA);

4) byHKIMOHATBHBIC (CKOPOCTh, IPOU3BOIUTCIIBHOCTD );

5) BpeMeHHbIe (TyHKTYaIbHOCTh, JOCTYITHOCTh, 0€30TKa3HOCTH);

6) sTnyeckue (BEKIMBOCTD, IPABIUBOCTh, YSCTHOCTH ).

Kareropuu kadecTBa TYpUCTCKUX YCITYT:

- IPUSATHBIC HMHTEPHEPHI: TMPUBJICKATEILHOCTh M YXOXKEHHOCTH
BHYTPEHHUX MOMEIICHUN OTEJSI U €T0 TEPPUTOPHU;

- KOMIIETEHTHOCTh, 3HAHUS U CITIOCOOHOCTH MEepCOHAa;

- BeKJINBOCTh, OOpPa30BaHHOCTh, YUYTHBOCThb, T'OCTEIIPHHMCTBO,
TaKT U YBAKEHUE K KIHUEHTY CO CTOPOHBI PAaOOTHUKOB cepsl 00cmy-
KUBaAHUS;

- B3aMOITIOHUMAaHUE, TIOHMMaHWe WHIWBUAYAJIBHBIX 3alpOCOB
NOTPEOUTENS YCIYT;

- oOmeHne, nHGOPMUPOBAHUE TOTpeOUTENEH U YMEHUE WX BBI-
CIIyIITUBATH;

- mpodeccHOHaNIbHAST TIPUTOTHOCTD: HAACKHOCTh, YBaXXKEHHUE, T10-
PSATOYHOCTD;

- OTBETCTBEHHOCTh, JTOOPOKENATEILHOCTh M TOTOBHOCTH PabOT-
HUKOB TPEIOCTABIATH YCIYTH;

- IOATOTOBJICHHOCTh: HEOOXOJWMBIC HAaBBIKH U TCOPECTHUCCKHUE
3HaHUS 00CITYKUBAOIIETO U YIPABJISAIONIECTO MEPCOHANA;

- BHCIIHUIN BUJ: (U3HUECKas MPHUBICKATEIHHOCTh IEepCcoHala
(ynudopma, nuddepeHuupoBanHas 1o ciayxx0am, MpUITHbIE MaHEPHI);

- CTaOUIILHOCTE: (PYHKIIMOHUPOBAHUE OTEJS U HEMPOAYMaHHOCTh
€ro TeXHOJOTUYECKOro IMpoliecca He JOJKHBI CO37aBaTh HEYA00CTBa
KIIMEHTYPE;

- 0€30I1aCHOCTh: OTCYTCTBHE PUCKA WIIM HEOIIPEICTIEHHOCTH.
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2.4. llokazameau kauecmaa

[TokazaTensiMu KadecTBa HA3BIBAIOTCS YCTAHOBJICHHBIE KOHKPET-
HbIE€ KaQYeCTBEHHbBIC WJIM KOJWYECTBEHHBbIC TPEOOBAHUS K XapaKTepH-
CcTUKaM (cBoicTBaMm) mpoaykuuu. [1o oTHOIIEHUIO K CBOMCTBaM IMpO-
TYKIIAW Pa3InyuaroT CJICIYIOMUE BUABI TOKa3aTeel KauecTRa:

1) HaznaueHus ((yHKIMOHAIBHBIC CBOWCTBA MNPOAYKIHH, OO0Y-
CJIOBJIMBAIOIIME TUAIA30H €€ MPUMEHSIEMOCTH);

2) HaACKHOCTH (CIOCOOHOCTh MPOAYKIMU K COXpPaHCHUIO Pado-
TOCIIOCOOHOCTH MPU COOJIIOJCHUHU OMPEACICHHBIX YCIOBUN DKCILTya-
Tallud U TEXHUYECKOT0 OOCITYyKHMBaHUs, €€ 0€30TKAa3HOCTh, JIOJTOBEY-
HOCTh, PEMOHTOIIPUTOTHOCTh, COXPAHAEMOCTb );

3) TEXHOJOTUYHOCTH (COBEPIIICHCTBO KOHCTPYKTHBHO-TEXHOJIO-
THYECKUX PEIICHUM, ONMPEICISIONIUX BBICOKYIO MPOU3BOJAUTEIBHOCTD
B IIPOIIECCE U3TOTOBJICHUS, DKCIUTyaTallud U PEMOHTA);

4) S3prOHOMUYHOCTH (TIPUCIIOCOOJICHHOCTh NPOAYKIIMH K aHTPO-
MOMETPUYECKUM, (PU3UOJIOTUIECKUM, TICUXO(PU3UOTOTHUECKUM U TICH-
XOJIOTHYECKUM CBOWCTBAM TOTPEOUTENISI, KOTOPBIE TPOSBIISIOTCS
B Cpelie «UeJIOBEK — U3JIeTINe — OKPYXKaIoIas cpeiar);

5) cTanmapTu3anuu (COOTBETCTBUE MPOIYKITUU CTaHIApTaM);

6) SKOHOMHYHOCTH (3aTpaTbl Ha pa3pabOTKy, H3TOTOBJICHHUEC
Y DKCILTyaTaIlUIO0 TPOTYKIIHH).

[To konMyecTBy OTpa)kaeMbIX CBOMCTB Pa3jIMYarOT TAKUE MOKa3aTe-
JIM Ka4ecTBa MPOAYKIIMH: STUHUYHBIC; KOMIUICKCHBIC; HHTETPAJIbHBIE.

[lo cragusm ompeneneHus TPOAYKIHMH BBIACISIIOT CIEIYIONINE
MOKa3aTeIN KauyecTBa:

1) mpoekTHEIE;

2) IPOM3BOJICTBCHHBIC;

3) BKCILTyaTallMOHHEIC,

4) mpOrHO3UPYyEMBIE.

[To meTomam ormpeaeneHus] BBIACISIIOT CICAYIOIINE MOKa3aTeln
KauyecTBa MPOTyKIIHH:

1) opranosienTHYCCKHE;

2) MTHCTPpYMEHTAIbHBIC;

3) pacyeTHEIE;

4) SKCTIEPTHEIC;

5) cTaTucTHYECKHE;

6) COLMOIOrMYECKHUE;
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7) KOMOMHUPOBAHHEIE.
[Ipumep mokaszarenen KauyecTBa KyJUHAPHBIX U3IEIIUMN MPEATIPHUsI-
THSI TUTAHUS TIPECTaBJICH Ha puc. 1.

BHEIITHUU BUJ]

OpraHoJienTuYeCcKue 1[BET
roKasaTesnu 3amnax

KOHCUCTECHIIHS

MaccoBasi J10Jis BJlar,
KHUpa, caxapa,
IIOBAPEHHOM COJIU
MOKA3aTellb BIOKECHUS
DU3NKO-XUMHUUECKUE CBIPbsI

MoKazaTenu oO1ast (TuTpyemas)
KHCJIOTHOCTD
IIEJIOYHOCTD

ITokazarenu
KadyecTBa

u O0e3omac-
HOCTH KY-
JUHAPHBIX [
U3 JeIIni

CaHUTAPHO-
IIOKA3aTEIJIbHBIC
Mukpobuosoruyeckue MHUKPOOPTaHU3MBbI
[IOKA3aTeIn MOTEHLIHATBHO
IIaTOr€HHBIE
MHUKPOOPTaHU3MBbI
NaTOr€HHBIE
MHUKPOOPTaHU3MBbI

Puc. 1. Iloka3arenu kauecTBa KyJMHAPHBIX U3ACTUN

B cucremy 1mokasarenend KadecTBa TYPUCTCKOM YCIYTH BXOJIST
CJIEIYIOIIHE MOKA3aTEIIH.

1. [lokazaTenu Ha3HAYEHUS, XapaKTEPHU3YIOIIHE 00JacTh MpHUMeE-
HeHUsl ((PYyHKIIMOHAIBHBIE CBOMCTBA) YCIYTM W OOYCJIOBJIMBAIOIINE
nosie3Hbld 3¢ Pext oT ee ynorpedienus. Ha ux ocHoBe cTposiTcs mpo-
W3BOJICTBEHHBIE IMPOIIECCHI, BHEAPSIOTCS COBPEMEHHbBIC TEXHOJIOTHU,
KOTOpble obOecrneunBaioT 3PGeKTUBHOE (POPMUPOBAHUE TYPYCITYTH.
DTO MOKa3aTenu:
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- (PYHKIIMOHAJIBHOW U OTpeOUTENHCKOM 3(PHEKTUBHOCTHU (OTIBIX,
MIO3HAHUE, 03/IOPOBIICHUE U JIP.);

- COCTaB U CTPYKTypa TypHpoayKTa (TpaHcdep, pa3MeIleHHe U JIp.);

- KOJIMYECTBEHHbIC TMOKa3aTeslu (Bpemsi, NalbHOCTh, MPOJIOJIKU-
TEJIILHOCTH, PA30BOCTH U JIP.).

2. DCTETUYECKHUE MOKAa3aTeIu XapaKTEpU3yOT pa3udHbIe ICTETHU-
YECKHUE CBOMCTBA TYPUCTCKOM YCIyTH: TapMOHUYHOCTbH, BBIPA3ZUTEIb-
HOCTb, 1I€JIOCTHOCTh, COOTBETCTBHUE COIIMOIEMOTPaUIECKUM OKHUIaHU-
SIM, YPOBEHb TEXHOJOTUYECKOTO MacTepcTBa U Ap. X OTHOCST K COIu-
ATbHBIM XapAKTEPUCTUKAM, BBIPAKAIOIIUM IIEHHOCTb YCIYTH. JCTETH-
YEeCKME MOKa3aTelu MUMEIOT MEPBOCTEIEHHOE 3HAYEHUE B 00ECIIEUCHHUH
KOHKYPEHTOCTIOCOOHOCTH TYPUCTCKOTO MPOJYKTA, UX MPAKTHUYECKU He-
BO3MOYKHO TIEPEHSATH y APYTUX NMPEanpUsITHil. Peanu3zaiiys 3TUX Mmokasa-
TeJe OCHOBaHAa Ha MPO(ECCHOHATHLHOM OCBOCHHMHM BCEX IPOU3BOJI-
CTBEHHBIX MPOIIECCOB, BHICOKOW HCIOTHUTEIBCKON M TEXHOJIOTMYECKOM
JTUCIUIUIMHE OOCTY>KHUBAroIero rmnepcoHasa. CHCTEMY ACTETHYECKUX
nokasareJsieid 00pa3yroT CIEAYIOIIUE MOArPYIIIbIL:

- IOKa3aTeIu PAIlMOHATILHOCTH COCTaBa yCJIYTH BBIPAXKaOT YPOB-
HU (CTENEeHb) I1eJIECOO0Pa3HOCTH U (PYHKIIMOHATBLHO-MIOTPEOUTEIIb-
CKOT'O COOTBETCTBUS OKHIAHUSAM, OMPEIECTSIIOT OCOOCHHOCTH BOCIIPHU-
ATHUSI TYPUCTCKOM YCIIYTH TOTPEOUTENEM;

- TIOKa3aTesid BbIPA3UTEIBLHOCTA MH(OPMAIMOHHBIX COCTaBJISIO-
IIUX YCIYTH ONPEEIIIOTCS MHOXKECTBOM COCTABIISIIONINX TYPUCTCKOM
YCIIYTH, PACKPBIBAIOTCS B CIEAYIOMUX (hopMax: opueunaibHocms (Xa-
paKTEpU3YyeTCsl HAJTUYUEM B COCTaBE TYPHUCTCKOM YCIyTH JIEMEHTOB
CaMOOBITHOCTH, CBOEOOpa3usi, OTIIMYAIOIIUX JTAHHYIO YCIYyTry OT KOH-
KYPEHTOB), 3HAKOBOCTH (IO3BOJISIET TYPUCTCKOMY MPOAYKTY OTpa-
’KaTb B CBOEM COIIMAJIbHO-3CTETUYECKOM COJICP’KAHUU B3IJISIBI
U IICHHOCTH OOIIECTBA), COOmMBEMCmaEUe 0HcCUuoaemol unpopmayuu
(03HaUaeT HANMYMUE B DJIIEMEHTAX TYPUCTCKOW YCIyTH CBOWCTB, KOTO-
pble OTPAXKAIOT ACTETUYECKHUE B3TJIABI U MPEICTABICHUS OOIIECTBA,
MOJIHYIO pealu3alii0 €r0 OXUJAHUM B JTaHHBINA TEPUON), CIMUIe8oe
coomeemcmeaue (XapakTepu3yeT COOTBETCTBUE pealu3allud yCIyTd
YPOBHIO KYJIbTYPHOI'O U OOIIIECTBEHHOTO pa3BUTHUS TOTpeOUTENEH);

- TIOKA3aTeNM LEJIOCTHOCTU COCTaBa YCIyTH OTPa)KarOT MOJHOTY
WCIIOJIb30BAHMSI 3aKOHOB JIOTUKHM B COCTaBE YCIYTH, TIACTUYHOCTH
B KOHEYHOM MPOAYKTE €r0 AJIEMEHTOB, TEKTOHUYHOCTh («TEKTOHUKA
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(OT rped.) — CTPOUTEIBLHOE MCKYCCTBO) CTPYKTYPhI YCIYTH U €€ OT-
JIEJIbHBIX JIEMEHTOB;

- TI0Ka3aTeJIM TapMOHUYHOCTH OTPAXKalOT YPOBEHb MOJIE3HOCTH
OTACIBHBIX COCTABJIAIOIINX, YPOBEHb HUX (PYHKIIMOHAJIBHOCTH B KO-
HEYHOU TYPUCTCKOM YCIIYyIe UCXOIA U3 OXKUJIAHWUK TAHHOI'O CErMEHTa
oTpeOUuTENeH;

- IOKA3aTEeIM COBEPILIEHCTBA TEXHOJIOTHMYECKOIO0 MCIIOJIHEHHS pac-
KPBIBAIOT COBEPIIICHCTBO OTPAaOOTAaHHOCTH BCEX IMPOM3BOCTBEHHBIX
mporeccoB (OPMHUPOBAHUS MW peau3alldd TYPUCTCKOTO TIPOJYKTa,
YCTOMYUBOCTh U CTOMKOCTh MCHOJIHEHHS! YCIYTU. DTO BAKHEUIIMM Ka-
YECTBECHHBIN MTapameTp, Ha KOTOPHIN BIUSIOT MPOQPECCHOHAIM3M TIEPCO-
Haja, BHYTPEHHSS KyJbTypa TYPUCTCKOTO MpEanpusTsi, ¢puiaocodus
ousHeca U Ap. TeXHOJOTMYECKUH YPOBEHb HCIIOTHEHUS HEBO3MOXKHO
HaIpSIMYIO TIEPEHSITh Y APYTrOro Mporu3BOAUTENSA, €70 MOYKHO YIIYUYIIUTb,
HaIPUMEp ITyTEM U3YUYECHHS OIbITA JPYTUX TYPUCTCKUX MPEATPUATHM.

3. IlokazaTenu KOMQOPTHOCTH OMNPEACNISIIOT COOTBETCTBUE TY-
PUCTCKOM YCIIyTH, TEXHOJOTHH €€ pealn3alluy ICHX0(pu3noJornde-
CKMM M aHTPOIIOMETPUYECKUM XapaKTepUCTUKAM YEJIOBEKAa W UMEIOT
OTPOMHOE 3Ha4YeHUe sl nmorpeodurtesns. TpeOoBaHUs MO JTaHHBIM T10-
KazaTeJlsiM MPEABSBISIIOTCS K COCTaBY TYPHUCTCKOIO IPOIYKTA,
K (YHKIIMOHAJIBbHBIM XapAaKTEPUCTHKAM, K 3JIEMEHTaM KOHCTPYKIIUU
TPAHCIIOPTHBIX CPEJACTB, OOOPYAOBAHUIO M HHTEPHEPY TYPUCTCKUX
npeanpustuil. K nokazarensiM KoMGpOPTHOCTH OTHOCSTCA:

- aHTPONOMETpHUUYECKHE (XapaKTepU3yIOT COOTBETCTBUE 000Dy I0-
BaHUs, HUHTEPhEPa, IOMEIICHHIA pa3MepaM U (hopMe Tejla YeIOBEKa);

- (pusnosiornyeckue;

- IICUXOJIOTUYECKUE;

- TATUCHUYECKUE U JIP.

DU3UOJIOTUYECKUE W TICHUXOJOTHYECKHE TIOKA3aTeIu CBA3aHBI
C KaUeCTBOM OKCKYpPCHH, UX TMPOJOJDKUTEIHHOCTHIO, OOECIeUeHHO-
CTbIO MaTepHAJIbHOM 0a3bl ISl OTJbIXA U IPYTUX HYXKI TYPUCTOB.

4, ITokazaTend TEXHOJOTMYHOCTH TMPAKTHUYECKH HE HHTEPECYIOT
noTpeduTeel, HO BaXKHBI JIJII TYPUCTCKOTO MIPEATIPUITHS, TIOCKOJIBKY
MMEHHO OHU OMPEECIISIIOT BEIMUNHY 3aTPaT HA TYPUCTCKUM MPOIYKT,
a cieoBaTeIbHO, pa3Mep MPUOBLIN OT ero peanuzanuu. K 3Tum moka-
3aTeJIsIM OTHOCSTCS:

- TPYI0EMKOCTD;
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- EMKOCTb UCXOJIHBIX KOMIUIEKTYIOIINX YCIYT;

- N1€(PULUUTHOCTh KOMIUIEKTYIOIIHNX;

- ce0ECTOUMOCTD U JIP.

5. [lokazarenu HaE)KHOCTH XAPAKTEPU3YIOT HAJEHKHOCTh padOThI
TYPUCTCKOTO NPEANPUATHS; peaau3aluyd TYPUCTCKUX YCIyI B TOM
o0beMe, Ha TOM YPOBHE U B T€ CPOKH, KOTOpPbIE ObLIN 3allJIaHUPOBAHBI
IPU 3aKJIIOUCHUH CIEIKHU; TEXHUYECKUX U MPOYMX CPENICTB, UCIOIb-
3yEMBIX IIPU PEANN3alUK TYPUCTCKUX yCiIyr. be3 peanuzanuu nokasa-
TeJEH HAJEXKHOCTU BCE APYrHe MOKa3aTelu KayecTBa 0OCIyKUBAHUS
TEpSIOT CBOM CMBICI, OJIHAKO OHHM CTAHOBATCS MOJHOLIEHHBIMU
JUIIb B COYETAaHUU C JAPYTMMH XapaKTePUCTUKaMH OOCITYyKUBaHUS.
Ha nmpakTuke TypUCTCKHE MPEANPUSATUS HE H3MEPSIOT HaACKHOCTb
B KOHKPETHBIX €IMHUIIAX, K HEH MPUMEHSAIOT TAKUE XAPAKTEPUCTUKH:
BBICOKasl, HU3Kas U Ap. B mpouecce npou3BoacTBa U peain3auuu Ty-
PUCTCKOTO MPOAYKTa NPUMEHSIOTCS IPOrPECCUBHBIE TEXHOJIOTHUH, UC-
NOJIb3YIOTCS 3(P(EKTUBHBIE METOJbI KOHTPOJI KaueCTBa TEXHOJIOTHU-
YECKUX MPOLECCOB U UCHOJHUTEIBCKON AUCIUIUIMHBI, 00eCredeHus
yCTOMYUBOCTH (POOACTHOCTH) TEXHOJOTHMYECKUX IIPOIIECCOB M p.
BaxxHoe 3HaueHue npu 00ecTeueHN Haie)KHOCTH UMEIOT:

- CyOCTUTYyLUsI — 3aMEIIECHUE ONHOIO IPYTUM; B TypU3ME €CTb
nBe (QopMbl CYOCTUTYIIMHU: a) B3aUMO3aMEHSIEMOCTh OJHOPOIHBIX
YCIIYT, OTJINYAIOIINXCA 110 HEKOTOPBIM MOKa3aTelsiM KadyecTBa (mepe-
MELIEHNE Pa3IMYHBIMA BHUJIAMHM TPAHCIIOPTA: aBHa-, aBTOOYC, JKeJe3-
HOJIOPOXKHBIM TpaHCHOPT); O) Apyrue ¢Gopmbl CYOCTUTYIIMH HMEIOT
TEPPUTOPUATILHBIN aCNEeKT (JIETHUM OTIbIX Bo3MOxkeH B Kpbimy, Coun,
Ha Kurnipe u 1p.);

- KOMILJIEMEHTAPHOCTh — B3aUMOJIONOIHSAEMOCTb, MPOSBIISIETCS
B TMOKOCTH pealu3aluy TYPUCTCKOTO MPOAYKTa, KOTOPBIM MOXKET
BKJIFOYATh OOJIbLIE MM MEHBLIE 3JIEMEHTOB, 4 3TO B KOHEYHOM CYETE
BJIIMSIECT HA IIEHY, HAa CTENEHb YAOBJIETBOPEHUS SIBHBIX U HEABHBIX, Ja-
K€ JIATEHTHBIX MTOTPEOHOCTEN TYpPUCTOB.

6. [lokazarenu yHUDUIMPOBAHHOCTH XapaKTEPHU3YIOT CTEMEHb
UCIIOJIb30BAHMS B KOHKPETHOM TYPUCTCKOM MPOIYKTE:

- CTAaHIAPTU3UPOBAHHBIX  YCIYr, KOTOpBIE  OCYIIECTBISIOTCA
110 MEXAYHAPOIHBIM, TOCYIapPCTBEHHBIM MJIM OTPACIEBBIM CTaHAAPTAM;

- YHUDUIIUPOBAHHBIX ~ YCIYT,  KOTOpPbIE  MPEIOCTaBISIOTCS
10 CTaHAAPTAM NIPEANPUATHS U UCIOIb3YIOTCS HE MEHEE YEM B JBYX

27



TYPUCTCKUX IIPOrpaMMax WM KOTOPBIE MPEANPHUITHE MMOJTydaeT B ro-
TOBOM BHJI€ KaK KOMIUICKTYIOIIUE UCXOJHbIC YCIYTH, MPEaoCTaBse-
Mble cepuiiHO. OCHOBHBIMHU IOKa3aTeNsIMH  YHUDHUITUPOBAHHOCTHU
YCIIYT SBJISIIOTCS KOA(PPHUIIMEHT NMPUMEHSIEMOCTH TI0 COCTaBHBIM Ya-
CTSIM U CTOMMOCTHOH K03((MULMEHT IPHMEHIEMOCTH .

/. IToka3zaTenu SKCKIIO3UBHbIE (OpUTHHAIBHBIE) — 3TO YCIYTH,
npeayiaraéMple TOJIBKO JJISI TJAHHOTO TYPHCTCKOT'O MPOAYKTa, MO3BO-
JSIIOT OMPEACNUTh CTENEHb KOHCTPYKTHUBHOIO €IMHO00pa3usi KOHEU-
HOM YCITyTH, OTpakal0T YHUKAIBHOCTh ¥ HHANBUYATbHOCTh YCIIYTH.

8. DKosornueckne moka3aTeau XapakKTepUu3yloT COCTOSTHHE OKpY-
KAIOIIEW Cpelbl B PETHOHAX OCYIICCTBICHUS TYPUCTCKUX TMOE3IOK.
CoBpeMEHHBIM TYPUCTCKHN PBIHOK BCe OOJbIEe 3HAUCHHE MPUJIACT
IKOJIOTHUYECKUM acleKTaM, HauOOJbIYyI0 JUHAMUKY TYPHCTCKHE I10-
TOKHU UMEIOT MIPEXKC BCETO B IKOJIOTHYECKU YUCTHIE PETHOHBI.

9. [loka3zarenu 0€30MACHOCTH XapaKTEPU3YIOT OCOOCHHOCTU TY-
PUCTCKOM YCITyTH, CBA3aHHBIC ¢ oOecreueHneM 0e30MacHbIX yCIOBUN
OTIIbIXa W MmyTeniecTBui. J[aHHBIE TOKa3aTeIu OIEHUBAIOTCS MO Clie-
JYIOIIEH IIKayie: BhICOKas 0e30macHOCTb;, HeJocTaTouHas Oe3orac-
HOCTh. COBpeMEHHasl CHUTyallus B MHpPE M Ha TYPHCTCKOM pBIHKE
B YACTHOCTH TPEIABABISIET OOJbIINE TPEOOBAHUS K 0OECIeueHHto Oe-
30ITaCHOCTH TYPHCTOB KaK JJIS BHYTPEHHETO Typu3Ma, TaK M JIJIs BbI-
e31HOT0. MeXIyHapOAHBIA TEPPOPU3M OCHAOJISIET YCHIIHS MPOU3BO-
TUTENe TYPUCTCKUX YCIYT U TOCYJIapCTB MO o0ecrnevyeHuto de3ormnac-
HOCTH TYPUCTCKHUX TOE3/I0K.

[TokazaTemu BceX pPAaCCMOTPEHHBIX TPYII KadecTBa TYPHUCTCKOM
yCIyru 00€CNeunBalOTCA MEPCOHATIOM Pa3IMUHBIX TYPUCTCKUX Tpe-
NPUATHH, OOBETUHSIONINX YCHIIHS JIJIST CO3IaHNs KOHEYHOTO TYPHUCTCKO-
'O MPOJIyKTa, Ha BCEX ATarax «IeTJIM Ka4eCTBay TYPUCTCKON YCITyTH.

2.5. Tunwsl Kauecmea e mypu3me

Boinesnsior yeThipe TuIa KauecTBa B cepe TYpUCTCKOM HHIYCTPHUHU.
1. KayecTBO — 3TO CBOMCTBA M 0COOEHHOCTH HpoAyKTa (YyCayru),
BBI3BIBAIOIINE YYBCTBO YJIOBJICTBOPEHUS y MOTPEOUTENSI, UIU OTCYT-
CTBUE HEIOCTATKOB, YCHUJIMBAIOILIEE COCTOSIHUE YJIOBJIETBOPEHHOCTHU

> Onomuenos U. M. Ynpasnenne kagectBoM B chepe ycuyr: yaeOHuK. M.,
2008. C. 92.
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y KJIIMEHTa. DTOT THUIl KA4eCTBa YBEJIMYMBAET PACXOJibl TYPHUCTCKOIO
npeanpustus. [lorpeduTenu MOMKHBI OBITH COTJIACHBI MOHECTH IO-
BBIIIICHHBIC 3aTPaThl Ha JIOMOJIHUTEIbHBIE OCOOCHHOCTH M CBOMCTBA
npoaykra (yciayru), Ju00o 3TU OCOOCHHOCTH JIOJKHBI JIeNIaTh MOTpe-
outeneit 0ojee JOSJIbHBIMH U PACIOJIOKEHHBIMH K €ro mpuolpere-
HUIO. Tak, TOCTUHUYHBICE HOMEPA Ha 3Ta)XaxX C KOHCHEPKEM HMEIOT
OoJIbIlIE OCOOCHHOCTEM W CBOWCTB, 4Ye€M CTaHAapTHBHIE HOMEDa,
U TIpesiararoTcs mo 0osee BEICOKOH IeHe.

2. BTopo# TUIl KauecTBa MOXKET pacCMaTPUBATHCS KaK TEXHUYECKOE
U (QYHKIIMOHAJILHOE KauecTBO. TeXHUYECKOe KaueCTBO — BCE, YTO IO-
Jy4aeT W MOTPeOsSeT KIMEHT, SIBISICTCSA JJI1 HErO YpEe3BBIYAHO BaXK-
HBIM; 3TO TO, C YEM OCTAJICS TTOTPEOUTENH MTOCJIE B3aUMOJICHCTBUS C CO-
TpyAHUKOM. DYHKIIMOHAIBHOE KaYECTBO — 3TO IMPOIIECC MPEa0CTaBIIe-
HuUs npoaykra (yciayru). Bo Bpems 3Toro npoiiecca NoTpeOUTeNH mpo-
XOJAT MHOYKECTBO 3TallOB B MX B3aUMOJICUCTBUU C PAOOTHUKAMHU TY-
pUCTCKOro mnpennpusitusa. Tak, (QYHKIIMOHAIbHOE KAa4eCTBO MOXKET
yIIYYIIUTh BIIEYATIEHUE OT HOMEpPAa TOCTUHHIIBI, KOTOPHIA HE BIIOJIHE
ornpasnan oxugaHus norpeoutens. OgHako eciu GyHKIIMOHATBLHOE Ka-
YECTBO HM3KO, TO HUYTO APYTroe HE MCIPABUT BO3HUKIIIEE YYBCTBO He-
yIIOBJIETBOPEHHOCTH Y KiMeHTa. DyHKIIMOHAIBHBIN aCMeKT KauyecTBa —
3TO OOJIBIIIE YEM MPOCTO B3aUMOJECUCTBUE PAOOTHHKA C MOTPEOUTENS-
MH, CIOJIa BKJIFOUAETCS TaK)Ke CTPYKTYpa Ipoliecca 00CITy KUBaHK.

3. ConasibHOE€ Ka4eCTBO — 3TO KaueCTBO KYJIbTYpPhI, KOTOPOE
dbopMupyeTcs MOBEJACHUEM COTPYIHUKOB TOCTUHHIIBI TI0 OTHOILICHUIO
K norpeburtensaMm. KputepusmMu gaHHOTO KadyecTBa SBISIOTCS ApYKe-
JTt00u€e, OT3BIBYMBOCTH U JTH00E€3HOCTh COTPYIHUKOB.

4. OOIIECTBEHHOE Ka4yeCTBO (ITUUECKOE). DTO KayeCTBO YOEXKIIe-
HUS1, KOTOPOE HE MOKET OBITh OLIEHEHO MOTPEOUTENIEM MEepPE]] OKYTKOM,
4acTO €ro HEBO3MOXKHO OLIGHUTh W TMOCJE€ MPUOOpPETEHUs: MpPOAYKTa
(yciayru). Hanpumep, He3HaHHE COTPYIHUKAMH TYPHUCTCKOTO TPEITPH-
ATUS MPABWJI MPOTUBOMOXKAPHOUM 0€30MaCHOCTH B ONMKaNIIeH epCreK-
THUBE HUKAaK HE OTPA3UTCS HA YAOBIECTBOPEHUU OTPEOUTEIEH.

CrnenoBaTenbHO, COJAEPKAHUE TTOHATHS «KQ4ECTBO» B TYPUCTCKOMN
WHJIyCTPUHU BKJIFOYAET B C€0s MPABWIBLHO OMPEACICHHBIE TOTPEOHOCTU
KJIMEHTOB. 37€Ch MPUHUMAETCS BO BHUMAHUE KOHLEMIUS, COTJIACHO
KOTOPOH HEOOXOIUMO IMPEAOCTaBIATh MPOIYKTHI (YCIYrH), COOTBET-
CTBYIOIIME MOTPEOHOCTSIM rocreil. Eciu KOHKYpEHThI HE MPe0CTaB-
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JSIOT €Ie TaKOW YCIYTH, TO Y TYPUCTCKOTO MPEAIPUITHS TOSBISCTCS
BO3MOXHOCTh JOCTHYb IPEUMYIIECTBA, CTaB IIEPBBIM Ha PBIHKE.
MMeHHO TakuM 00pa3oM ymnpaBlIeHHE Ka4yeCTBOM CO3/1a€T KOHKYPEHT-
HOE MPEUMYILECTBO.

OO6menpru3HaHHBIC CIICIMATUCTHI B 00macTu KadectBa JIxk. Jxy-
pad u B. E. J/leMUHT BBIAEIAIOT ABA aClIEKTa Ka4yeCTBa:

- 0COOCHHOCTH, COOTBETCTBYIOIIHE MOTPEOHOCTIM KIMCHTA;

- OTCYTCTBUE HEIOCTaTKOB'.

CylecTBYIOT JIBa BUa Ka4eCTBa:

- TOJDKHOE (OTCTarolee) KadecTBO CBSI3aHO C COKpAIllCHHUEM 3a-
TpaT 3a CYET COKpAILCHHS KaJI00 MoTpeduTeneld U pacXxo 0B Ha KOM-
TICHCAIIUIO;

- IpUBJIEKaTEbHOE (YIUBIISIONICE) KAYECTBO CBSI3aHO C YBEJIMYE-
HUEM MPHUOBIIA W POCTOM JIOJM PBIHKA 3a CUET HAXOXKACHUS U yA0-
BJICTBOPEHMS CKPBITHIX 3alIPOCOB IMMOTPEOUTEIICH.

KadecTBO — 9TO MpaBWIbHO OKa3aHHBIE YCIYrd. 37€Ch KOMOU-
HUPYIOTCS JBE KOHIIEIINHU: HE TOJBKO YCIYTH JOKHBI COOTBETCTBO-
BaTh MOTPEOHOCTSIM KIIMEHTA (TEXHUYSCKHUI acCIIeKT), HO M BCS CUCTE-
Ma OOCITy»KUBaHUSI JOJDKHA OBITh MOCTPOEHA TaKUM 00pa3oM, YTOOBI
obOecrieunBaTh M yJI00CTBO MOTPEOUTENICH, U XOPOIIHUE MEKIMYHOCT-
HBbIC OTHOIIICHUS COTPYIHUKOB. B 3TOM 3HaUCHHMHM KAa4eCTBO SIBIIACTCS
OCHOBOM KOMIIETEHTHOCTH.

KonmpoawsHble gonpocul

1. JlaifTe onpenenaeHue MOHATUS «OOBEKT KaueCTBaY.

2. Yto mpencTaBiasioT co00i 0OBEKTH Ka4ecTBa B TypHU3Me?

3. OxapakTepu3yiTe THUIIBI KAYECTBA B TYPU3ME.

4. B yeM 3aKJIF04aroTCsl BU/IbI KaUecTBa?

5. OxapakrepusyiTe coaepKaHnue «IETIIM Ka4eCTBa» MPOIYKTa.

6. OxapakTepusyiTe CoiepKaHUE IETIU KauyeCTBa» YCIyTH.

/. HazoBUTE 3JE€MEHTHI CUCTEMBI MOKA3aTEIE Ka4eCcTBa TYPHUCT-
CKOM YCIIYTH.

® Ynpasnenue kauectBom: yue6rux / C. JI. Unbenkosa, H. JI. iserKoBa,
C. 1O. Srynun u ap.; mox pea. JokTopa 3koH. Hayk, mpod. C. JI. UnbeHKOBOA.
M., 2003.
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3. OeHKa KayecTBa B TypU3Me
3.1. [Iodx00bI K oyeHKe Kayecmed 06C/ayHCcU8aHUs1 8 mypu3sme

B wuccrnenoBarenbCKoOM JUTEPATYPE BBIACISIOT JBa MOAXO0JA
K OIICHKE KauecTBa OOCITY)KMBAHUSA B TYPUCTCKOW MHIYCTPHUH: arcHT-
CKUil ¥ IOTPEOUTEIBCKHUIA .

ATEHTCKHUI MOJAX0/ 03HAauyaeT OTHOIICHUE TYpareHTCKOIro U Typo-
nepaTopckoro mpeanpuarusa. Hambombinee 3HadeHWe s MapTHEP-
CKOM areHTCKOM CeTH MMEIOT CIISAYIONINE ITOKa3aTeIn KauecTBa pabo-
ThI TypoIieparopa:

- YeTKOCTh WU OMNEPATUBHOCTH B PabOTE C TypareHTCKUMHU MPE/I-
PUSITUIAMU;

- CTaOMJIBHOCTh ACATEIPHOCTH Ha IPOTSHKEHUH JUIMTEIHLHOTO
BPEMEHU;

- ONITUMAJIBHOE COOTHOIIICHUE IIEHbI U KaueCTBa TYPUCTCKUX YCIIYT;

- npoeccuoHanu3M TepCoHalia, WHAUBUAYAIBHBIM  MOJIXOJ
K apTHEpam;

- BBITO/IHAS 1IEHOBAs IMOJUTHKA (HU3KHUE IICHBI, BBICOKHE KOMMC-
CHOHHBIE, CHCTeMa OOHYCOB);

- BBICOKO€ Kau€CTBO MpejlaraéMbIX TYPUCTCKUX YCITYT;

- ”HQOPMALIMOHHAS OTKPBITOCTh, MPOJYMAHHOCTh PEKJIAMHBIX
MEpOIPHUATHH, BHICOKOE KaUue€CTBO KaTaJIOrOB;

- 100pOXKeNaTeIbHOCTh Ha JIEJIOBOM U JINYHOM YPOBHSX;

- IIUPOKUHN CIEKTP MPEMJIOKESHUN W JIOTOJHUTEIBHBIX TYPUCT-
CKHX YCIIYT;

- IOCTOSIHHAs pad0Ta MO PACHIMPEHUIO CIIEKTpa YCIIyT;

- yI00HOE MECTOPaCIoJIOKEeHHE Oo(rica 1 ero pecreKkTadeIbHOCTD;

- IOBEPUTEIIbHBIE U JPYKECKHE OTHOIICHUS C PYKOBOJCTBOM TY-
PUCTCKOTO MPEATPUATHS.

B cBoro ouepenb, TOTpEOUTENBCKUN TOIX0]T K ONPEACIICHUIO Kade-
CTBa KOHIIEHTPUPYETCS Ha YrIyOJICHUU TOHSTHS KadyecTBa OOCTyKHUBa-
HUS TypucTOB. TypHCTCKOE OOCIYyKHBAaHHE XapaKTepU3yeTCs KOM-
MJICKCHOCTBIO M TAKUMHU CHCITU(GUUIECKUMH TIPU3HAKaMH, KaK HeMaTepu-
QTBbHOCTb, HEOCSI3aEMOCTh, HECIIOCOOHOCTh K TPAHCIOPTUPOBKE U Xpa-

" Oyposuu A. I1., Kabymxuu H. ., Ceprees T. M. Opranusanus Typu3Ma:
yae0. mocobue. Munck, 2003. C. 210-211.
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HEHHUIO, a4 TaKXXE CYIIECTBEHHOW 3aBUCHMOCTBIO OT KOHKPETHOI'O HC-
MOJIHUTENIS (IKCKYPCOBOJIA, THA, MHCTPYKTOpA U Ap.). TypHCTCKOE 00-
CIIy’KUBaHUE MOTPEOJIAECTCA B TAKOM KaueCTBE, B KOTOPOM OHO MPOMU3BE-
neHo. Ha ka4ecTBO TypHUCTCKOTO OOCIyKHMBaHUS BIUSET OOJBIIOE KO-
JIMYECTBO MPSAMBIX U KOCBEHHBIX (DAKTOPOB, HalpUMeEp MaTepuaibHas
0a3a, pecypchl, TEXHOJOTHH, HHGpacTpyKTypa U jp. Ilpu oreHke mo-
TpeOUTENIMU KauyeCTBa TYPUCTCKOTO MPOAYKTa HEMAJOBAXKHBIMU (Dak-
TOpaMU SIBJISIIOTCA U TaKHE €ro CBOWCTBA, Kak 0€30MacHOCTb, HAIEK-
HOCTb, UH(POPMAIIMOHHASL JJOCTOBEPHOCTb, ICUXOJIOTMYECKUN KOMDOPT.

OOcny>XMBaHUE TYPUCTOB JIOJKHO YJOBJIETBOPSThH ILEIBIA KOM-
IJIEKC PA3WYHbIX MOTPEOHOCTEW: B TPAHCHOPTHUPOBKE, MUTAHUH,
MPOXKMBAHUHU, CIIOPTUBHBIX U Pa3BICKATEIbHBIX MEPOMNPUSITHUSIX, MO-
3HABATEJIbHBIX IKCKYpCUAX U Ap. CrenuranbHble MPOrpaMMHbBIE TYpPbI
MPEANoaraloT  yJIOBJICTBOPEHUE CHEUUPUIECKUX MOTPEeOHOCTEMN
B JICUEHUH, TIOXOJIaX, IETOBBIX BCTpeuax u mp. KauecTBo TypuCTCKOTO
MPOAYKTa OMPENENISIIOT COCTaB YCJIYr M UX YPOBEHb, aHUMAIlUOHHBIN
U TIPOTPaMMHBIN TTOAXO/IbI, KBaU(PUKALIHS THIA.

Takum 00pa3oM, MOKHO CHI€JIaTh BBIBOJ, YTO OCHOBHBIMH Xapak-
TEPUCTUKAMU KaueCTBa 00CTyKUBAHUS TYPHUCTOB SIBJISIFOTCSI:

- TOTPEOUTEIHCKOE KAYeCTBO KaXIOW OTIEIBHOM YCIyTH (JIOCTaB-
Ka, pa3MeIleHre, IMTaHke, SKCKYPCHOHHOE 00CTy>KMBaHHE U JIp.);

- (pyHKIIMOHATLHOE COOTBETCTBHE YCIyTr TpPEOOBaHUSIM ONpeie-
JIEHHOT'O CerMeHTa norpeoureneit (nupdepenunanus);

- KAUECTBEHHAsl TEXHOJOTHS MPENOCTaBICHUS YCIyTr (ee KOM-
(OPTHOCTH ¥ SPrOHOMUYHOCTB);

- TapaHTHs MPEIOCTABJICHUS MOTPEOUTEIIO 3apaHee OIIAY€HHBIX
yCIyT;

- aHUMaIIsl 00CITYKUBAHHUS;

- rapaHTHs 0€30MaCHOCTU OKPYIKAIOIIEH CPEibl, )KU3HHU, 3J0POBbS
U UMYIIECTBA MOTPEOUTEIEH;

- KBAIU(PUKAIUSI COTPYJHUKOB TYPUCTCKOTO MPEATPUSITHUSI.

Jlanee B 3TOM pazjeine pacCMOTpUM KiacCU(PUKAIMU METOI0B
OIICHKM KadecTBa MPOAYKTa (YCIyr) Ha TYPUCTCKUX MPEANPUSITHSIX,
CYIIECTBYIOIIUE B YUeOHON U HAYUYHOU JIUTEPATYPE.
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3.2. Keaaumempus. Memodsl keaasumempuu

KBanumeTpusi — 3TO chenuaibHas Hayka, KOTOopas 3aHUMAaeTCs
M3MEpPEHUEM U OLIEHKOW IoKa3zarenen kadectBa. Hayka kBanumeTpus
pelaeT Tpu OCHOBHBIE 3aJ1a4H:

1) pa3spaboTka METOJIOB ONPEICICHUS YHCICHHBIX ITOKa3aTelIeh
KauecTBa, cOopa U 00pabOTKU JaHHBIX, HEOOXOIUMBIX JJISI TOTO;

2) pa3paboTKa METOJOB M3MEPCHHUS M OICHKHU IOKa3aTelei Ka-
4YeCTBa;

3) pa3paboTka mokasareici MPOaYKIUK (€AMHHYHBIX, KOMILJICKC-
HBIX U UHTETPaIbHBIX).

K meTonam KBaTMMETPUU OTHOCSITCSI:

1) opraHoJieNTHYECKHIA — OCHOBAH Ha BOCHPHUATHU POIYKIIMH
OpraHamu 4yBCTB 0€3 MPUMEHEHUS] TEXHUUECKUX U3MEPEHUI;
2) MTHCTPYMEHTAJIbHBII — OCHOBaH Ha HCIIOJIb30BAaHUU CPEJICTB

U3MEPUTEIIbHONU TEXHUKHU;

3) pacyeTHBIN — BBIYHMCIICHUS [TOKa3aTesci 1Mo 3HAUYCHUAM Tapa-
METPOB IPOIYKIIMH, KOTOPHIE OMpeIeNIeHbI IPYTUMU METOIaMU;

4) SKCTIEPTHBIA. OMPEACNIACTCS MHEHHE TPYIIIBI CHCIHATHCTOB-
IKCIIEPTOB, MOJYYCHHBIE DKCIIEPTHHIC OIICHKU MPOBEPSIOTCSA C IMOMO-
IIHI0 METOJIOB MaTEMaTUYECKOM CTATUCTUKH Ha HAJCKHOCTh U HETIPO-
TUBOPEYUBOCTD;

5) cTaTUCTUYECKUH: TTOJCYUTHIBACTCS YUCIIO COOBITUN MITH 00b-
C€KTOB C HCTOJIb30BAaHMEM IMPABUJ MPHUKIATHOW MaTEeMaTHISCKON
CTATUCTHUKHU;

6) COIIMONIOTHYECKUI: M3yYaeTCs W aHAIM3UPYETCS MHEHHUE II0-
TpeduTeneit npoaykra (yciyru) (C UCIoIb30BaHUEM MAaTEeMaTUKO-CTa-
TUCTUYECKUX METOJIOB MPH ONPEACICHUN U3ydyaeMoi BBIOOpPKH, 00pa-
OO0TKe M aHAJIN3e Pe3yJIbTATOB OIpoca MoTpeduTenei);

7) KOMOMHUPOBAHHBIH — OCHOBaH Ha MCIOJIb30BAHUHM HECKOJIb-
KHX METOJIOB OTIPEICIICHUsI TTOKA3aTeIIeH.

3.3. Obwue memodsl OYyeHKU Kayecmed 8 mypu3sme

Jlo cux mop He pa3paboTaHa OOIIENpPHUHSATas KOMIUICKCHas CH-
CTE€Ma OlIeHKa KaueCTBa B TYPUCTCKOM MHIYCTPUHU, KOTOpasi BKJIIOYasIa
Obl B ce0s BCcE acHEKThl, HAUMHAS C OLEHKU PEaKIuu MOTpeouTenei
C IOMOII[bI0 AHKETUPOBAHUSI M 3aKaHUMBAs OpraHU3alMedl CUCTEMBbI
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CTATUCTUYECKOTO0 y4yeTa WM aHajiu3a NmapaMeTpoB olieHKH. CyIlIecTBY-
IOIIIME€ METOJUKH OLIEHKH KauyeCTBa B TYpU3ME 3aTparuBaroT JUOO Ka-
YECTBEHHBIE, JTMOO KOJIMYECTBEHHBIE TApaMETPHI.

OpnHako clieyeT OTMETUTh, YTO A(DPEKTUBHOCTH YIPABJICHUS Ka-
YECTBOM 3aBHCUT OT OLEHKM W M3MEPEHUS YPOBHA KadyecTBa.
[Ton ypoBHEM KauecTBa MPOAyKTa (YCIYrd) MOHUMAETCS OTHOCUTEIb-
Has OIIEHKa KayecTBa, OCHOBaHHAas HAa CPAaBHEHUM COBOKYITHOCTH Xa-
PAaKTEpUCTHK pPaccMaTpMBaeMOro MpoaykTra (yciayru) ¢ 0Oa30BBIMH,
T. €. IpoaAyKTaMu (yCiayramu) KOHKYPEHTOB, MEPCHEKTUBHBIX 0Opas-
IIOB, CTaHaPTOB, ONEPEKAIOIINX CTAHIAPTOB U T. II.

Pacuet nokasareseii, OlIEHUBAIOIIUX YPOBEHb KaUeCTBA MPOIYKTa
(yciyru), MpPOU3BBOJUTCS C OMNMPEACICHHBIMM LENSIMU, BaKHEHIIEH
U3 KOTOPBIX SIBJISETCS COMOCTABJICHUE PA3IMYHBIX MOTPEOUTEIHCKUX
CBOMCTB TpoAyKTa (YyCIYrd) U UX SKOHOMHUYECKUX XAPAKTEPUCTHK,
T. €. OIpEeCICHUE ONTUMAJIBHOTO YPOBHS KadecTBa npojaykra. C po-
CTOM TPeOOBaHUM, MPEABIBIAEMBIX MOTPEOUTEIISIMUA K KaueCTBY MIpPO-
nyKTa (YCIyTrH), HEU30€KHO pacTET €ro ce0ECTOMMOCTD U IIEHA.

OneHKa KauyecTBa MPEJCTABISET COOOM COBOKYIHOCThH ONEpa-
IIWH, BKJIIOYAIOIIMX CUCTEMY IOKa3aTesieil KauecTBa, ONpeiesIieHHe X
YUCJICHHBIX 3HAYCHHI, a TAK)KE 3HAUYCHHI 0a30BBIX U OTHOCUTEIBbHBIX
MoKa3areyie C 11eJIbl0 000CHOBAHUS HAWIYUIIUX PEIICHUH, peanusy-
€MbIX TIPU yIPaBJICHUU KadeCcTBOM MpoaykTa (yciayru). Takum oOpa-
30M, QJTOPUTM OLIEHKH Ka4eCTBa HA TYPUCTCKOM MPEANPUITUU OyIeT
CKJIQJIBIBAThCA U3 CIEIYIONMIMNX ONepaiuii .

- BBIOOpa CUCTEMBI TTOKa3aTeie KauecTRa,

- UI3MEPEHUS, T. €. COMOCTABJICHUS C HW3BECTHBIMU BEJIMYHMHAMHU
HEKOTOPOU Kbl ¥ MOJYYEHUS YUCIICHHBIX 3HAUCHUH,

- OLICHKU MOJYYEHHBIX PEe3yJIbTaTOB.

PaznuyaroT cieayromiye BUbI OLIEHKA KadyecTBa MO BHIOOPY CH-
CTE€MBbI ITOKA3aTEIEH:

- nuddepeHIupoBaHHbIE MPEIoaraloT aHaJIu3 OJIHOIO WM He-
CKOJIbKHX CBOMCTB M MapaMETPOB TYPUCTCKOIO MPOJYKTA, IO KOTOPHIM
4acTO CYJAT O KadecTBE MPOJYKTa B 1eJIOM. [ JIaBHBIM HEAOCTATKOM
ATOr0 METO/A SIBJISIETCSA HEBO3MOXHOCTh COTOCTABJICHUSI OTAEIbHBIX
MOKa3aTesiel B CBA3M C TEM, YTO OHU BBIPAKAIOTCSA B Pa3HbIX €AMHUIIAX;

® Kobsik M. B. Cko6kun C. C. VipapieHue Ka4eCTBOM B TOCTHHHMIIE: y4eO.
noco6ue. C. 13.
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a Taxoke auddepeHpoBaHHas OlEHKA HE MO3BOJISIET OJHO3HAYHO J1aTh
OTBET 00 YPOBHE aHATU3UPYEMOTO MPOAYKTa B IIEJIOM;

- KOMIUJIEKCHBIE TIOAPAa3yMEBAlOT OOBEKTOM OIICHKH KayeCTBO
MPOAYKTa B IIEJIOM; 3TOT METOJ B HACTOSIIIIEE BpEeMs IIIMPOKO MpUMeE-
HSETCS. B TOCTUHUYHBIX MPEINPUITUAX, T. K. MO3BOJISIET MOJYYUTH
000011IEHHYI0 OIIeHKY mpoaykra (ycmyru). Ilporecc KoMILIeKCHOM
OIICHKM HayMHAeTCA C OoTOOpa MokaszaTejeid, Ha OCHOBE KOTOPBIX
npeanoaraeTcs CyauTh 00 ypoBHE KauecTBa MPOJyKTa B II€JIOM, Ja-
Jee KaxIblil BBHIOpAHHBIA MOKAa3aTeIb OILICHUBAETCS OIpPECICHHBIM
CIIocOOOM U pe3ysbTaThl 3TUX AU PEPEeHIIUPOBAHHBIX OIIEHOK MPUBO-
JSITCA B COINOCTABUMBIM BHJI. 3aTeM OMPEAENAOTCS KOd()PHUIIMESHTHI
BECOMOCTH BCEX OTJICJIbHBIX IOKAa3aTesieil, T. €. BBISICHACTCS 3HAUU-
MOCTb KaXKJIOTO IMOKazaTess B OOIIEH CTPYKType KadecTBa MPOJYKTa
(ycayru). Bech 3TOT mpouecc 0OBIYHO OCYIIECTBIISICTCS KBaTH(pHUIK-
POBaHHBIMHU JKcIepTamMu. B KoHIle mporeaypsl olieHKH Bce nudde-
PEHIIMPOBAHHBIC MMOKA3aTEIN KauyeCTBa BMECTE ¢ UX Kod(pduiineHTaMmu
BECOMOCTH OOBEAUHSAIOT B OJJMH KOMILUIEKCHBIN IMOKa3aTeb HA OCHOBE
OTPEICIICHHON MaTeMaTUYeCKON 3aBUCUMOCTH;

- CMEIIaHHbIE TPUMEHSIOTCS B T€X CIydasX, KOTJa OJUH PsiJl TO-
Ka3zaTeseld KauyecTBa OIEHMBACTCS KOMILJIEKCHO, a Apyro — audde-
PEHIIMPOBAHHO.

[To Ty u Xxapakrepy JeWCTBUM BCE OLIEHKM KadyecTBa IOJApa3/e-
JISIIOT Ha CIEAYIOIINE BUIbL:

- TIPSIMBbIE — ATO OLICHKH C HEMOCPEACTBEHHBIM M3MEPEHUEM TO-
Ka3areyie KauecTBa MPoayKTa (YCIyTH);

- KOCBEHHbIE — 3TO OIICHKM KayecTBa MNpOJayKTa (YyCIyTH)
110 KOCBEHHBIM NPHU3HAKaM, HETMOCPEJCTBEHHO K YyClIyraM HE OTHOCS-
IUMcsl. JTa OlICHKAa MHUPOKO MPUMEHSIETCS JJIsl OLIEHKU TYPUCTCKUX
YCIYT, TOCKOJBKY OOJBIIMHCTBO TOTPEOUTENHCKUX MapaMeTpPOB
HE MOXET ObITh U3MEPEHO HEMIOCPEACTBEHHO.

CylecTBYIOT YEThIpe METOJIa MPOBEJACHUS OLCHKHA KauecTBa HC-
XOJIsl U3 CPEJICTB aHAIM3a U U3MEPEHUSL.

1. JJabopaTopHBI: IPUMEHSIOT JIJIS aHAJIM3a U U3MEPEHUs CIie-
HUATbHBIE MPUOOPHI. DTOT METOJ B TYPUCTCKOM HHIYCTPUHU HC-
MOJB3YIOT PEIKO.

2. OpraHoJeNTUYECKUM: TTPUMEHSIOT Ui aHallu3a U U3MEpPEeHUs
OpraHbl YyBCTB YeJIOBEKa (3peHue, ocsizaHue, OOOHSIHUE, CIIyX), MPe-
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noJjiaraeT IMOJy4YeHUE KOJMYECTBEHHBIX BEJIWYMH TOKa3aTesiel kaue-
ctBa. Jlyig 3TOro MeroAa xapakTepHa HEMOCPEACTBEHHO-UYBCTBEHHAS
OIICHKa, OCHOBaHHAsi Ha (PU3UOJIOTUUECKHUX OCOOEHHOCTSX CHEIUAH-
CTa, KOTOPBIA CMOXKET ONPEACIUTh HATUIUE WJIM UHTEHCUBHOCTH BO3-
NEUCTBUS OTAEIBHBIX CBOMCTB (mapaMeTpoB) mpoaykra (yciyru). Op-
raHOJICNTUYECKUN METOJ TO3BOJISIET OILCHMBATh TaKHE IOKAa3aTelu,
KaK CUJIY3T MPOJYKTa, BHYTPEHHSSI U BHEIIHSASI OTJEIKa, CTPYKTYpa,
KoJopucTrueckoe ohopmIIeHUE, OT/AENIKAa TKaHU, BKYC, 3amax, IIBET,
CTPYKTypa U KOHCUCTEHIIHS MUIEBBIX MPOJTYKTOB U JP.

3. DKCNEpPTHBINA: MPUMEHSAIOT B KAa4eCTBE MHCTPYMEHTOB aHaJM3a
U U3MEPEHUsI HHPOPMAITUIO, OTBIT, HHTYUIIUIO SKCIIEPTOB. DTOT METO/I
B TIOCJIE/THEE BpEMs Bce O0JIee MUPOKO MPUMEHSIETCSI B TYPUCTCKOM MH-
JyCTPUH, TOCKOJIbKY OH CPaBHUTEIBHO MPOCT B MPOBEICHUU OLICHKHU
Y JIOBOJIbHO YHUBEPCAJIECH. DKCHEPTHBIA METOJI MPUMEHSIETCS MPEXKIC
BCETO TaM, T'JIe HEBO3MOXKHO MPUMEHUTH JIA0OPATOPHBIC METOIBI.

4. CMelIaHHbIE MCIOJIB3YIOT pPa3InuyHble HWHCTPYMEHTHI, 4acTh
MoKa3aTeliell KadyecTBa OMNpPENeNsieTCs] WHCTPYMEHTAJIbHBIM, a 4acTb
JIPYTUM — OPTaHOJICNTUYECKUM HIJIM DKCIEPTHBIM METOJaMHU. DTOT
METO/I IPUMEHSETCs, KOTJla YaCThb CBOMCTB MpoaykTa (yCIyru) usMme-
pSETCS U OLICHUBAETCS, HAPUMED, JTa00PATOPHBIM METOAOM, a Apyrasi
4aCTh — OPTaHOJENTHUYECKUM.

[To hbopMe BeIpakeHUS pa3IMvaroT CICAYIOIINE OIEHKU:

- METPUYECKHE TMOJPAa3yMEBAIOT BBIPAKEHUE WX PE3YIbTATOB
B CYIIECTBYIOIIUX CUCTEMaX METPUYECKUX €AUHUIl (HalpuMep, B KU-
jJorpaMmax | Jp.). Yare BCero oHU HCIIOJB3YIOTCS IMOCIE MPUMEHE-
HUS JIa0OPATOPHOTO METO/1a U3MEPEHUS MOKa3aTeIel KauecTBa;

- Oa/TbHBIE TPEJCTABIISIOT COO0M CIOCOO BBIpAKEHUS Pe3yib-
TaTOB OIEHKM B Oaiax, MHUPOKO NPUMEHSIEMBI MPU UCIOJb-
30BaHUU OPTaHOJIENITUYECKUX U IKCIEPTHBIX METON0B. B HacTosmee
BpeMs ucnoib3yrorcs 5-, 10-, 20- u 100-6an1pHas CUCTEMBI;

- Oe3pa3MepHbIe (OTHOCUTEILHBIE).

Hawnbonee pacnpocTpaHEeHHBIMU B TYPUCTCKOW MHAYCTPUHU METO-
JaMM OIICHKM KadecTBa MpojaykTa (yCIyr) SBISIOTCS HaOJIOJEHUE,
HKCIEPUMEHT, OMPOC, KOTOpbI€ ObLIM MOJPOOHO H3YUEHBI B Kypce
«MapKEeTUHT B TYPUCTCKOW UHIYCTPUUNY.

B nutepatype 1o npoGiaeMaM ympaBiieHHs] Ka4eCTBOM Ha TypHUCT-
CKUX MPEANPUITUIX MPUHATO PA3IU4YaTh KOJIMYECTBEHHBIE U Kaue-
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CTBEHHbBIC METO/Ibl OLICHKH KauecTBa’. K KaueCTBEHHBIM METOLAM OT-
HOCSITCS HaOMIoZIeHUe, POKYC-TPYIIIbI, TTyOMHHBIE HHTEPBBIO, aHATIHU-
36l IIPOTOKOJIOB, IMPOEKIIMOHHBIE W (U3UOJOTHUYECKHE H3MEPEHMUS.
K KoJn4ecTBEHHBIM — pa3InyHbIC BUJIBI OIPOCOB.

[Iportecc oreHKHM KadecTBa OOCITYyKUBAHUS MCIIOIB3YIOT MOHSATHS
«1edeKT» u «HecooTBeTCTBUE». JledeKkTHOM cumTaeTcs mpoleaypa
00CTy>)KMBaHUS, €CIU XOTS Obl OAUH M3 KPUTHYECKUX DJIEMEHTOB 00-
CITY>KMBAHHMS TTPU3HAH HEBBITTOJTHEHHBIM HJIH BBITIOJTHEH HETIPABUIIBHO.
HecooTBeTcTBHEM OOCITYKMBAaHUS MPU3HACTCS:

- OTKJIOHEHHE B MEHBIIYIO CTOPOHY OIIEHKM KadecTBa JI000ro
13 KPUTHYECKUX DJIEMEHTOB OOCIY>KMBaHUS OT 3TAJOHHOTO 3HAYCHUS
ATOU OLICHKU;

- HEIPaBUJIbHOE BBITIOJIHEHUE WJIM OTCYTCTBHE JIFOOBIX HE SIBIISI-
IOIUXCS KPUTHIECKUMU 3JIEMEHTOB 0OCITYKHBaHHS.

Onpenenenue, aHalIM3 M KilacCHUpHKAIMSI HECOOTBETCTBHM, Je-
(bexToB 00CTY)KMBaHUS U UX MPUYUUH SIBJISIOTCS BaKHEHIIEH 3agadeit
MpoLEeAypbl Pa3padOTKU CHUCTEMbl M3MEPECHHUH, OIIEHKM W aHajau3a
ypOBHEU NePEKTHOCTH, YPOBHENW HECOOTBETCTBUS B MpoIiiecce 00Cy-
YKWBAHUS Ha TYPUCTCKOM MPEATPUITUH.

3.4. OyeHka kayuecmaa ycsay2 memodom SERVQUAL

OneHka KadyecTBa YCIYyr MOKET OCYIIECTBISITHCS Pa3HBIMU METO-
namu. CrenuanucTbl pEKOMEHIYIOT NPUMEHUTh METOAMKY OIICHKU Ka-
yectBa yciayr SERVQUAL (ab0peBuatypa oT «service quality», wimm
«kadecTBO oOciyxkuBaHus»). Ee aBTopel — A. [lapacypaman, JI. beppu
u B. aiitamiib, pazpaboTaBiliie MOJIEIb KauyecTBa YCIYTH, B KOTOPOM
HAIlUTM OTPaXCHHE OCHOBHBIE TPEOOBAHMS K OXKHAAEMOMY KadeCTBY
yeayr-. Mozenb OIHCHIBACT IISITh Pa3pbIBOB, SBILSEOLIMXCS IPHUHHOMN
HEYI0OBJIETBOPEHHOCTH KJIIMEHTOB MPEIOCTABIIEMBIMU YCITyTaMHu:

1. Pa3peiB MeXay MOTPEOUTEIHCKUMHU OXUIAHUSIMH M UX BOC-
NPUATHEM PYKOBOJICTBOM TYPHUCTCKOTO Mpeanpusitusi. PykoBoJCTBO
HE Bcerja IMPaBWIBHO TMIPEJCTABISET, YEro XOTAT IMOTpeOuTenu

® Kupimosa E. H., benozepora 0. M. MeHEIKMEHT TOCTENPUUMCTBA!
yue6. mocodue. M., 2014. C. 307.

" Yenenkos A. I1. VYrpaBiieHHEe Ka4eCTBOM CEPBUCHBIX MPOIYKTOB // buo-
anoteka crareir. Knowledge management software: caiit xomnanuu. URL:
http://kmsoft.ru/LD/C005/102/74303805.html
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WM KaK OHU OIICHUBAIOT KOMITOHEHTHI yciayru. Hampumep, aaMuHu-
CTpaTOpbl TOCTHHMIIBI MOTYT TMOJiaraTh, 4YTO MOTPEOUTETU CYAST
O MPEIOCTABISIEMOM OOCITY>KMBAHUM T10 KAYECTBY MPEIOCTABICHHOTO
HOMEpa, B TO K€ BpeMs TOCTel OO0JIbIlle MHTEPECYET N0OpOKenaTeIb-
HOCTb ¥ OT3bIBYUBOCTH COTPY/IHUKOB.

2. Pa3pbiB MEXIy BOCHPHUIATHEM PYKOBOJCTBOM OXHIAHUN TOTpE-
ouTeneit U TpaHcopmalen 3Toro BOCIPHUATUS B celMDUKAIIMN Kade-
ctBa yciyr. Ha TypucTtckoM mpeanpusTHH MOTYT OTCYTCTBOBAaTh CTaH-
JapThl KauecTBa Ha MPEAOCTABIISIEMbIE YCIYTH WM TpeOOBaHUS K HUM
MOTYT OBITb COPMYIMPOBAHBI HEYETKO (HEKOHKpeTHO). [laxe Torna,
KOTJla 3T TPeOOBaHUSI OMPEIETICHBl YETKO M KOHKPETHO, OHU MOTYT
OKa3aTbCsl HEpPEATbHBIMM JIsl MCIIOJHEHUS, a PYKOBOJICTBO HE OyjeT
MPEeANPUHUMATh HEOOXOAUMBIX MEp IO MOICPIKAHUIO COOTBETCTBYIO-
IIer0 ypOBHS KadecTBa. Hampumep, TypareHTCTBO XO4eT T0OUTHCA,
YTOOBI NOTPEOUTENIM MOTJIM MOJYUYUTh OTBET IO TeeOHY 3a JAECSITh Ce-
KyHJl, HO HE 00ecrneunBaeT HeOOXOAMMOro JIJIsl 3TOr0 KOJIMYECTBa CO-
TPYJHUKOB M HE MPUHUMAET HEOOXOAUMBIX MEp MO 00ECIEUEHHUIO TaH-
HOTo TpeOoBaHus (CTaHaapTa) 00CITYKUBAHUS.

3. Pa3peiB Mexay crieniupuKausiMi KauecTBa YCIyT U KaueCTBOM
MIPEIOCTABISEMbIX YCIYT, KOTOPBI MOXET OBITh BBI3BAaH MHOTHUMU
dbakTopamu. Hampumep, HEyIOBICTBOPUTEIHHOM MOATOTOBKOM CO-
TPYJIHUKOB, UX MEPErpPy>KEHHOCThIO pabOTOM, HU3KUM MOPAJILHBIM CO-
crosareM u Ap. OOcnyKHBaHUE KIMEHTOB IMOpPa3yMEBAET HE TOJBKO
YAOBJICTBOPEHUE UX OXHUJIAHUN, HO U (UHAHCOBO-3KOHOMHUYECKYIO
3¢ (PEKTUBHOCTh TPEAOCTABIISIEMBIX YCIYT, YTO MOXKET IOPOXKIATh
onpeJieNIeHHbIE TPOTUBOpeuns. Harprumep, pykoBoJCTBO (PpoHT-0duca
TYPUCTCKOTO MNpeanpusTusi Oyaer TpeOoBaTh OT CBOMX COTPYIHHUKOB
OBICTPOTHI B OOCTY>KMBAaHUH, B TO BPEMsI KaKk MapKETHUHTOBOE MOJIpa3-
neneHue OyJeT Aenarh aKUEHT Ha MPeAyNpeauTebHOCTH, PUBETIU-
BOCTH U JPYKEITOONH MO OTHOIICHHUIO K KaKIOMY TOTPEOUTEITIO.

4. Pa3phIB MEXIy MPEIOCTABISIEMBIMH yCIyraMU W BHEIIHEH
uHpopmanuei. Ecau B pekinaMHol Opolitope n3o00pakeHa roCTUHHU-
11a C BEJMKOJICMHBIMU HOMEpaMHu, a Mo Mpue3jae noTpeduTesnr oOHa-
PYKUBAET 3alUTATHBIA TPA3HBIM HOMEpP, NPUYUHOW HEYIIOBJIIETBO-
PEHHOCTH OyJeT HECOOTBETCTBUE MEXKAY COJEPKAHUEM PEKIAMHOU
OpOIIIOPHI U PEATTBHOCTHIO.
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5. Pa3pbiB MeXy OKUJIAaHUSIMU TIOTPEOUTENECH U UX BOCIPHUATH-
€M IMOJYYEHHBIX YCIYT BOBHUKAET TOTJA, KOIJla UMEET MECTO XOTS Obl
OJIMH W3 YKa3aHHBIX pPa3pbIBOB. OTCIO/Ia CTAHOBUTCA SICHO, MOYEMY
MPOU3BOAUTENSIM YCIYT TaK TPYJHO OOECreYuBaTh OXKHUAAEMOE KIIH-
€HTOM Ka4€CTBO YCIIYT.

B 0oCHOBE OLIEHKM KayecTBa YCIIYT 3TUM METOJOM JIC)KUT AHKETA
Y3 JABAAIATH JIBYX IMAp BOIPOCOB, KOTOPHIE CTPYIIUPOBAHBI O MSITH
napaMeTpam:

1) HaAEKHOCTH; 4) CO4yBCTBHUE;

2) OT3BIBUMBOCTD; 5) ocs3aeMOCTb.

3) yOeauTenbHOCTh;

HccnenoBanus mokKas3aid, 4TO MOTPEOUTENN OIEHUBAIOT (PYyHKIIH-
OHAJIbHBIE M TEXHUYECKHUE ACIEKThl KayecTBa TYPUCTCKOW YyCIyru
110 CEMU OCHOBHBIM KPUTEPUSIM

1) MaTeprabHOCTh (OOBEKTHI pa3MEIICHUS, HHTEPbEPhI TIOMEIIIC-
HUH U 1p.);

2) nmuTaHue (OpraHu3aliys, KayecTBO, pa3HOOOpas3ue u Jp.);

3) pekpearius (Ka4ecTBO MPOrpaMM TYPUCTCKON JACATEIHHOCTH);

4) HaJeKHOCTD (BBITIOJIHEHNE OOCIIAHHON TYPHUCTCKUM TIPEITPH-
ATHEM YCIIYyTU TOYHO, OCHOBATEJILHO U B CPOK);

5) OT3BIBUMBOCTD (MCKpPEHHEE J>KEJaHWUE IOMOYb MOTPEOUTEIIO
1 OBICTpOE OOCITYyKUBAHHE);

6) yOexKIeHHOCTh (KOMIIETEHTHOCTh, OTBETCTBCHHOCTH, YBEpCH-
HOCTb U BEXJIUBOCTh O0CITYKHBAIOIIIETO MEPCOHAIIA);

7) couyBCcTBHE (BBIpOXKCHHE 3a00THl U MHIWBHIYATbHBIA TTOIXO]T
K MOTPEOUTEITIO TYPUCTCKOM YCIIyTH).

Ha ocHOBaHUM MpPENSIOAKEHHBIX KPUTEPUEB CIIENYET U3MEPSATh Ka-
YECTBO TYPUCTCKOTO MPOYKTA.

3.5. Memod CSI — uHdeKkca ydossiemeopeHHOcmu
nompeé6umeudeil

BaxHEeHIIMM NOPUHIKAIIOM MEHEKMEHTA KAadecTBa SIBISETCS
NPUHIUIT «OPUEHTAlMsl Ha TMOTpeduTens». B kadecTBE OCHOBHOTO
YCJIOBHUS pEaNU3alUMy 3TOr0 NPUHLMIA MPUMEHSETCS MOHUTOPHUHT
CTENIEHU yJOBJIETBOPEHHOCTH MOTPEOUTENECH TYpPUCTCKOTO MPEaIpHs-
TUsl. B COBpEMEHHBIX YCIOBHSX MPUHLHUII «OPUEHTALUs HA MOTPEOU-
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TEJIsD» CTAHOBUTCS OCHOBHBIM YCJIOBHEM YCHEITHOTO Pa3BUTHS JIHOOO-
ro MPEANPUITUSA TYPUCTCKON UHITYCTPHH.

3agayaMu OLIEHKU YJOBJIETBOPEHHOCTH MOTPEOUTENEH SABISIOTCS:

- onipesiesieHne TpeOoBaHUN MOTpeOUTeNie K OCHOBHBIM BHUJAM
NEATEIIbHOCTU TYPUCTCKOTO MPEINPUSITHUS;

- Y4eT ITUX TpeOOBaHUM MPU MPOCKTUPOBAHUU U MPOU3BOJICTBE
npojaykTa (yCiayru), Ha BCEX 3Tanax ero peaju3aldy U dKCIUTyaTalluu,
BKJIIOYasl OCJIEAHUMN ATall — yTUIN3ALUIO;

- IOBEJICHUE ATUX TPeOOBaHUN /10 CBEJEHUSI BCEX COTPYIHUKOB
TYPUCTCKOTO MPEANPUITHS;

- OLIEHKa KOHKYPEHTOCHOCOOHOCTH MPOAYKTa (YCIYTH);

- pa3paboTKa KOPPEKTUPYIOIIUX U MPEAYyTPEKIAIONIMNX TCUCTBUM
JUISl COBEPIIICHCTBOBAHUS CUCTEMbI MEHE/PKMEHTA KaueCTBa, MOBBIIIIE-
HUSA YQPEKTUBHOCTHU ACATEILHOCTH TYPUCTCKOTO MPEATPHUATHA.

Hanbonee mmpoko MpUMEHSIEMbIM METOJIOM OLICHKH YJIOBJICTBO-
PEHHOCTH TIOTPEOUTENsT SIBIASETCS METOJ  OallJIbHOM  OIIEHKH.
s onpeneneHrs CTENEHU YAOBJIETBOPEHHOCTH MOTPEOUTENS dallle
BCETO HUCIOJB3YIOT MHJEKCHl MOTPEOUTEIBCKON YIOBJICTBOPEHHOCTH,
paccuuThIBa€MbI€ MO pe3ysibTaTaM OMpoca MOTpeOUTEeIe O KauyecTBe
npoaykra (yciayr), KOTOpble OHH OIEHWBAIOT MO MATHOAUTPHOW CH-
cteMe. Takas uHAEKCAIUA SBJISIETCA XOPOIIUM CIocooom popmanusza-
MU OPTaHU3AIMOHHON pabOTHl TYPUCTCKOTO MPEANPUITHS HA OCHO-
BAHUU HYXJ U O)KUJAAHUN MOTPEOUTEIIS.

MeToauKy OILIEHKM KadecTBa YCIyT — pacueT UHJACKCa YIOBJIe-
TBOpeHHOCTH notpedutencii (Customer Satisfaction Index — CSI) —
paspaboTany crenuanuctbl CTOKTOIBMCKOM IIKOJTBI 9KOHOMHUKH
CyTb OIIEHKHM Ka4eCTBa yCIYT 3TUM METOJIOM 3aKJI0YAEeTCs B TOM, UYTO
C MOMOINIBIO WHJUBUAYATBHOTO HHTEPBBIOUPOBAHUS PACCUUTHIBACT-
Csl MUHJIEKC YJOBJIETBOPEHHOCTH MOTPEOUTEIIECH.

CHavayia moTpeOuTeny pa30ruBalOTCs Ha CEKTOPhI SKOHOMHUKH, 3a-
TE€M MPOBOJAUTCS UX onpoc. OOBIUHO 3TO JUYHOE UHTEPBBIO HA BBIXO-
ne. JKenateiabHO, 4TOOBI ITUTENBHOCTh HE NpeBbimana 20 MuHyT. Pe-
KOMEH/IyeTCs, UTOObI aHKeTa 3aloJIHSAJIAaCh HE CaMUMH MOTpPeOUTes-
MU, a MEHEJ[P)KepaMH MO0 Ka4eCTBY MOCJE MPOBEACHUS PEUJIOB MO TOY-
KaM MPOJIaXx, MOTOMY UYTO MOTPEOUTENN HE JHOOAT 3aMOJIHITh AaHKETHI,

" Yenenxos A. I1. YnpapineHnue KaueCTBOM CEPBHUCHBIX POAYKTOB.
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OCOOCHHO OHHU HE JIIOOAT BOMPOCOB «IMACTIOPTUYUKU» AHKETHI: O MPO-
deccun, colMaibHOM CTaTyce, ypOBHE J0X0J0B U mp. HekoTopsie Bo-
IIPOCHI OHU HE JI0 KOHIA TOHUMAIOT, J1a ¥ BOOOIIE HEe 3aMHTEPECOBAHBI
B pe3yJbTaTe aHKETHpPOBaHMSA. MEHeIKep MO KauyeCcTBY 3HAET, Kak
OLICHUBAIOTCS MOKA3aTelId U 3a4€M 3TO HYXHO, T. €. UMEET COOTBET-
CTBYIOIIYIO TIpo(ecCHOHaIbHYI0 MOATOTOBKY U 3aMHTEPECOBAH B pe-
3yJbTaTe MPOBOJIUMOIO UCCIIECIOBAHMUS.

Onpoc BkiIOYaeT B ceOd TpU OCHOBHBIX BOMPOCA, 3aTEM TOT
WJIM MHOW TIPOJIYKT WJIM YCIyra olleHuBaroTcs o 10-0aiuibHOM cucteme:

- obmas  ynoBieTBopeHHOCTh (1 — He ypomieTBopeH, 10 —
OYEHb YJIOBJICTBOPEH);

- oxxugaeMocth (1 — oxkuman 6omabmiero, 10 — oXxugana MEHb-
I1ero);

- IPOU3BOJUTEILHOCTD «(pakT — uaeanm» (1 — Hmxke uaeana, 10
— BBIIIE HJeana).

DopMyIUPOBKA BOIPOCOB U OTBETOB MOXKET OBITH JTFOOOM.

CyIHOCTBIO OIpoca SBJSIETCA ONPEACIIEHUE TOTO, HACKOIBKO IO-
TpeOUTENU JOBOJBHBI YCIYTOM, Kakue (PaKTOpbl MOBIMSUIA HA YPOBEHb
yIIOBJIETBOpEHHOCTH. He CTouT 3arpyarh onmpoc 4pe3MepHO OOJIbIINM
KOJIMYECTBOM BONPOCOB. CrielMaanucTaMu ObUIO BBISIBIIEHO, YTO OIPOCHI,
NPOBOJIMMBIE Ha YCJIOBHUAX aHOHUMHOCTH, MPUBJIEKAIOT TOPa30 OOJIbIIe
YYaCTHHUKOB, YEM OIPOCHI, TPEOYIOIINE YKa3aHUs JIMYHBIX JaHHbIX.

OueHp ynOOHO 7l COCTaBJIECHMSI W NPOBEIAECHUS ONPOCOB OLEHKU
KayecTBa yciyr ¢ npuMmeHenreM CSI 1mosb30BaThbest OHJIalH-CEPBUCAMH.

OpaHako He Bcerja BO3MOXKHO MPOBECTH OMPOC Ui OLIEHKH Kaye-
cTBa yciyr ¢ npuMeHenrem CSI oHnaiiH, HapUMep Ha TaKUX TYpPHUCT-
CKUX MpEANpPUATHSAX, KaK PECTOpaH, KiyO, TOCTHUHMIIA, JyYIle MPOBO-
JUTH OTIPOC C MOMOIIIBIO pacrieyaTaHHOW Ha Oymare ankere. [Ipenyarars
3all0JIHATh AHKETY HYKHO TOJBKO Ha JOOPOBOJBHON OCHOBE, B3aMEH
MO>KHO MPEJIOKUTh CKUJIKY WM JOTIOJHUTEIbHBIN OOHYC.

B xauecTBe npuMepa OLIEHKH KayecTBa yCIIyT MPUBEIEM KIIIOUe-

BbIE XAPAKTEPUCTUKH I TYPUCTCKOTO areHTCTBA!

- YPOBEHB 1IEH;

- LIMPOTA ACCOPTUMEHTA,;

- IOMIOJTHUTEIIbHBIC YCIYTH;

- mpodeCCUOHANIU3M U T100POKeNaTeIbHOCTh MepcoHaa,

- y100CTBO MOKYTOK;
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- pacroyio’)keHne odrica mpoax;

- 0011251 YI0BJIETBOPEHHOCTD;

- JIOSUTBHOCTb.

Ompenenenue pe3ysibTara OIEHKH KayecTBa YCIYr ¢ IMPUMEHE-
Huem CSI mocne mpoBeaeHuss onpoca MPOBOJUTCSA C MOMOIIBIO ClIe-
nytoiier GopmMyIIbl:

((YmoBaerBopennocth-1) x 0,3885 + (Oxupmaemoctsh-1) x 0,3190
+ (IIpousBogutensHOCTH-1) X 0,2925) / 9 x 100.

B pesynbTate aHKeTUpPOBaHUS TMOJyYaIOTCsl KaKHE-TO CPEIHUE 3Ha-
YCHUS YOBJICTBOPEHHOCTH, OXHJIAEMOCTH W TPOU3BOJIUTEIHHOCTH.
W3 Kaka0ro 3TOro 3HA4YCHUS CJACAYeT BBIUSCTh CAWHHUILY W ITPUMCHHUTH
K K&KJIOMY COOTBETCTBYMOIIME K03 duimeHTsl. KoadduimeHtsr MoryT
OTJIMYAThCS B 3aBUCHMMOCTH OT MHIYCTPUH, HO HamOojiee 000OIICHHBIC
K02 (OUIMEHTHI MPUBEACHBI B YKa3aHHOHN (hopMyJie. 3aTeM BCe CKJIaJIbl-
BaeTe U AenuTe Ha 9, a 3aTteM enie ymHoxkaete Ha 100. [Tomyyaercs 3Ha-
YEeHHE B TIPOIICHTAaX, WM B IOJISIX. TakuM 00pa3oM, IMOTyICHHBIC JTaHHBIS
00pa0aThIBAOTCS U BBIJIEISIFOTCS JIMJEPHI B COOTBETCTBYIOIIEH OOJIACTH.

3.6. IkchepmHas oyeHKa kayecmaa npodykma (ycayau)

XapakTepucThKa KadecTBa MPOayKTa (YCIyTH), KOTOpasl MOJydYeHa
C UCIIOJIb30BAHMEM 3KCIIEPTHBIX METOJIOB OLIEHKH, HA3bIBAETCS AKCIIEPT-
HOM OLICHKOM KadecTBa. JKCIIepTHAs OIICHKA MPUMEHSIETCs, Koraa Qpu3u-
YEeCKOE COCTOSTHUE OOBEKTA OYEHB CIIOKHO JJII M3MEPEHUs (Harpumep,
OLICHKA BBIPA3UTEIIbHOCTH 3KCKYPCHOHHOM MPOrPaMMBbI, 3CTETHUECKUX
MOKa3aresel TYPUCTCKOro MpoIyKTa, KauyecTBa 0iroaa u T. 11.). [Ipu axc-
NEPTHOM OLIEHKE MMOKAa3aTeIr KaueCTBa OJAHOIO OOBEKTa CPaBHUBAOTCS
C MOKAa3aTesIMU IPYTOro, Kak MpaBUI0 KOHKYPHUPYIOIIETO.

PaccMOTpUM TEXHOJOTHIO S3KCIIEPTHOM OIIEHKH KayecTBa MPOayK-
Ta (yciayru). B ganHoM ciydae olieHKa MPOBOAMTCS SKCIEPTHOM KO-
MHUCCHUEH, COBOKYITHOCTHIO CIEMAIIUCTOB JIJISl SKCIIEPTHOTO OlIEHUBA-
HUS Ka4eCTBa MPOAYKTa (YCIyTrH). DKCIEPTHAsE KOMUCCHS BKIIFOUAETCS
B ce0sg paboyme TpyIIbl, KOTOPbIE OPraHU3YIOT AESTEIbHOCTh BCEH
HKCTIEPTHOM TpyNmbl U 00padaThIBAIOT CYXACHUSI SKCIIEPTOB O Kaye-
CTBE€ MPOJyKTa (YCIyTrH).

OreHka 3KCIepTOB MPOBOAUTCS B HECKOJIBKO 3TAMOB:

- Ha TEPBOM 3Tare OCYIIECTBISETCS (POPMYIUPOBKA IEeH Olle-
HUBaHUS U CO3JJaHUE DKCIIEPTHOUN U pabouet rpymi;

42



- BTOPOW 3Taml XapakTEepU3yeTCs BHIOOPOM METOJIOB, CHOCOOOB
u ipoueyp oueHkd. CyXIeHus S3KCIEPTOB MOIYyYarOT ¢ UCIOIb30Ba-
HUEM METOJIOB OIpOCca: a) aHKETUPOBAHUS, MPEICTABISIONIETO0 COO0M
3a04YHBIN CIOCOO MHIMBUAYAJIBHOI'O OMPOCa C MPUMEHEHUEM AHKETHI;
0) MUHTEPBBIOUPOBAHMS, MPU KOTOPOM MOPSAJIOK BOMPOCOB U HX CO-
JepKaAHUE 3aBUCAT OT XapaKTepa OTBETOB HA MPEAbIIYLIHNE BOIPOCHI;

- Ha TPEThEM JTare YJEHbI SKCIEPTHOM TPYIIbl BBIHOCIT CBOU
CYKJIEHUSI OTHOCHUTEIBHO IOKA3aTeJIel KauecTBa KOHKPETHBIX IPO-
JTYKTOB (YCIyT);

- YeTBEPTHIM 3Tall — 00paboTKa MHEHUU SKCIEPTOB U OdopMIIe-
HUE SKCIIEPTHOTO 3aKJIIOUYCHUS.

3amaya SKCHEPTHOTO OLICHUBAHUSI — CO3JIaHUE IIKaIbl MOPSIKA,
POJIb KOTOPOM OOBIYHO BBITIOJHAET IIKaJIa OA/UTbHBIX OLIEHOK. JKCIep-
ThI BBICKA3bIBAIOT CBOM MHEHHS B COOTBETCTBUM C YCTAHOBJICHHOM IIIKA-
JIOM, TIPY 9TOM TaKXKE€ OMPEACISIETCS 3HAYMMOCTh (BEC) OIICHMBAEMBIX
MoKasaresied KauyecTBa KOHKPETHBIX MpoayKToB (yciyr). B mporiecce
HKCIIEPTHON OLEHKH 3HAYUMOCThH (BEC) MOKA3aTeNe KauecTBa HOPMHU-
pyeTcst TakuM 00pa3oM, 4TO MX 00IIasi CyMMa JOJDKHA PaBHATHCS €1U-
HUIIE, T. €. JISTAT KKIbI BeC Ha CyMMYy BceX BecoB. CaMbIM pacmpo-
CTPAaHEHHBIM CHOCOOOM OOpPaOOTKH PE3YNIbTATOB CY>KJIECHUN SKCIEPTOB
SIBJISIETCSI TTOZICUET CPEHETo Oasa.

3.7. [Ipumepsbl npumeHeHUs1 Memodos8 OYyeHKU
Kayecmea npodykma (ycay2) Ha mypucmckKux npednpussmusix

Hpumep 1

[Ipumep mnpuMEHEHUs MeETojJa OIEHKHM KadecTBa  YCJIYT
SERVQUAL mpencraBnen B Tabn. 4. ba3oBblii BapuaHT IIKAJbI
SERVQUAL cogepxut aamaiath oauH (hakKTOp BOCHPHUSATHS U HeE-
CKOJIBKO (PAaKTOpPOB OKHUAaHUSA, KOTOPBIE OTPaXKaIOT MATh IMOKa3aTeaen
KaueCTBa: OCSI3a€MOCTbh; XapaKTEPUCTUKHU HAJICKHOCTH; CKOPOCTh pe-
aKIIMU, OT3bIBUMBOCTH, COIEPEKUBAHME M YBEPEHHOCTb. B Kaxkmom
MPEJCTABICHHOM MOKAa3aTee KauyeCTBa BBIJICISIIOT HECKOJIBKO COCTaB-
Jasomux (pakTopoB (mosydaeTcs B oOIIed cymMMe JBajliaTh OJUH
¢dakTop), KOTOpHIC OLIEHUBAIOTCS MO 7-OAJNTLHOM IIKajie ¢ JUaraso-
HOM «a0COJIFOTHO COTJIaCeH» M «a0CONIOTHO He coryiacen». [lo kax-
JIOMY TOKa3aTEe0 OMPECSIOTCI UTOTOBbIE OIICHKH, CPAaBHEHHUE KO-
TOPBIX MO3BOJISIET BHIABUTH HanbOoJiee BBICOKHE (HU3KHE), IO MHEHHUIO
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noTpeOuTeNIel, OIEHKH TToKa3aTelel U Ha OCHOBE MPOBEIEHHOTO aHa-
Ju3a MPEeUIOKUTh PELICHNs, HAallPaBJICHHBIC HA YJIY4IIEHUE KauecTBa
o0cCITyKHBaHUs TOTpeOUTENEH.

Tabnumna 4
Ouenka yciyz mypucmcKko2o npeonpusimus
no memody SERVQUAL
OneHka
Conepxanue (hakTopoB OTPEOUTEIIMHU
No | Tlokazarens BOCIIPHUATHS M OKHTAHUS ¢akTOpOB

/1| KayecTBa

NOTpeOuUTENEH, COCTABISIONINX
MoKa3aTesb KauecTBa

(cpemHss OIleHKA
Ha OJIUH (PaKTop),
OaJLIbI

1 |Ocsa3aemblie
XapaKTepH-
CTUKU

OTaU4YHOE TYPUCTCKOE MPEe-
NpUSATHE, OCHAIIIEHHOE COBpE-
MEHHBIM 000pPyOBaHHEM

HOMCH.[CHI/IH OTJIMYHOI'O TY-
PUCTCKOI'O IPCAIIPUATHUA BCC-
raa BbIIJEIOAT ITPUBJICKATCIIBHO

CoTpyaHUKHU OTJIIMYHOTO TY-
PUCTCKOTO MPEANPUSITHS BbI-
TENSIOTCS 0e3yNpEeYHbIM
BHEIIIHUM BHJIOM

Hcnonb3yemble OTIMYHBIM TY-
PUCTCKHAM TPEAITPUATUEM

B IIPOLIECCE OOCITYKUBAHUS
uH(OPMAIMOHHBIE MaTepUAIbI
UMEIOT MPUBJICKATEIbHBIN
BHEIIHUU BUJ

Hrorosas orienka
rnmokasarens™

2 | XapakTrepu-
CTUKH HaJICHK-
HOCTH

Ecin oTiimyHOE TYpUCTCKOE
NPEINPHUITHE 00CIIAST BBIITOJ-
HUTH YTO-TM0O0 K HA3HAYEHHO-
MY CPOKY, OHO HETIPEMEHHO
BBITIOJTHUT CBOE OOEIaHneE
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/11

Iloka3arenp
KayecTBa

Conepxanue (pakTopoB
BOCTIPUATHS U OXKUTAHUS
OTpeOUTEIICH, COCTABIISIONTHX
NoKa3aTesb KauecTBa

Ouenka
OTPEOUTEIIMHI
(dakTOopoB
(cpemHss OlleHKa
Ha OIUH (PaKTop),
OaLITBI

Ecnu y norpedureneit BO3HHU-
KalOT KaKue-11u00 mpooIeMsl,
COTPYJIHUKH OTIUYHOTO TY-
PUCTCKOTO TPEAPUSITHS TIPO-
SBJISIIOT UCKPEHHIOKO 3aUHTE-
PECOBAHHOCTD B X PEHICHUU

OTaU4YHOE TYPUCTCKOE MPEe-
MPUSATHE IPEAOCTABIACT 0€3-
yIpEeuHOe 00CITyKUBAHHE TI0-
TpeOUTEINIeH ¢ mepBoro pasa

OTaU4YHOE TYPUCTCKOE MPEe-
NPUATUE PEIINT JII0OYIO 3a7a-
4y, CBSI3aHHYIO C MPEI0CTaB-
JI€HUuEM 10001 CBOEH yCIIyTH,
B 00EIIaHHOE BpeMsi

OTan4yHOE TypHUCTCKOE Npea-
OPUSATUE TApAHTUPYET O€3-
OIKMOOYHOCTH BCEW CBOEH J10-
KyMEHTAaILNH

Hrorosas orenka
rmokasarens™

CxopocTb
peakIu

CoTpyaHUKHU OTJIIMYHOTO TY-
PHUCTCKOTO MPEANPUITUS UH-
dbopMUpYIOT TOTpEeOUTENEH O
TOYHOM BPEMEHU MPEIOCTaAB-
JICHUSI YCIIYTH

CoTpyaHUKH OTIIMIHOTO TY-
PHUCTCKOT'O MPEAIPUATHS
00€eCITeYBaIOT YETKOE

U He3aMeIJIUTeIIbHOE 00CITy-
YKUBaHHE TTOTPeOUTEIS
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/11

Iloka3arenp
KayecTBa

Conepxanue (pakTopoB
BOCTIPUATHS U OXKUTAHUS
OTpeOUTEIICH, COCTABIISIONTHX
NoKa3aTesb KauecTBa

Ouenka
OTPEOUTEIIMHI
(dakTOopoB
(cpemHss OlleHKa
Ha OIUH (PaKTop),
OaLITBI

CoTpyIHUKH OTIIMYHOTO TY-
PHUCTCKOTO MIPEANPUATHSI BCE-
I71a TOTOBBI OKa3aTh MOMOIIb
CBOUM NOTPEOUTENSIM

CoTpyaHUKHU OTJIIMYHOTO TY-
PUCTCKOTO MPEANPUITUS HU-
KOTJia He ObIBAIOT CIUIIIKOM
3aHSTHI, YTOOBI HE OTpEarupo-
BaTh Ha MPOCHOY WM 3aMpoC
noTpeouTens

Hrorosas orienka
rmokasarens™

YBEPEHHOCTH

[ToBenenue COTpyTHUKOB
BHYIIIAET MOTPEOUTENISIM Uy B-
CTBO YBEPEHHOCTH

[ToTpebuTenu OTAUYHOTO TY-
PHUCTCKOTO MPEATPHUSATHUS YBE-
PEHBI B 0€30IMaCHOCTH BCEX
onepanui CBOEro NpeanpusIThs

CoTpyIHUKHU OTJIIMYHOTO TY-
PUCTCKOTO MPEANPUATHS BCE-
I'/1a BEKJIMBBI 110 OTHOLICHUIO
K IOTPEOUTENSIM

COTpyIHUKH OTJIMYHOTO TY-
PUCTCKOTO MPEANnpUsiTUs a0-
COJIFOTHO KOMIIETCHTHBI 1 MO-
I'yT OTBETUTH HA JIOOOH BO-
poC MOTpeOuTEIs

Hrorosas orienka
nmokasarejsa*
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Ne | Ilokaszarenp
/11| KadecTBa

Conepxanue (pakTopoB
BOCTIPUATHS U OXKUTAHUS
OTpeOUTEIICH, COCTABIISIONTHX
NoKa3aTesb KauecTBa

Ouenka
OTPEOUTEIIMHI
(dakTOopoB
(cpemHss OlleHKa
Ha OJIUH (PaKTop),
OaLITBI

5 |ConepexuBa-
HUE

OTiIM4YHOE TYPUCTCKOE IIpe-
NPUSATHE KOKIOMY OTpeOu-
TEJTIO MHANBUAYATBHO YICISICT
BHUMaHUC

Yacel pabotsl (rpaduk) oT-
JUYHOTO TYPUCTCKOTO MPE/i-
IPUATHS YA0OHBI

JUIs TIOTpeOuTee

OTaM4HOE TYPUCTCKOE MpEX-
MPUATUE PACIIONAraeT IMTATOM
COTPYIHUKOB, KOTOPBIE BCETIA
TOTOBBI YJIEJIUTh NEPCOHAIb-
HOE BHHUMaHHE MOTPEOUTESIM

CoTpyaHUKHU OTJIIMYHOTO TY-
PUCTCKOTO MPEATPUATHS

C TIOHMMaHUEM OTHOCSTCS

K MIEPCOHAIBHBIM MTOTPEOHO-
CTSIM CBOMX NOTpeOuTenei

Hrorosas orienka
mokasarejs™®

Bcero:

* Ilpumevanue. B rpade «MToropas oleHKa» 3amuchbiBaeTCs 00-
mas cymma 0ajjioB MO KaXXJI0My IOKa3aTeN0 KadyecTBa yCIyr, KOTo-
pasi moJiydyaeTcss U3 CyMMBbl 0ajljioB BceX (PaAKTOPOB, OMpEeIsIOIINX
JIAHHBIHN TTOKa3aTelb, 3aTEM 3/I€Ch PACCUUTHIBACTCS CPEIHUIN Oall.

Hpumep 2

[Ipumep nnpuMeHEeHUsE METOAA IKCIIEPTHOU OLIEHKU KAa4eCTBa IPO-
nykTa (yclyr) Ha TYPUCTCKOM TMPEINPUITUU C HCIOJIb30BaHUEM
CPEIHEB3BEIICHHOTO MTOKa3aTes MpeACcTaBIeH B Ta0. .
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Pe3ynvmamul ouenku Kkauecmea yciyz
HA MYPUCMCKOM RPEOnPUAMUU

Tabmnuia 5

DKcnepTHas
OIICHKA KauyeCTBa
B3Bemien-
yCIyT
Hasi OIICH-
Copeprkanue BEC I10- | 3HAYe-
[Tokazarenb Ka IokKas3a-
noKazaTes Ka3are- | HUE Mo-
Ka4yecTBa TeJId Kade-
Ka4yecTBa Js Ka- | Kazare-
CTBa,
yecTBa | Jid Ka-
OasIBI
YEeCTBa,
OasIBI
JoBepue PenyTanus Typuct-
CKOT'O TIPEANPHUSATHUS,
YPOBEHb JI0BEPUS
K HEMY, €T0 4eCT-
HOCTb
besomac- OtcyTcTBUE pUCKA,
HOCTb ONaCHOCTH, COMHE-
HUU
Hocryn- IIpocTora nocrymna
HOCTb 1 TI0JIb30BAHUS
KommyHnn- | YMeHnue nepenars 1mo-
KaTUBHBIE | TpeOuTeno uHpop-
aCIEeKThI MaIMIO Ha JOCTYITHOM
JUTSI HETO SI3bIKE, BhI-
CJIyHIATh €ro
[Tonumanue | YMeHHE NOHATH MPO-
npooJsiemMm OneMbl OTPEOUTETS,
noTpeOuTe- | BOWTHU B €r0 MOJIOXKe-
TSt HUE
Ocs3aemble | Brenrauii Bug momMe-
XapakTepu- | IMIeHUi, 000pyI0Ba-
CTHUKH HUS1, COTPYIHUKOB,

YECTHOCTh MH(pOpMa-
IIMOHHBIX MaTEPHUAJIOB
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Okonuanue mabauyvl

Hanex- CnocoOHOCTh TIpeo-

HOCTb CTaBUTh YCIYTY Ha
00eIIaHHOM TTOTpe-
OUTENI0 YPOBHE

Cxopocts | Kemnanue oOcmyXUTh

peakuuu NOTpeOUTEINI MAKCH-
MaJIbHO OBICTPO, IO-
MOYb MY

Kommne- Hanvnuue 3nanui

TEHTHOCTb | M HAaBBIKOB, HEOOXO-
TUMBIX ISl OKa3aHUs
yCIIyT

Bexiu- YBaxxkeHue, yuTH-

BOCTb BOCTb, JIpYyKeIto0ue,
BHUMAaHUE

Hroro:

IHpumep 3

[Ipumep npuMeHEeHUsE METOAA IKCIIEPTHOM OLIEHKU Ka4yeCcTBa IPO-
nykta (yciyr) Ha TYpUCTCKOM MNPEANPUSTHUM HA OCHOBE CpPAaBHEHUS
nmoKa3aresiel KadyecTBa YCIYrd C IMOKazaTeasiMu 0a30BOro obOpasiia
IpeICTaBIeH B Ta0II. 6.

TaoOsmuma 6
Pe3ynomamul ouenku Kkauecmea ycaye
Ha MypucmcKom npeonpusmuu
DKcnepTHas OIEHKA p
€3yJbTatT
IToxa3zarenp ka- Ka4yeCTBa yCIyT Y
CpaBHEHUS
4eCTBa OuennBaemoe | bazoBoe Typ- .
roKazaTesieu
TypPOPEANPUSATHE | NPEANPUITHE
JloBepue
beszomacHocth
JlocTynmHOCTB
KommyHHKaTHB-
HBIC ACTICKTHI
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Okonuanue mabauyvl

ITouumanue
npo0OJieM mo-
TpeOuTeNs
Ocs3aembie
XapaKTepu-
CTUKH
HanexuocTtb

CxopocTb
peakiuu
Komnerenrt-
HOCTb
BexnuBocTh

IHpumep 4

[Ipumep OLIEHKH YJIOBJIECTBOPEHHOCTH MOTPEOUTEICH KauyeCcTBOM
yCIIyT TOCTUHUIIBI C IPUMEHEHHUEM METO/Ia OIpoca MpUBEICH B TabII. 7.

B nmaHHOM mpuMepe OIleHKa YIOBIECTBOPEHHOCTH MOTpeOuTenei
Ka4eCTBOM TOCTHHHUYHBIX YCIYT TPOBEJEHA C HUCIOJIb30BAHUEM METO-
JIOM OMpOCa Ha OCHOBE aHAJIN3a yJAOBJIETBOPEHHOCTH (HEYIOBJIETBO-
PEHHOCTH) OT/ACIbHBIMUA XaPAKTEPUCTHUKAMHU YCIYT TOCTHUHUIIBI
[Iporecc OIEHKU YIOBIECTBOPEHHOCTH OTJIECJIBHBIMU XapaKTEPUCTH-
KaMU TOCTUHUYHBIX YCJIYT BKJIIOYAII CIEIYIOIINE AEHCTBUS:

- BBIJICJICHUE TTOKa3aTeslell KauecTBa YCIyr TOCTUHUIIBI, XapaKTe-
PUBYIOIIUX B HAMOOJIBIIEH CTENEHU 3TH YCIYTH C TOYKH 3PEHUS T0-
TpeOuTenew;

- OIIPOC MOTpeOUTENEH, KOTOPHhIE YKa3bIBAIOT OJMH HauboJliee
BOKHBIM TOKa3aTe/lb KadyeCcTBa TOCTUHUYHBIX YCIYT, B HauOOJbIICH
CTEIICHU BBI3BIBAIOIINI HEYJOBIECTBOPEHHOCTH;

- IOACYET OONIEH YMCIECHHOCTH MOTPEOUTENE, KOTOPhIE YKa3aIu
Ha KaXXIbIM ITOKa3aTeb;

- OTIpeJIeTICHUE JIJISl KaKI0T0 TIOKAa3aTelsi OTHOIIEHUS! YACIEHHOCTH
noTpeOuTeNel, BEHIOPABIINX TaHHBIN MOKa3aTesb, K 00IIeMy YUCIEHHO-
CTH TOTpedUTeNnel 1 yMHOXKEeHHE ToiydyeHHoro yucia Ha 100 %. Jto

12 baymrapren JI. B. Ynpasnenue kauectBoMm B Typusme. lIpaktukym. M.,
2008. C. 84-86.
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IIPOLICHTHOE COOTHOIIICHHE XapaKTepU3yeT HEYIOBJICTBOPEHHOCTH IIO-
TpeOuTesnel CymecTBYIOIMIMM MoKa3aTeIeM KauecTBa yCIIyT;

- HAXO0XKJICHHE YJIOBJIICTBOPCHHOCTH ITOTPEOUTENICH 110 KaKIOMY
MOKA3aTeNII0 KadeCcTBa T'OCTHHHYHBIX YCIYT CIIOCOOOM BBIYMTAHUS
n3 100 % mponeHTHOro OTHOIMICHHUSI HEYIOBJIETBOPEHHOCTH MOTPEOH-
TEJIEU KaX/IbIM IMOKA3aTEJIEM KaueCTBA.

Tabmuna 7
Ouenka yooenemeopennocmu nompeoumereil
ycayzamu 20CImuHUybl
Ouenka
Onenka He- Onenka He- 1
IToxazarenn YAOBJIETBO-
No YJIOBJIETBO- YJIOBJIETBO-
KauyecTBa o PEHHOCTH,
/11 PEHHOCTH, YeJl. | PEHHOCTH, %o %
2 | Konuuectso, rpada 3 ne- u3 100 %
pasMepsbl JINTCSI HA 00- | BEIYUTACTCS
U Ka4eCTBO niee Kkonuue- | rpada 4
HOMEPOB CTBO OIIPO-
B TOCTUHUIIC IIIEHHBIX
1 YMHOXKaeTCs
Ha 100%
3 | OddexTrs-

HOCTb IPOIIE-
ITypHI 3acerie-
HUS U BBITTUCKU
4 | OpdexTun-
HOCTb TPOIIe-
ypbl pacuera
S5 | TpancnoptHas
JTOCTYITHOCTh
6 | Haimuwme co-
TPYJIHUKA TOC-
THUHUIIBI, OT-
BETCTBEHHOTO
3a OpraHusa-
IIUIO U MPOB-
e/ICHUE KOH-
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OneHka

OueHka He- OneHka He-
IToxkazarenp YIIOBJIETBO-
Ne YJIOBJIETBO- YJIOBJIETBO-
KadecTBa o PEHHOCTH,
n/m PEHHOCTH, Y€Jl. | PEHHOCTH, %o %
bepennui

{ | KomnuaecTBo,
pa3Mephl, Ka-
YeCTBO KOH-
dbepeHIr-3aaoB
8 | Ilpeapimymuii
ONBIT O0IIIE-
HUS C TIEPCO-
HaJIOM I'OCTH-
HUIIBI U 3HA-
KOMCTBO C €€
yCIIyramu

9 | Ycayru co-
TTPOBOKICHUS
TIEPETOBOPOB,
000py0BaHKE
10 | KauectBO
OIroI
HUtoro*:

* Ilpumeuyanue: cymma HUTOroB 4-i U S5-ii rpadbl cocTaBisgeT

100 %.

Hpumep 5

[IpuMep oLeHKHM KaduecTBa TPYAOBOU AEATEIbHOCTH COTPYIHUKOB
TYPUCTCKOTO MPEANPUATUS PUBEACH B Ta0I. 8.

371ech MOXHO NMPUMEHHUTh HECKOJIBKO CIIOCOOOB OLIEHKU KayeCTBa
TPYJIOBOM JNIESITENIBHOCTH Ha OCHOBE OIPOCA: CaMOOLEHKY, OLICHKY
360 rpaaycoB, pacuer cpeAHEl OLEHKHU MO TYpPUCTCKOMY Mpeanpusi-
TUIO, JUISl HATJIAIHOTO MPEACTABICHUS MPOBEICHHON OLIEHKH MOXHO
HCIIO0JIB30BaTh CIIOCOO MOCTPOCHUS MPOhUIIS.

B TaGauiie npencTaBieHbl Bce MOKa3aTeIn KauyecTBa TPYIOBOM J1es-
TEJBHOCTH, NPEJCTaBICHHbIE [0 TpylnaMm, U MPOBOJUTCS HX OLCHKA
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10 CAMOCTOSITEIbHO BBIOpAHHOM OaIbHOM CHCTEME OIIEHKH, 3aTeM
CTpouTCs TPO(HIIb KadecTBa TPYAOBON MEATEILHOCTH KaXKJIO0TO CO-
TPYJIHHKA, KOTOPBI MOYKHO CPaBHHUTH C IIPO(HIEM IPYroro COTpyIHHU-
Ka U CPEITHUM MPOGUIIEM 10 BCEMY TYPHCTCKOMY IIPEATIPHUITHIO.

Taobmuna 8

Ouenka Kauecmea mpyooeoii 0esasmeabHOCmu
COMPYOHUKO8 MYPUCMCKO20 RPEONnPUAMUSL

Ne 1w/ IToka3areinn Orenka mokasareneu B Oamiax
- KauyecTBa 1/2/3/4(5/6]78[9]10
1 TpynoBoM KOJIEKTUB
2 Omnara Tpyna
3 PabGouee mecTo
4 PykoBoactBo
IPSAIPUATHS
5 CnyxeOHast Kapbepa
6 CormanbHble TapaHTHH
7 CounanepHble Ojiara
IHpumep 6

[Tpumep mIKanbl KAYECTBEHHOW U KOJIMYECTBEHHOW OIICHKM IMOKa-
3areniel KauecTBa MpoaykTa (yCayr) npeacTaBiieH B Tadd. 9.

Tabmnura 9

HIkana kauecmeeHHOU U KOTUYECMBEHHOU OUEHKU

KauecTBeHHas olieHKa KonnuecTBeHnHas oleHKa
HEBAXHO 1
MaJIOBa)KHO 2
HETOCTATOYHO BAYXKHO 3
Ba)KHO 4
OYCHb Ba)KHO 5
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Hpumep 7

[Ipumep mepeyHsi BBISBICHHBIX HEJOCTAaTKOB OOCITY>KHMBaHUS TO-
TpeOuTenel TOCTUHUYHBIX YCIyT npeacTariaeH B Tada. 10, coznanHoM
M0 pe3yJibTaTaM OIpPOca MOCETUTEIEH TOCTUHUIIBI O HEJJOCTATKAX B UX
oOcnyxuBaHuM. Bornpockl ObITM OTKPBITEIMU. B miporiecce 00paboTku
pEe3yJIbTAaTOB OBLIM BBIJCJICHBI YEThIPE TPYMIIbl (HAMpaBJIECHUS) HEIO-
CTaTKOB IO IPU3HAKY POJACTBEHHOCTH U COCTaBJIEHA TaOJHIIA.

Tab6mauma 10
Jluazpamma ceazannocmu
CocrosiHue
ITepconan OO6opynoBaHue 5630HACHOCTI Yenyru
HECOOTBET- | HET KaOEIIbHOTO | POTagaloT HET XUMYHUCTKHU
CTBYIOIIUN | TEIICBUICHHS BEIIH
BHEIIHUU
BUI
rpy0OCTh HeT HTEpHETA HEHAaIC)KHBIE HEKaYyeCTBCH-
celbl Has yoopka
HOMeEpa
OTCYTCTBHE | YCTapeBINAs ME- | yCTApPEBIIHE CH- | HEKPYTIIOCY-
WHULUATH- | Oelb CTEMBI 3alupa- | TOuHas paboTta
BBI HUS IBEpei CITy>KOBI TIpHeMa
OTCYTCTBHE | OTCYTCTBHE KOH- | HET KOHTPOJIS HEJb3s BEI3BATH
B3aUMHOMH TUITNOHEPOB 32 MOCTOPOHHU- | TAKCU
IO JIJICPKKH MH JIAI[AMHA
Herpodec- | OTKa3bIBaeT CaH- | HE MAaTPyJIUPy- | HET apeH/IbI aB-
CHOHAJIM3M | TEXHHKA €TCS TEPPHUTO- TOMOOMIIEH
pus
ITyMSIT TTBIJIECOCHI HEJb3s 3aKa-
3aTh 3aBTPaK
B HOMEP
IHpumep 8

[Ipumep mepeyHsi BBISIBICHHBIX HEJOCTATKOB B OOCITY>KMBAaHUU
TYpPUCTOB MpeJicTaBjeH B Tab. 11,
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Ta6muma 11

Heoocmamku 6 00cayscusanuu mypucmos

Henoctatku B 00CTy>KMBaHUU TYPUCTOB Panr

omrOKka B 0pOpMIICHUH TOKYMEHTOB 1

IOCTHHHMIIA HE COOTBETCTBOBAJIA 3asIBJICHHOMU KaTCropun

B 'OCTUHHUIEC HE pa60TaJ1 KOHAUITUOHCP

W

YAaCTUYHO HE BBIMOJIHEHA YKCKYPCHOHHAs IPOrpaMma

IHpumep 9

B naHHOM npumepe colepKUTCS HA0Op TPEOOBaHMI K XapaKTe-
pUCTHKAM KadyecTBa (PYHKIIMOHUPOBAHMS TOCTHHUYHOTO TIPEATIPHUATHUS
(tabn. 12), ¢opmynupoBka (yCTaHOBJICHHE) IMOJAOOHBIX TpeOOBaHUM
SIBJISICTCSl BQXKHBIM ATalloM MPOIETYyPhl OLICHKU KauyecTBa Ha TYPHUCT-
CKOM TIPEIITPHUATHH.

Ta6muia 12

Ilepeuenv mpebosanuii
K XapaKmepucmuKkam Kauecmea padomaol 20CMUHUYbl

~.
=

HanmeHnoBanue TpeboBaHU

['0TOBHOCTh HOMEpA K 3a€3]1y TOCTs

CBoeBpemMeHHas yoopka HOMeEpa

KauecTBennas yoopka Homepa

OGecneyeHue 0€30MaCHOCTH UMYIIECTBA TOCTS
NunuBuayansHoe 00CIIyKUBaHUE TOCTEN

KadectBenHas paboTa ciryObl MUTAHUS

Pabora Bcex ciyk0 nuTaHus B 11000€ Bpemsi

(OGapa u npyrux)

8 KauecTBeHHnas padota ciyx0bl, OTBEYAIOIIECH 32 MaCCOBbIC
MEPOTIPUSTHS

9 KauecTBeHHas pab0oTa TEXHUUECKOU CITYKOBI

10 | KauectBeHnHast paboTa mpadyedyHoOn

11 | CBOeBpEMEHHOE U MTPABWIBHOE BBHICTABJIEHUE CUETA

12 | OGy4eHue U TPEHUHTH COTPYAHUKOB KAYECTBEHHOMY 00-
CIIY’KWBaHUIO

~NoO o~ WNE —
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Hpumep 10

B mporiecce olieHKH KadecTBa OOCITY>KHBaHUS MOCTE OIpoca Mo-
TpeOuTenei, 0COOCHHO KOrja UM ObLIU 3aJaHbl OTKPBITHIE BOIPOCHI,
BO3HUKAET HEOOXOJMMOCTh MpeoOpa3oBaHUs BBICKA3aHHBIX 3aMeya-
HUU (TpeTeH3uil) moTpeduTened TypUCTCKOTO MPEANPUSITHS B KOH-
KpeTHbie TpeboBanus. [Ipumep mogo6HOrO Mpeodpa3zoBaHus Mpeaia-
raercs B Ta6. 13.

Taomuna 13

3ameuanusn u mpedosanusn
nompeoumeeii MypucmcKko2o npeonpusimus

No 3amMeuanus (rojoca) .
. TpeboBanus noTpedUTENEH
n/m norpeouTenei
1 | Heyno6Hoe BpeMsi yOOpKu Y6opka HOMepa B y100HOE
HOMEDpA JUTSI TOCTSI BpEeMsI
2 | Her Mb1a B BaHHOM KOMHaTe, | [I0JIHOCTBIO YKOMIIJIEKTOBAH-
HE TIOJITHOCTHIO TACTCS KOM- HBI HOMEP
TUICKT MTOCTEIBHOTO OeIbsi
3 | He pabotaet Oydert, korma on | Kpyrinocyrounas pabota
HE0OXOUM Oydera
4 | HenpaBuiabHO paccunuThiBatoT | CBOEBPEMEHHOE U NMPABHIIHBHOE
BBICTABJICHUE CUCTOB

KonmpoawsHble gonpocul

1. OxapakTepuzyuTe areHTCKUN MOAXO0J K OIICHKE KauecTBa 00-
CIIy’KUBaHUS B TYPUCTCKOW WHTYCTPHH.

2. OxapakTepu3ylTe MOTpeOUTEILCKUN TMOIX0 K OICHKE Kade-
CTBa 0OCITY’KUBAaHUS B TYPUCTCKON WHIYCTPHH.

3. JlaliTe onpeesieHne MOHITHUS «KBATUMETPHUSI.

4. Yto npeacTaBisioT cOO0M METOIbI KBAJIUMETPHUU ?

5.B d"em 3akmroyaroTCsi OCHOBHBIE METOJbI OILICHKH KadyecTBa
B TYPUCTCKON UHIYCTPHUU?

6. B uem 3akmouaercs metoq SERVQUAL?

7. Oxapakrepusyiite metoa CSI — uHIIEKCa yI0OBIETBOPEHHOCTH
OTpPEOUTENEH.

8. Uto mpencraBiasiOoT cCOOOM METOM SKCIIEPTHOW OICHKH Kade-
cTBa Ipoaykra (ycayr)?
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4. CucTteMa ynpasJieHUs Ka4eCTBOM
Ha TYPUCTCKOM IpeaAnpUATHUA

4.1. Quka /lemuHza

VYrpapieHue KauecTBOM MPOJIYKIIMU OCYIIECTBISECTCS HUKINYC-
CKH Y MPOXOAUT Y€pe3 ONPEACIEHHBIE ATAlbl, UMEHYEMbIE LIUKIOM
3. lemunra. OcCyIIecTBICHUE TAKOTO IMKJIA HAa3bIBA€TCA 0OOPOTOM
nukia JlemuHra.

[Tonsatue nukia JleMuHra He OrpaHUYMBAETCS TOJBKO YIIpaBiie-
HUEM KadyecTBa MNPOJIYKIMH, a UMEET OTHOIIEHUE K 0001 yImpaBJieH-
yeckou aestenbHOCTH. [locienoBaTenbHOCTh ATAnoB Iukia JleMunra
BKitouaer (puc. 2) minanupoBanue (PLAN); ocymectienune (DO);
koHTpoab (CHECK); ynpasinenue Bo3aericteuem (ACTION).

VYupasnenue Bo3aerictBueM (ACTION) | ILmanupoanue (PLAN)

Kontpons (CHECK) OcymectBienue (DO)

Puc. 2. Iuxn Jlemunra

OTH 3Tanbl HUKIWYHBI U HAlPaBJI€Hbl HA 00ECIIEYEHUE BCEX HeE-
O0OXOJMMBIX YCJIOBHUH /U CO3/IaHUSI KAU€CTBEHHOTO MPOAYKTa (yciy-
I') U KAYECTBEHHOT'O €0 UCIIOIb30BAHMUS.

Jlns obecnieyeHus: CUCTEMHOCTH IpoOLEcca YIPAaBICHUS Kade-
CTBOM TMpOAyKTa (YCIyTrH) HEOOXOAUMO OOBEAMHUTH «IETII0 Kade-
CTBa» ¢ MUKJIOM (Kpyrom) Jlemunra. Takum oOpazom OyayT moJryde-
Hbl OCHOBHBIC BHJBI JICMCTBUN HA IMPOTSHKCHUH YKU3HEHHOTO IMKJIA
npoaykTa (YCIayrH), IpecTaBiIeHHbIe B MaTpuIax (Tadm. 14, 15).
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Ta6muma 14

Mampuuya ynpaenenus kauecmeom npooyKma

[Imanupo-
BAHUE

Ocymie-
CTBJICHUE

KoH-
TPOJIb

Ynpasnenue
BO3JICH-
CTBUEM

MapxkeTtunr

ITpoexTupoBanue

MarepuanbHo-
TEXHUYECKOE
cHaOXeHue

IToaroroBka
IIPOU3BOJICTBA

IIpousBoscTBO

KoHTpoJib

YnakoBka

Peanuzanus

MoHTax

OO6cayXuBaHue

Yrunnzanus

Tabnuua 15

Mampuuya ynpaenenus Kauecmeom ycayu

I1manu-
pOBaHUE

Ocye-
CTBJICHUE

Kon-
TPOJIb

YnpasieHue
BO3JICHCTBUEM

MapkeTuHr

IIpoexkTupoBanue

TexHomorunue-
cKasg NOJATrOTOBKA
ITPOU3BOJCTBA

ITpousBocTBO

KonTpons

ITponaxa

OO0cnyxuBaHue
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4.2. OcHos8vbl COBPEMEHHbIX cucmem ynpasJsieHuslt kKa1ecmeom

Cucremsl yrpaBieHHUSI KAUECTBOM Ha COBPEMEHHBIX MPENPUSATH-
X O0a3upyroTcsa Ha mporpamme O. Jlemunra, mpeioxxenHoi B 1950 r.
u pazBuBaemoil um a0 1992 r. Ilporpamma O. [IemMuHra OCHOBaHa
Ha pabotax VY. Ilyxapra mno0 CTaTUCTHYECKOMY YIIPaBICHUIO
Y BKITFOYAET CIIEAYIOIINE MTOT0KEHHUS:

a) mo0asi AesATETLHOCTh MOXET pacCMaTPUBATHCA KaK COBOKYTI-
HOCTb TEXHOJIOTMYECKHUX MPOIECCOB U MOITOMY MOXET OBITh YJIyd-
IIeHa (3TO MPOSBJICHHUE MPOIIECCHOTO MOAX0/1a);

0) OpeanpusTHe JOHKHO pacCMaTpUBAaThCS KaK CHUCTEMa, Haxo-
JSIIasICsl B CTaOMILHOM WIIM HECTAOMIIBHOM COCTOSTHUH (3TO MPOSIBJIC-
HUE CUCTEMHOIO MOIX0/1a);

B) BBICIIEE PYKOBOJCTBO NPEANPUATHS JIOJDKHO NPUHUMATh
Ha ce0sl OTBETCTBEHHOCTD 32 JEATEIHLHOCTD MPEIANPUITHS.

B nporpamme 3. /lemMuHra OCHOBHOE€ BHUMaHHUE yneysieTcs (-
(GEeKTUBHOW OpTraHU3aAlUM JESITEIbHOCTH COTPYIHUKOB KaK HOCHUTE-
Jei kadectBa. JlaHHas mporpamma mojyduia pa3BUTHE B paboTax
A. @eiirenbayma [TpuHUMIIBI, OIPENEIIAIOIINE Ka4decTBo,
no A. @eitrendaymy:

- KAYeCTBO — ATO COOTBETCTBUE TPEOOBAHUSIM KIIUEHTA;

- B3aMMO3aBUCHUMOCTh CTOMMOCTH U Ka4€CTBA;

- Ka4€CTBO 3aBUCUT OT BOBJICUEHHOCTH KAXKJOTO COTPYIHUKA;

- Ka4€CTBO — 11€JIb YIPABIICHUS NPEAIPUSITUEM;

- KQUECTBO 3aBUCUT OT MHHOBALIMOHHOTO MOTCHIINAJIA TTPEATIPUATHS;

- Ka4eCTBO TpeOyeT HeNPEPHIBHOTO COBEPIICHCTBOBAHUSI;

- Ka4€CTBO 3aBUCUT OT MOCTABIIUKOB.

[Tocne Toro kak ObUIM PACKPBITHI OCHOBBI (POPMUPOBAHUS CUCTEM
yIIpaBJICHUS] Ka4YE€CTBOM Ha COBPEMEHHBIX MPEANPUATHSIX, TeperaeM
K PACCMOTPEHUIO OpraHu3allid CHUCTEMbl YIPaBICHUS KayeCTBOM
HEMOCPEACTBEHHO HA TYPUCTCKUX HPEANPUSITHSIX.

4.3. MeHediicMeHM Kayecmea HA MypucmcKom npednpusimuu

MeHEeIKMEHT KauecTBa B TYpU3ME — OTO JEATEIbHOCTh B paMKax
oOmie (QyHKIMM yOpaBlIEHUS TYPUCTCKUM MPEANPUATHEM, KOTOpas
ONpENENsAeT MOJUTUKY B O0JIACTM KadyecTBa, LETU U OOS3aHHOCTH
B PaMKax CHUCTEMBI Ka4e€CTBA, a TAKKE OCYILECTBIAET UX IOCPEICTBOM
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IJJAHUPOBAHMUS KauyecTBa, YIOpaBJISHUS KadyeCTBOM, OOECIICUYCHUS
Y yJIYUIIEHUs KayecTBa. PAacCMOTpUM KaXKIbIi 3JIEMEHT OTJICJIBHO.

[InaHupoBaHWE KadyecTBa YCIYr B TYpU3ME CBS3aHO C CO3JaHUEM
CHUCTEeMBbl OOECICUEHHUsI KauyecTBa KaK OPraHU3allMOHHOM CTPYKTYPBHI,
BKJTFOYArOIIEH (DYHKIMH, TOKYMEHTAIINIO, TIPOIIECCH M PECYPChI, HEOO-
XOJIUMbIC JUISI CO3JIaHMs, IMOACPKaHUS HEOOXOJAUMOIO YPOBHS Kaue-
CTBA M €T0 YJIYUIIICHUS Ha BCEX CTAIUIX )KM3HEHHOIO IIUKJIA MPOIYKTa.

OOGecreueHne KauyecTBa B TypU3Me — BCE IJIaHUPYyEMbIC U METO-
JTUYECKH OCYIIECTBIISIEMbIE BUbI TYPUCTCKOU ACATEIBHOCTH B paMKax
CHUCTEMbl KauecTBa, HEOOXOJIUMBbIC NJII CO3JIaHUSl TYPHUCTCKOIO IIPO-
nykTa (yCiIyru), COOTBETCTBYIOIIETO ONMPEACICHHBIM TPEOOBAHMSIM.

BpIaendtoT cTpaTrernyeckui, TaKTUYECKUM U OTIEPATUBHBIN YPOB-
HU pEIIeHMs 3ajJa4 B oOnacTu oOecrnedeHus kadectBa. Ha crpareru-
YECKOM YPOBHE YIIPABICHUS KAYECTBOM OCYIIECTBIISECTCS

- pa3paboTKa MHCCHUU U TOJUTHUKH TYPUCTCKOTO MPEATPUSTHUS
B 00JIACTH Ka4YeCTBa;

- (hopMupoBaHHE TONTOCPOUHBIX IEJIEH, OMPEACIISIIOMNX CTpaTe-
TUIO0 Pa3BUTHS TYPUCTCKOTO MPEANPUATHS;

- oTpeJiesieHne TpeOOBaHUM K CHUCTEME YIPaBJICHUS KayeCTBOM
U ycioBus ee 3 (PEeKTUBHOCTH;

- IIPOBEJICHUE CTPATETMYECKOr0 KOHTPOJISI ¥ aHATTN3a pGBYJ'IBTaTOB13

Ha ypoBHSIX TaKTUUYECKOr'O U ONEPATUBHOIO YIPABJICHUS TyPUCT-
CKUM IPEANPUATHEM IPOU3BOIUTCS YIIPABJICHUE:

- 00ecreueHueM pecypcamu;

- MPOEKTUPOBAHUEM U Pa3pabOTKON HOBOT'O MPOYKTA;

- IESATEIILHOCTBIO COTPYAHHUKOB;

- MPOIIECCOM OOCITY>KUBaHUSI TOTPEOUTEICH;

- B€JICHUEM JIOKYMEHTAIlNH.

OcHOBHBIEC 3aJladyd TYPUCTCKUX MNPEANPUATAN B 00JIACTH yiIyd-
HIEHUS KAadecTBa YCIYr M HCIOJIb30BAHUS CHCTEMHOIO MOJX0/1a
K YIIPaBJICHUIO KAYE€CTBOM

- BHEJIpEHUE U CepTU(PUKALIMSA CUCTEMbl MEHEKMEHTa KayeCTRa,
OCHOBAHHOM Ha TPeOOBaHUIX MEXTyHapoaAHbIX cTanaapToB NCO;

B JIsrmna M. 1O. OpraHusanyst ¥ TeXHONOTHS TOCTHHHYHOTO OOCITy/KHBa-
Hus. M., 2002.

1 baymrapren JI. B. VYmnpaBnenue kauecTBOM B Typu3Me: Y4eOHHUK
JUIs cTy . Beicil. yueO. 3aBenenuil. C. 13.
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- OCTUKEHUE OIPENICIICHHOTO YPOBHS KauyeCTBA MPEAOCTABICHUS
TYPUCTCKUX YCIYT, TTO3BOJISIONIETO MPOBECTH UX JTOOPOBOJIBHYIO CEp-
TUPUKAIUIO;

- COBEPUICHCTBOBAHHE CUCTEMBI KAa4€CTBAa C NMPUMEHECHUEM MPH-
3HAHHBIX CUCTEM, PA3BUBAIOIIUX KOHIICTIIUIO BCEOOIIETO YIPaBICHHUS
Ka4eCTBOM, HalpuMep MyTEM UCIOJIb30BaHUSI KPUTEPUEB HAIIMOHAIb-
HBIX TTPEMUH O KauecTBY win merogonoruu «lllectn curmy»;

- CAMOOLICHKA JIESITEIbHOCTA TYPUCTCKUX IMPEANPUATHI HA OCHO-
Be kpurepueB IIpemuu IlpaButenscrBa Poccuiickonn ®enepannu
10 KQYECTBY U JIPYTUX KOHKYPCOB IO Ka4€CTBY W MPU COOTBETCTBUU
3TUM KPUTEPUSIM Y4aCTHE B KOHKYpPCAaX Ha IMOJYYEHHE COOTBETCTBY-
FOLIEN TPEMUN.

CocTaBisione CHUCTEMbl YIPABJICHUS KAa4E€CTBOM Ha TYPHUCT-
CKOM IPEANPHUITHM:

1. DddexTrBHOE ympaBieHUE TYPUCTCKUM MPEANPUATHEM Ha OC-
HOBE MAapKETHHTa, KOTOPBIM OOecreunBaeT HEOOXOIUMBIE YCIOBUSA
JUISl TIPOM3BOJCTBA M PeaIu3aluy NPOAyKTa (YCIyr) C YY4€TOM Tpex
(GakTOpOB: CTpeMJICHHUS K MPUOBUIH, y4eTa MOKYIMAaTeIbCKOW MOTpeo-
HOCTH U UHTEPECOB OOIIECTBA B IIEJIOM.

2. DopMHUpPOBaHUE KOPIOPATUBHON KYJIbTYPhI, T.€. CHUCTEMBI
IIEHHOCTEN U yOEXKIACHUU, pa3/eNiseMbIX BCEeMU paOOTHUKAMH, KOJ-
JIEKTUBHOTO CO3HAHUSI U MEHTAIUTETA TYPUCTCKOTO MPEATPUATHS.
KopniopatuBHas KyJbTypa COBPEMEHHOTO NPENIPHUITHS OIMPEICISIET
B3aMMOOTHOIIICHUSI COTPYJIHHUKOB JIPYT C APYroM, C MOTPEOUTEISIMU,
PYKOBOJCTBOM, MOCTABIIUKAMU U T. . OHA TaeT COTpYAHUKAM MOHU-
MaHHE 1EIU U (POPMUPYET NPETAHHOCTH CBOEMY MPEANPUATHIO.

3. BHenpeHnne cTaHAapTOB TEXHUYECKOTO KauyecTBa OOCITYKHBa-
HUS MOJIpa3yMEBAaEeT MPUBEACHUE TYPUCTCKOTO OOCITYKUBAHUS B CO-
OTBETCTBUE CO CTAHIAPTAMHU OTPACIIU.

4. BHenpeHne CTaHAApTOB (PYHKIIMOHAIBHOTO KadecTBa OOCIY-
YKABAHUS, KOTOPOE MPEIOIIAraeT:

- BHEJpEHUE KBAIM(UKANMOHHOTO CTaHAapTa (KBAIM(pUKAIMOH-
HBIX TpeOOBaHU) M HOJDKHOCTHBIX OOS3aHHOCTEH COTPYIHHUKOB TY-
PUCTCKOTO MPEANPUATHS, KOTOPBIE JOJLKHBI IPUMEHSATHCA B KAUECTBE
HOPMATUBHBIX JIOKYMEHTOB MPSIMOr0 JCHCTBUSI U OBITh OCHOBOU
JUIsl pa3paOOTKU  BHYTPEHHHUX OPraHU3allMOHHO-PACTIOPSAUTEIHHBIX
JOKYMEHTOB W JIOJDKHOCTHBIX MHCTpyKuuii. CxeMma BHEIpPEHUs KBa-
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TU(UKAIIMOHHBIX TPEOOBAHUM K COTPYJHHMKAM HA4YMHAETCS C CO3J1a-
HUS KBaIU(UKAIMOHHBIX TpeOOBaHUM, 3aTeM pa3padaThiBaeTCs HOP-
MaTHUBHOE OIMCAaHHE 00SI3aHHOCTEH 110 KaXKI0H TOJKHOCTH, JaJIee CO-
3/1a€TCs JJOJDKHOCTHAS MHCTPYKILMS U TPYAOBOM KOHTPAKT;

- HOpMaTUBHOE omHcaHue (pa3paboTKa TEXHOJOTMH) MPOU3BOJI-
CTBEHHBIX MPOIIECCOB MPOBOAUTCS MO KaXKIOMY MOJPAa3JICICHUIO TY-
PUCTCKOTO TMPEANPUATHSI HA OCHOBE TEXHUYECKOIO MAaCIOpTa, KIACCHU-
dbuKkanuy IpeanpusaTHs, JOIHKHOCTEH COTPYIHUKOB U UX O00S3aHHOCTEH;

- BHEAPECHUE HOPMUPOBAHUA TPy, T. €. Pa3IUYHBIX HOPMATHBOB,
HaIpuMepP HOPMATUBOB BBIPAOOTKHU, BPEMEHHU, YMCICHHOCTH pabOTHH-
KOB U JIp. HopMmupoBanue Tpyaa MpoOBOAMTCS MO TEM KAaTErOpUsM CO-
TPYJIHUKOB, Ubsl TPYJIOBas ACSITEIBHOCTD MOJIA€TCS HOPMUPOBAHMIO;

- CIIpaBeIMBAs OIIEHKA U MOTHBAIIUS TPYJIOBOU JIEATEILHOCTH, UYTO
MPEArnojaraeT onpeaeaeHue Mepbl TPyJa U €ro OIiaThl. 31ech HE0OXO-
JTUMO COOJTIO/IaTh CIICAYIOITUE IPUHITUITBI: OTIaTa 1Mo pe3yibTaTam Tpy-
71a; YBEPEHHOCTh M 3allUIEHHOCTh COTPYIHUKOB; CTUMYJIHPYIOITUI
Y MOTHBUPYIOIIMI aClEKThl OIUIAThl TPYJa; MOTHMBALMOHHBIE (OMOJI-
HUTENbHBIC) (HOPMBI BOZHATPAXKACHUS 3a JIMYHbBIN BKJIa]] paOOTHUKOB.

5. BXoHOW KOHTPOJIb KauecTBa Ha MPOAYKT (YCIYTH) MOCTaBIIU-
KOB MOJIpa3yMEBAET CO3/IaHUE CUCTEMBbI B3aMMOJICHCTBHSI C MOCTaBIIH-
KaMH MPOAyKTa (yCIIyT) JUIsl TYPUCTCKOTO TIPEANPHUSITHS, BKIFOYAIOIICH:

- BBIXOJHOM KOHTPOJIb MPOAYKTa (YCIYyTr) MOCTAaBIIUKOB B COOT-
BETCTBUHU C TPEOOBAHUAMU MOTPEOUTENEH TYPUCTCKOTO NPEANPUSITHUS;

- BXOJHOM KOHTPOJb MOTPEOUTENST TYPUCTCKOTO MPEANPUITHUS
¥ 00paTHYIO CBSI3b IO Pe3yIbTaTaM KOHTPOJIS;

- ayAUTHl U UHCIIEKIIUUA CO CTOPOHBI MOTPEOUTENS (ayAIUT BTOPOU
CTOPOHOM);

- cepTudukar (ayauT TpeThe CTOPOHON) CUCTEMbI KadyecTBa I10-
CTaBILINKA;

- OIICHKY Ka4eCTBa MOCTAaBOK;

- CO3/laHU€ U BEJICHUE PEUTUHTA MTOCTABIIUKOB,

- 00pa3oBaHUE COBMECTHBIX C MOCTABIIMKOM TPYIM MO YIydllle-
HUIO Ka4ueCcTBa IMOCTaBOK U TIp.

CrnenuanucTbl CYATAIOT, YTO B pabOTE C MOCTaBIIUKAMU IIEJIECO-
00pa3HO OCHOBBIBATHCSI HA NMPUMEHEHUM CTaHJIAPTOB CTATUCTHUYECKO-
r'o MPUEMOYHOTO KOHTPOJISI U BHEAPSATH Y MOCTABIIUKOB COBPEMEHHBIC
CUCTEMbI KaueCTBa.
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6. BeIxoHOM KOHTPOJIb Ka4eCTBa Ha MPEIOCTABISAEMbIN MPOTYKT
(ycnmyru) TYpUCTCKOTO MPEANPUSITHS U UX COBIT MOCPEIHUKAMU TIO/I-
pa3syMeBaeT YCTAaHOBJICHUE KOHTPOJIA HaJ KadueCTBOM IIPEIOCTaBIIsC-
MOro TpoaykTa (yCiayr) M KOHTPOJb KauecTBa pabOThl COBITOBOIO
MOAPAa3AEIEHHS TYPUCTCKOTO MPEATNPUATHS.

4.4. Pazpa6omka noaumukKu ynpas/aeHusi Ka4ecmeom
HA MypucmckKom npednpusimuu

Kak 0b1710 cka3aHO, KaueCTBO TYPUCTCKOTO OOCITY>KHMBaHUS TIpe-
CTaBJsieT COoOOM KOMIUIEKC YCIAYyr W MEPOINPHUATHHA, 00JIaIaroIiux
CBOWCTBAMH YJIOBJICTBOPSATH IMOTPEOHOCTH M JKEIIAHHS TYpPHUCTOB
Ha OTJBIXE U B myTemniecTBusX. CaeoBaTeIbHO, MOKHO BBIJCIUTH Ye-
TBIPE OCHOBHBIX YCIIOBHS CO3/IaHUSI KauyeCTBEHHOTO OOCITYyKUBaHHS
HA TYPHCTCKOM IIPEIPUSTHH

1. Cobnronenre OCHOBHBIX M HauOoOJee BaXKHBIX IJIs TypuU3Ma
IPUHITUIIOB COBPEMEHHOT'O CepBHCa:

- MaKCUMaJIbHO€ COOTBETCTBHE IMPEAOCTABISAEMBIX YCIYT Tpebo-
BaHMSIM TIOTpeOUTENECH U XapaKkTepy MOTpeOIeHus;

- Hepa3pbIBHAsI CBS3b CEPBUCAa M MApPKETHHTa C €r0 OCHOBHBIMH
NPUHITATIAMY | 3a]Ia4aMu;

- THOKOCTb CEpBHCA, €T0 HAIMPABIEHHOCTh HA YYET MEHSIOITUXCS
TpeOOBaHUH PHIHKA, IPEAMIOYTEHUN MOTPEOUTENCH TYPUCTCKUX YCITYT.

2. Co3nanue HeoOXOIUMBIX YCIIOBHM JJIS TIEPCOHAJIA, MPHU3BAHHO-
ro 00ecneynTh KauecTBO 00CIyKuBaHus. K 3TUM yCclOBUSI OTHOCSTCS:

- BPrOHOMHUYHOCThH PA0OUNX MECT;

- yeTkas GopMyJIMpOBKa 00S3aTEIbHBIX JIJIS1 UCIIOTHEHUS MTPABUIL,

- yeTKas CHCTeMa KayecTBa OIEHKU PabOThl KaXKIOTO COTPYIHHUKA,
KOTOpast TO3BOJINT OOBEKTHBHO M3MEPSATh KOJIMICCTBCHHO U KaueCTBCH-
HO 3((PEKTUBHOCTH OOCTY>KHBaHUS, OCOOEHHO TaKUX CJad0 MOAAar0-
IIUXCS YUETY AJIEMEHTOB, KaK BEJIMBOCTh U I0OPOKEIATEILHOCTD;

- MOTHBAIUs PaOOTHHKOB, WX HCKPCHHSS 3aHMHTEPECOBAHHOCTH
B MIPOI[BETAHUH CBOETO MPEANPUSITHS, YMEHUE U KeJaHUE JIeTaTh BCIO
padoTy ¢ MakCUMaJabHOW A(P(HEKTUBHOCTHIO, HACTPOM HAa CaMOCOBEP-
IIICHCTBOBAHWC;

' 3aiirea H. A. MeHEKMEHT B COIMANBbHO-KYIBTYPHOM CEPBHCE W TypPH3-
Me: yae0. mocodue ayist CTy . BeIcHl. yueb. 3aBeaenui. M., 2008. C. 195-197.
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- CCTEMA TMOBBINICHUS KBATU(PUKAIIUU COTPYTHUKOB.

3. OnTuMu3anusi OpPraHU3allMOHHON CTPYKTYPHl YIPaBJICHUS TY-
PUCTCKUM TIpeAnpusaTueM. YeM IJIMHHEee 1IeNoYKa MPOX0XKICHUS 3aKa3a
Ha YCIIYTY, TEM OOJIbIIIE BEPOSITHOCTh COBEPIIICHUS OIIMOKHU: ONTUMAb-
HOM CUMTAETCsl Takas OpPraHU3allMOHHASI CTPYKTypa YHIPABICHHS, TJIE
YHUCJIO 3JIEMEHTOB IIpeACibHO Majo (oaHako 0e3 yiepbda i KauyecTBa
obciryxuBanus). HeoOXoauMbBIM yCIIOBHEM 00€CIICUCHUST HEIPEPHIBHO-
CTH TEXHOJIOTUYECKOTO MPOIlecca ¢ OJMHAKOBBIM YPOBHEM KauecTBa 00-
CIIy’KUBaHUSI SIBJISIETCS Takke A(PPEKTUBHOCTh B3aUMOJICHCTBUSI BCEX
AJIIEMEHTOB CTPYKTYPbI, MO3BOJISIONIAS HE3aMEIUTEILHO HCIPABIISITH
OIITMOKHU M UCKIIFOUATh BO3MOKHOCTh MX TIOBTOPEHHSI.

4. BcecTOpOHHMM, TTOTHBIN, OOBEKTUBHBIM M HEMPEPHIBHBIN KOH-
TPOJIb HaJl Ka4€CTBOM OOCTYKMBaHUS MIPEIOaraer:

- y4acTue NoTpeOUTENs B OLIEHKE KaYeCTBa U KOHTPOJISI HaJl HUM;

- CO3/laHUE METOJIMK U KPUTEPUEB, IO3BOJISIONMIMX COOTHECTH
TpeOOBaHUS CTAHIAPTOB C (PAKTUUYECKUM IOJIOKEHUEM JIET;

- CO3/IaHUE CHUCTEM CAMOKOHTPOJISI COTPYIHUKOB;

- IOCTOSIHHY10 pa0oTy C TPyIIaMu Ka4ecTBa;

- IPUMEHEHHUE Y€TKO CHOPMYITUPOBAHHBIX KOJUYECTBEHHBIX KPU-
TE€pPUEB OIIEHKU Ka4eCTBA MPEIOCTABISAEMBIX YCIYT;

- y4acTue mepcoHasia B CO3JaHUU CUCTEM U KPUTEPHEB KauecTBa
00CITyKUBaHUS;

- IPUMEHEHHNE TEXHUYECKUX CPEACTB KOHTPOJISI HAJl KAUECTBOM;

- CO3JIaHUE CIIY’KO KOHTPOJIS,, B KOTOPhIE Obl BXOJWIN MPEACTaBU-
TEJN PA3IUYHBIX CIIYKO TYPUCTCKOTO MPEINPUATHS: TUPEKIINH, PUHAH-
COBOTr'0 OT/IeJa, OTAeNa Oe30MaCHOCTH, CIIY>KObI yIPaBIICHHS MEPCOHA-
JIOM, PYKOBOJIUTEIU WJIM COTPYTHUKH BCEX (DYHKITMOHAILHBIX CITYKO.

Cozganue cucTeMbl KOHTPOJIS MpeAnosiaraet coOMoAeHue MpUH-
uIna HenpepeiBHOCTH. CHCTEMa KOHTPOJIST HAJl KAYECTBOM OOCITYKHU-
BaHMS JOJDKHA OCYIIECTBIISATh B OYKBAJIHLHOM CMBICIIC €KECEKYHIHBIN
KOHTPOJIb Ha BCEX 3Talax TEXHOJOTHMYECKOro IMKJIa OOCIyKHUBaHUS
U TI0 BceM ero mnapamerpaM. Cienyer OTMETUTh, YTO (PYyHKIUSI KOH-
TPOJIs, SIBJISISICH BO3BPATHOM, JTOJIKHA 00ECIeunBaTh TMOKOCTh U KOP-
PEKTUPOBKY BCEX JAPYTUX MEPONPUSTUM, CBA3AHHBIX C KAUECTBOM TY-
PHUCTCKOTO TIpoyKTa (YCIyrn).

Takum 00pa3oM, MOKHO BBIJCIUTH JIBA OCHOBHBIX KPUTEPHUS CH-
CTEMbI KauecTBa Ha TYPUCTCKOM NpeanpusaTuu. 1) oHa moimkHa obec-

64



NIeYMBATh BHICOKHI yPOBEHb KA4ECTBA, €r0 COOTBETCTBUE CTaHIAapTaM
U MOTPEOHOCTSIM IMOTPEOUTENS; 2) CIAYKUTh MHCTPYMEHTOM JUISL CO-
3/IaHUsI CTICIMAIbHBIX TEXHOJOTHUH IO PAlMOHAIBPHOMY YIIPaBJICHUIO
TYPUCTCKUM MPEINPUITHEM.

B nesaTenbHOCTH TypHUCTCKOTO MPEANPHUATHS BBIACISIIOT CIEIYIO-
IMe CTpaTEeruMyecKue HampaBJeHUs paOOThl MO 00ECIIEUYEHUIO CUCTE-
MBI Ka4€CTBa TYPUCTCKOTO O0CTYKMBAHUS

- COOTHECEHHUE OLICHOK Ka4yeCTBa MCIOJIHUTENS, TypareHTa (mapt-
HEpa) U MOTPEOUTES;

- OPTaHM3alUI0 CHCTEMbl KadeCcTBa, BKJIIOYAIOIICH CTPYKTYpPY
U UEPApXUI0 OTBETCTBEHHOCTH, METOJIbI KOHTPOJIS U TTOATOTOBKY KBa-
TUGUIIMPOBAHHBIX COTPYIHUKOB 10 KAYECTBY;

- TOKYMEHTUPOBAHHBIM KOHTPOJIb, OCHOBAaHHBIH Ha IOCTOSHHOMN
0oOpaTHOM CBSA3M IO MPEAJTIOKEHUSIM U HOBIIIECTBAM.

CrienuamcThl 0TMEUAIOT, YTO HEOOXOAUMO TPOBOJUTH OT/IEIBHEIC
WCCIICIOBAHUS TI0 KKIOMY HAIIPABJICHUIO OIICHKM KadecTBa, BBIICHSSA
pU ATOM HauOoJiee aKTyaJbHbIE W y3JI0BbIE MOMEHTHI OOCITY>KUBAaHUS
KOHKPETHBIX MOTPEOUTENICH KOHKPETHOTO TYPHUCTCKOTO TPSATPUATHS Ha
KOHKPETHOM HampaBieHnd. OCHOBHBIE 3Tambl JCATEILHOCTH TI0 YITyd-
IICHUIO KauyecTBa OOCTYKUBaHUs HA TYPUCTCKUX MPEIMPUITUIX MOKHO
IPECTaBUTh CXEMaTHYHO, UCTIONB3Ys «IUK JleMuHray (puc. 3).

Ilnanuposanue
Hcnpasnenue Br160op akTyansHOM TPOOIEMBI
ITepecmoTp nenun KauyecTBa TypyCIyr
TyppupMmBbI, €e TIaHa Onpenenenue nenu
Pa3zpaboTka miaHa peanu3anuu
Ocywecmenenue
Koumponw N3yuenue cocTosiHus Aen B Typhupme
Y IPOBEPKA pe3yJibTara PazpaboTka meponpusTuit
Peanuzanus MmeponpusTuii

Puc. 3. «[{uxn JleMuHra» Ha TYpUCTCKOM MPEANPUITAN

Peanuzanuein >ToM LMKINYHON AEITCIBHOCTH MO ITOBBIIICHUIO
Ka4yecTBa OOCIYXUBAHMS JIOJKHBI YIPABJIATH CIY>KObl YIpaBICHUS
Ka4eCTBOM, IIPUBJICKas K JAaHHOW JCATEIbHOCTH BCEX PAOOTHUKOB TY-
puUcTCKOro npeanpusths. KoHTpoab kadecTBa JOJKEH OXBAaThIBATh
BCIO JICSITEJIbHOCTh TYPIPEATTPUATUA.
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4.5. Kauecmeo mpyadoeoii dessmeibHOCMu

Cnenuduka kadecTBa TYpPUCTCKHX YCIyr ompeaensiercs 3ddex-
TUBHOW OpraHu3aiuedl JeATebHOCTU COTPYAHUKOB TYPHUCTCKOTO
OpEeANpUsITUS KaK HOCHUTENIEW KadecTBa, B YaCTHOCTH BOBJICUYEHHO-
CThIO KaXKJOTO COTPYJHMKA B pabOTy MO 00ECIEYEeHUI0 COOTBETCTBUS
yCIIyTH TpeOOBaHUSM KIMEHTA.

Hcxoas n3 0cOOEHHOCTEH yCayru (€€ CBOMCTB) 0CO00C BHUMAHHE
ClIeyeT YIeNsATb IMepCOHATy TYPHCTCKOTO MpeAanpusTus. B cBs3u
C 3TUM CJIEIyET OTJEIHLHO PAaCCMOTPETh KOHIICTIIMIO KaueCcTBa TPY/I0-
Boit nesrensHocTh (ku3nu) (quality of work life), koTopas ocHOBBIBA-
€TCSl Ha CO3JIJaHUU YCIIOBHUM, 00€CTICUNBAIOIINX ONTUMAIBHOE HCITOb-
30BaHME TPYJAOBOTO MOTEHIHMAIa 4YeioBeKa. J[aHHas KOHUEMIHS pas-
pabaTheiBaeTCa B TpyJax 3apyOekKHBIX IKOHOMHUCTOB CPaBHUTEIHHO
HegaBHO . CyIIHOCTh KOHICTIIIMKM KauyeCcTBa TPYAOBOM JEATEILHOCTH
3aKJII0YAeTCA B OMPENENICHUH COBOKYMHOCTH TOKa3aTesel, XapakTe-
PHU3YIOIINX XOPOIIME OPTraHU3allMOHHbBIE, COUAIbHBIC M TCUXOJIOTH-
YECKHUE YCIOBUS TPYya, B OIEHKE X BIUSHUS Ha KOHCUHBIC PE3yiIbTa-
Thl TIPOU3BOJICTBA, MO KOTOPHIMH IMOHHUMAETCS HE TOJIBKO KOJIMYeE-
CTBEHHBIC, HO ¥ Kau€CTBEHHBIC pe3ybTaThl. OCOOEHHO ATO aKTyaIbHO
JUISL TYPUCTCKHMX TIPEANPHATHH, TJe TEpPCOHAT HEMOCPEACTBEHHO
BKJIFOYEH B MPOIIECC OKA3aHUs yCIYTH, B 00ECIIeYeHNE €€ KaueCTRa.

CymiecTByeT 00JIBIIIOE KOJIMYECTBO OMPEASICHUN TMOHATHS «Ka-
YECTBO TPYIOBOM XM3HW». KauecTBO TPyMOBOM KM3HU YacTO OIpee-
JSIeTCA KaK YpOBEHb (CTETNEHBb) YIOBJICTBOPEHUS WICHAMH OpTaHH3a-
IIMA CBOUX JIMYHBIX MOTPEOHOCTEH, MOCTHUKEHUS CBOUX JIMYHBIX IIe-
JIel ¥ MCTIOJIHEHUS CHUJIBLHBIX JKEJIaHUH IMOCPEACTBOM PadOTHI HA JaH-
HOM TpeAnpusTUu. [IOBBHICUTH Ka4eCTBO TPYAOBOW >KU3HU MOXKHO,
YIIYUIIUB JTIOOBIC MapaMeTphl, BIUSIONINEC Ha JKU3Hb YEJIOBEKa: yya-
CTHE paOOTHUKOB B YNPABICHUH, UX 00yueHHE, 0OecrieYeHue Kaphep-
HOTO POCTa, COBEPIIEHCTBOBAHNE OpPTraHM3alluU TPyaa, OOydeHUE Me-
Toaam Oosee 3ppekTuBHOTrO 00IIEHUS B KOJUIEKTUBE U Ap. Pa3zpabot-
Ka IporpaMM M METOJIOB IOBBLIIICHUS KadyecTBa TPYJAOBOM KU3HH

1® Kupnmosa E. H., benoszepoa KO. M. MeHEmKXMEHT TrOCTENIPUUMCTBA:
yue6. mocobue. C. 253-256; YnpaBieHue NepcoHAIOM: YYEeOHUK JJIsl acClIUpaHTa
// Tlonmka OykunHmcTa: cait OumoOsmoteku. URL: http://polbu.ru/personnel
management/ch28_all.html; u ap.
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JIOJKHO OBITh OJTHUM M3 BaXKHBIX aCIIEKTOB YIIPABIICHUS MEPCOHAIOM
Ha TYPUCTCKOM IPEANPUATHH.

B cucreMy KaueCTBEHHBIX MOKA3aTEJIEH, HAIPABJICHHBIX HA Y 0-
BJICTBOPEHUE MOTPEOHOCTH CAMOBBIPAKEHUS M MOPAJIbHOE MOOIIpe-
HUE pPaOOTHUKOB, MMEIOIIUX XOPOIIME OPTaHU3AIMOHHBIC YCIOBHUS
TpyAa, OOBIYHO BKJIFOYAIOT:

- HO3UTHUBHOE BIIUSIHUE HA JINYHYIO )KU3Hb;

- HOpMaJibHbIE OTHOIIEHHUS MPO(COI030B U AIMUHUCTPAITNY;

- JIOSIIBHOCTh COTPYAHUKOB K MPEAIIPUSITHIO;

- OTCYTCTBHE allaTUU K TPYAY, B JUUHOU )KU3HU;

- pazBuTHe U dQ(PEKTUBHOE UCTIOJIB30BAHUE MTEPCOHATIA;

- YY4aCTHUE COTPYIHUKOB B JI€JIaX MPEATIPUATHUS;

- IPOTPECC B JJOCTUKEHUU KAPbEPHI;

- XOpOILIKEe OTHOLEHUS C PYKOBOJIUTEIIEM;

- IO3UTHUBHBIC COLUATBHO-TICUXOJIOTUYECKUE OTHOIIICHUS B IPYIIIIE;

- YBaXKECHHUE K JIMYHOCTH YEJIOBEKA;

- IOBEpUE K PYKOBOJUTEISAM;

- XOpOIIIKE YCIOBUS TPYA;

- DKOHOMHUYECKOE 0JIar0COCTOSIHUE COTPYTHUKOB;

- HO3UTHUBHBIN HACTPOU MBICIIEH, ITOOLIPEHUE TBOPUECTBA;

- OTCYTCTBHUE UYPE3MEPHBIX CTPECCOB HA pabOTe U T. .

ABTOpBI yueOHUKA «MEHEIKMEHT rOCTEIPUUMCTBAY» Ha OCHOBE
aHajau3a JIMTEpPaTypbl U MPAKTUYECKOTO OMbITa 3apyOeKHBIX U OTEYE-
CTBEHHBIX MNPEANPUATUN MPEIOKUINA CTPYKTYPY MOKA3aTEJIed Kade-
CTBa TPYJIOBOM KU3HU, COCTOAILYIO U3 CEMU TPYIII nokasareeii

[TepBas rpynma «TpyZoBOM KOJUIEKTHUBY» XapaKTEPU3YET COLM-
aJbHYIO0 TPYIIY, B KOTOPOW HAXOAMUTCS COTPYAHUK U TPUHAIICHK-
HOCTh K KOTOpPOM OyJIeT COCTaBJSITh WM MOPEAMET €ro ropaocCTH,
WJIA UCTOUYHUK COLMAJIBHOW HEyIOBJIECTBOpEeHHOCTH. [Ipu 3TOM Kaue-
CTBO TPYZOBOM XKU3HU XapAKTEPUIYETCH:

- XOpPOILIUM MCUXOJIOTUYECKUM KIIMMATOM,;

- HOPMAJIbHBIMU OTHOIICHUSMHU C PYKOBOJCTBOM;

- y4acTHEM paOOTHUKOB B YIPABJIEHUU TYPUCTCKUM MPEAPUITUCM;

- COOJTI0ICHUEM PETIaMEHTUPYIOIIUX JOKYMEHTOB;

- IOBUTUBHOM MOTHBAIIMEH;

' Kupimosa E. H., benozepoBa 0. M. MeHeI)KMEHT TrOCTENPUUMCTBA:
yuae0. mocobue. C. 254-256.
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- MUHUMAaJIbHBIMU CTpeccaMu Ha padoTe.

Bropas rpynma «Omiata Tpyaa» NpecTaBisieT coOOOM BaKHEM-
U MOTUBAIIMOHHBIA CTUMYJ K TPYAY, @ €€ BEJIMYUHA, 10 MHEHUIO
COI[MOJIOTOB, MO CPABHEHUIO C JIPYTUMU PETUOHAIIBHBIMU TYPUCTCKU-
MU mpeanpusaTusmMu O0ynet umerb s Poccun u ctpan CHIT B Onu-
YKaMlIen MEepPCIEeKTUBE BAXKHEUIIEE 3HAUYCHUE. B 3Ty rpynmy BXOAAT
CIEAYIOLIME ITOKA3aTENu:

- XOpOIIWK OKIAJT;

- BO3HArpa)JICHUE 3a XOPOIIHNI PE3YJIbTAT;

- IPEMUU T10 UTOraM KBapTajia U roja;

- IPEMUU 32 BBICHYTY JIET;

- OLIYILIEHUE SKOHOMHYECKOTO 01aroCOCTOSHUS;

- IOTUIAThI 32 COBMENIEHUE PO ecCuil.

Tpeths rpynmna «Paboyee MeCTO» ABISETCS BaXXKHBIM KpPUTEpPUEM
OIICHKH KaueCTBa TPYAOBOM KU3HU U XapaKTEPU3YyeTCs:

- TEPPUTOPHUATIBLHON OJIM30CTHIO K JIOMY;

- XopouruM oprucoM U MeOebIo;

- COBPEMEHHOW OPTaHU3aIlMOHHON TEXHUKOM;

- CITyK€OHBIM TPAHCTIOPTOM U CTOSTHKOI;

- TUYHOM 0€30ITaCHOCTHIO;

- XOPOIIIMMH yCIOBUSIMH TPY/a.

YeTtBepras rpymnna «PyKoBOACTBO MPEANPUSITHS» BKIHOYAET CO-
AAIBHO-TICUXOJIOTUYECKUE TIOKA3aTeNH, BIUSIONIME HAa KayecTBO
TPYJOBOM JKM3HM W 4YacTO MMEIOIIME PENIAIIEee 3HAYCHUE,
T. K. YEJIOBEK MPOBOJIUT Ha padore He MmeHee 20 % BpeMeHU cBoeH
XKU3HU. B 3Ty rpynmy BXoAsT ClAEAyIOIINE MOKa3aTEeIn:

- IOBEpUE K PYKOBOJUTEIISIM;

- XOPOIIIME OTHOIIEHUS C PYKOBOJICTBOM;

- cOOI0/IEHUE TIPaB JINYHOCTH;

- cTabwIbHAs KaJapoBasi MOJIUTHKA,

- YBOXXEHUE MOTYNHECHHBIX;

- IPEJIAaHHOCTh MPENPUSITHIO.

[Taras rpynma «CiyxeOHas Kapbepa» OIpeeseT BO3MOXKHOCTH
YyeJioBeKa B CAMOMOTHUBAIIMM U CaMOBBIpakeHUU. CHeuaaucTbl Cuu-
TalOT, YTO TMOKA3aTeJM 3TOW TpyHIibl Haubosiee Ba)KHbI Il MOTHBa-
MU COTPYJIHHUKOB C BBIPAKEHHON MOTPEOHOCTHIO CO3/1aTh CBOM Ou3-
HEC, MPOJABUHYTHCS MO KAPHEPHOU JIECTHUIIE U B MEHBIIECH CTENEHU

68



UMEIOT 3HAYCHHE JJIsI COTPYIHHUKOB, OPUEHTHPOBAHHBIX HAa CEMBIO
U XOpOIIIKE B3aUMOOTHOIIIEHUSI ¢ KoJuleramu. [Ipu 3ToM BakHO, 4TO-
OBl peabHasl Kapbepa U >KejlaHus paOOTHUKA COBIAJANIM. DTa rpyIa
BKJIIOUAET CJICAYIONINE XapaKTePUCTUKU:

- IJITAHUPOBAHUE KaphEPHI;

- MOOIIpPEeHNEe 00yUeHHsT paOOTHUKOB,;

- TIOOII[PEHHE 10 3aCITyTaM;

- 00BEKTUBHYIO aTTECTALIMIO COTPYTHUKOB,;

- OTCYTCTBHE aIlaTUU U 3aCTOSl.

[Mecras rpynna «CoruanbHble TapaHTUNY 00pa3yeT BaXKHYIO 00-
JaCTh TPYJIOBOM JEATETBbHOCTH:

- IPEIOCTaBIICHUE OTITYCKa IO TpaduKy;

- oTu1aTa OOJLHUYHBIX JIUCTOB;

- BBITIJIaTa TApAaHTUPOBAHHBIX MOCOOUH;

- CTpaxOBaHUE KU3HU;

- KOMIICHCAIIUU 32 TPAHCTIOPT U KBApTHUDPY.

Cenpmas rpynna «ComuanbHbeie Ojara» mpeAcTaBiseT coOou
CBOCOOPA3HBIN «IPSIHUK» 32 MPOU3BOJUTENBHBIA TPYA U TOCTUKCHHUE
PE3YJIBTATOB U BKIIIOYAET:

- BBITIJIATY MaTE€pUaAIbHOMN TTOMOIIIH;

- (hupmeHHy0 01€K 1y U OOYBb;

- OTUIaTy CIIOPTUBHO-030POBUTENBHBIX YCIYT;

- IOJAPKH K JTHSIM POXKIEHUS U FOOMIIEsIM;

- TLIOTHBIC KPEIUTHI HA KHUJIbE.

4.6. 3ampambl HA Ka4ecmaeo

JlesTeNbHOCTh M0 YIPABJICHUIO Kaue€CTBOM OOCITY>KMBAaHHSI Ha TY-
PUCTCKOM IPEIIPUITHH TPEOYET HE TOJBKO HAJIMYMUS YETKO COCTABJICH-
HOTO TUTaHa, HO U 3HAYUTEILHOTO YBEJIMYEHUS KaUTAJIOBIIOKECHHM, J1a-
KE B JCCITKU pa318. 3arpaThl, CBS3aHHbBIE C KAYECTBOM, MPEJICTABIISAIOT
co0Oi1 3aTpaThl, BO3HUKAIOIIME MPU OOECNEUYEHUH U TapaHTUPOBAHUU
yIIOBJIETBOPUTEIILHOTO KaueCTBa, & TAKXKE CBSI3aHHBIE C TIOTEPSIMU B TEX
ClIy4asix, Korja He JOCTUTHYTO YAOBJIETBOPUTEILHOE Ka4eCTBO.

[Ipu onpeneneHnn OCHOBHBIX MOJAXO0/I0B K yU€Ty 3aTpaT Ha Kade-
CTBO HEOOXOAMMO aKIIEHTUPOBATh BHUMAHKE HA CIICTYIOIIEM:

'® Bacosckwii J1. B., ITporackes B. b. Ynpasienne kagectsom. M., 2001. C. 30.
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- KQYECTBO — ATO TO, YTO KEJAET MOJYYUTh MOTPEOUTEIIb;

- KQUECTBO MOXXHO HU3MEPUTh, OHO HE SIBJISIETCS CYOBEKTHUBHBIM
MOHSATUEM;

- MOCKOJIbKY Kaye€CTBO MOXET OBITh H3MEPEHO, UM MOXHO
YIIPABJIATE;

- BBICIIIE PYKOBOJUTEIN XOTEIU Obl MPUHUMATh PEIICHUS Ha OC-
HOBE PKOHOMHYECKUX COOOPXKEHUN Y BO3MOXKHOCTEU MOITYUUTh MPHU-
ObLIb. 3aTpaThl, CBSA3aHHBIE C KAYECTBOM, KaK IMOKa3bIBAET OIBIT 3a-
MaJIHBIX OPEANPUITHM, OOBIYHO COCTaBIAIOT OT 5 % 10 25 % Topro-
BOTO 060POTA [IPEAIIPUITHS

3aTpaThl Ha Ka4€CTBO AEIATCA Ha CIEAYIOUIME KaTErOPUU:

1. 3aTpaThl Ha COOTBETCTBHE: a)3aTpaThl Ha MPEIOTBpAICHUE
BO3MOXHOCTH BO3HUKHOBEHUsI Je(EeKTOB (TIpeaynpeauTeabHbIe);
0) 3aTpaThl HA KOHTPOJIb, T. €. 3aTpPaThl HA OMPEIECICHUE U MOIATBEP-
KJIEHUE IOCTUTHYTOI'O YPOBHS Ka4eCTBa;

2. 3aTpaThl Ha HECOOTBETCTBME: a) BHYTPEHHME 3aTpaThl Ha Jie-
(dbeKT — 3aTpaTrhbl, TOHECEHHbIC BHYTPH MPEANPUSITHS, KOTAa ONpee-
JICHHBIA YPOBEHb KayecTBa HE JOCTUTHYT, T. €. O TOr0, KaKk MPOJYKT
OBLT MpoJiaH (BHYTPEHHHE TMOTEpH); O0) BHEIIHUE 3aTpaThl Ha Ae(eKT
— 3aTparbl, TIOHECEHHbIE BHE MNPEANPUSATUS, KOTAA ONpPEICIICHHBIN
YpPOBEHb KadyecTBa HE JOCTUTHYT, T.€. TOCJE MPOJaXKh MPOIyKTa
(BHEILIHKUE TIOTEPH).

B ycnoBuUsSIX phIHOYHOM 3KOHOMHUKH Kaue€CTBO MPOJAYKTa (YCIyru)
U CBSI3aHHBIC C HUM 3aTPaThl CTAHOBSTCS BaXXHBIM (haKTOPOM SKOHO-
MUYECKOTO TIOJOKEHUS TYPUCTCKOTO MPEANpPUSTUS, B MEPBYIO OUe-
pellb TaKOro MoKa3aTens, Kak MpuObUlb. BiausHue kauecTBa Ha MpU-
OBLIb MPOSBISAETCS ABOSKO:

1) oObeM IPUOBLTH MOXKET YBEITHUUTHCS 32 CUST PACIIUPCHHS PBIH-
Ka cObITa U 00beMa MPOJAXK MPH YIYUIICHUU KauecTBa MpoayKTa (yciy-
r'v). DTO Ha3bIBAIOT YKCTCHCUBHBIM ITyTEM MOBBIIIECHUS 3PHEKTUBHOCTH
NEeSITEILHOCTH 32 CUET KauecTBa. B 3ToM ciiydyae 3aTpaThl HA Ka4€CTBO
paccMaTpuBaIOTCSl B IIMPOKOM CMBICIIE, K HUM OTHOCSIT BCE JOMOJIHU-
TeIbHBIC PACXOIbl, CBSI3aHHBIC C TOBBIIMICHHEM YPOBHS KadecTBa MpO-
nykTa (YyCIIyTH), CHUKEHUEM J1€(EKTHOCTH MTPOU3BOACTBEHHBIX MPOIIEC-
coB. Crofia e ClIeyeT OTHOCHUTh PAacCXOJlbl, CBSI3aHHBIE C PEKJIAMOM

19 [Tonomapes C. B., Mumenko C. B. YnpaBineHue kauecTBOM MPOTYKIUU.
HNHCcTpyMeHTBI M METOIbI MEHEMKMEHTa kauecTBa. M., 2005. C. 37.
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npoaykrTa (yciayru), cepTudukaiueii, npeoCTaBICHUEM MOTPEOUTEIIO
JI0Ka3aTeNbCTB d(PPEKTUBHOCTH CHUCTEMBI KayecTBa, JEMOHCTPAI[UOH-
HBIMH MEPOIPHUATHAMH, I€1h KOTOPHIX — TMOATBEP)KICHUE KauecTBa
npoaykta (ycimyru). YdeT Ha3BaHHBIX 3aTpaT M COIOCTaBICHUE HX
C MPUPOCTOM TPUOBUIA JTaI0T BO3MOXKHOCTH OIICHUTHh JIKCTECHCHUBHYIO
3¢ ()EKTUBHOCTh CUCTEMBbl KadyecTBa. JTO HampasieHue pocta 3¢ dek-
TUBHOCTH JICATEIIbHOCTH HETTOCPEJCTBEHHO CBA3aHO C MAPKETUHIOM;

2) oOmuii 00beM MPUOBLTH MOYKET YBEIHMUUTHCS TPU YMCHBIIICHUU
ceOECTOMMOCTH MPOAYKTa (YCIIyTH), MOJTYYEHHOM 3a CUET CHHKECHHUS 3a-
TpaT, CBSA3aHHBIX C €r0 Ka4eCTBOM. JTO HAIIPABJICHHUE SIBIISECTCS MHTCH-
CHUBHBIM ITyT€M TMOBBIMICHUS 3(P(HEKTUBHOCTH MPOU3BOAUTEIHLHOU CH-
CTEMBI. 31eCh HEOOXOIUMO PacCCMAaTPUBAThH JBE TPYIIILI PACXOJIOB:

a) CBSI3aHHBIC C TMOSBJICHUEM Je(PEKTOB (OTKIOHEHHUM) MPOIYKTa
— 3TO BO3MEIIICHUE MPSAMOro yiep0a moTpeduTesto npoaykra (ycimy-
T'M); CAaHKIIMM 32 HEKAYECTBCHHYIO Pealli3alfi0 YCIYTH; CKUIKH C IIe-
HBbI MPOAYyKTa (YCIyTH), HMEIOMIET0 OTKJIOHEHHS OT YCTaHOBJICHHBIX
XapaKTEePUCTHK; BHITIOJTHEHUE aJbTEPHATUBHBIX PEIICHUN; UCKU, CBS-
3aHHBIC C IOPUINYECKON OTBETCTBEHHOCTHIO TYPUCTCKOTO TPEATIPHSI-
THS 32 Ka4€CTBO; MOBTOPHBIE PaOOTHI, KOTOPBIE HE YJAJIOCh C TIEPBOTO
pasa BBIMOJHUTH KAYECTBEHHO U T. ]I.;

0) CBsI3aHHBIC C MEPOINPUATHIAMH TI0 TIPEAYNPEIKISHUIO 1ePEKTOB
— 3TO 3aTpaThl Ha TUTAHOBO-TIPEYIPEANTEIIbHBIC paOOThI U TEXHHUYC-
CKOe O00CIIy’KMBaHHE TPOU3BOIACTBEHHBIX IPOIIECCOB; MOACPKAHHE
rapaMeTpPOB OpPraHU3AIMOHHOMW Cpejibl, Ha MPO(HIIAKTUKY H3JEpPIKEK
OT HEHUCIIOJBb30BAHHOTO MPOJYKTa, pecypca TYPUCTCKOTO MpeaIpusi-
THSI; TIOBBIIIEHHE KBaIU(UKAIIMKM PAOOTHUKOB M UX OOyyYeHHE
IIPY U3MEHEHUH yCIIOBHI MPOU3BOACTBA U T. 1.

Bce paccMoTpeHHBIE TpyMIbl 3aTpaT B3aUMOCBS3aHBI TaKUM 00-
pazoM, 4To, YMEHbIIIasi OJHY TPYMIy 3aTpaT, MOKHO COOTBETCTBEHHO
YBEIIUUUTh JIpyTyro. JJig ydeTa pacxo/ioB Ha KadeCTBO HEOOXOIUM
YHOPSIOYEHHBIN M B3aUMOCBSI3aHHBIN ¢ OYXTaITEPCKUM y4eTOM COOp
nepBUYHON MHMOpMaIuu o AedeKTax, 3aTpaTax Ha UX yCTpaHEHHUE.

PykoBoguTeIIsIM TypUCTCKOTO MPEANPUITHS TPEOyeTCs YUHTHI-
BaTh 3aTpaThl HA KA4ECTBO ISl MMPUHATUS OOBEKTUBHBIX YMpPaBIICH-
YECKUX PEIICHUM, CBA3aHHBIX ¢ KAYECTBOM U JEATEIHLHOCTHIO TIPe/I-
IPUATHUS B 1IEJIOM.
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KonmpossHble eonpocbol

1. OxapakTepusyuTe NOHATHE «LIHKI [IeMuHTay.

2. JlaiiTe ompenieeHrue MOHATHUS «KauyeCTBO TPYJIOBOU ASSITEIIb-
HOCTH».

3. Uto mpeAcTaBIsaOT COO0M KaTeropuu 3aTpaT Ha KaueCTBO?

4. B ueM 3akIr04aroTCs MPUHIIMITBI KadecTBa 1o A. delireHOaymy?

5. OxapakTepu3yiTe 4eThIpe OCHOBHBIX YCIIOBUSI CO3/IaHUSI Kade-
CTBEHHOT'0 OOCTY>KMBaHUS Ha TYPUCTCKOM MPEINPHUSATHH.

6. PackpoliTe CyIIIHOCTh COBPEMEHHBIX CUCTEM YIIPABJICHUS Kaue-
CTBOM Ha MPEANPUSITHUSIX.

/. B yeMm 3akia04aroTcs Ba OCHOBHBIX KPUTEpPHSI CUCTEMBI Ka-
yecTBa?

8. HazoBuTe cTparernueckue HampaBlieHHs paOOTHI MO o0ecreye-
HUIO CUCTEMBI KAY€CTBA TYPUCTCKOTO OOCITYKUBaHHUS.

9. Packpoiite CyIIHOCTh BJIMSHHSI KayeCcTBa Ha DKOHOMHUYECKYIO
NEATEIIbHOCTh TYPUCTCKOTO MPEINPHUSITHUSL.
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