MHUHOBPHAYKHN POCCUH
SpocaaBckuii rocynapcrBeHHblii yausepceuter uM. ILT. lemugoBa

Kadenpa pernonoseneHus u Typusma

VTBEPKAIO

Hexan Hcm){ geckoro GakyIsTeTa
j P .M. ©ponoe

{nodnuc b:f,r"lu e

elém g 2023 1.

Pabouasi nporpaMma JUCHUILIHHBI
«YrnpaBjeHne Ka4eCTBOM TYPUCTCKHUX YCJIYT M 00CYKMBAHUSD)

HamnpaBnenue moaroToBku
43.04.02 Typusm

HamnpaBnennocts (mpoduin)
«YTpaBieHHe pa3BUTHEM TYpU3Ma»

®opma 00yueHust
OuHas
IIporpamua ogoopena IIporpasa ogoopena HME
Ha 2acegaHuy Kadeaprr HCTOpPHYECKOr 0 GakviIeTeTa
oT «31» maprta 2023 roga, mpotoxon Ne 9 npotokon Ne 1 ot « 14» anpena 2023 roga

Spocnasib



1. Ilesn ocBOeHHUS] TUCHUILINHBI
LensiMmu OCBOEHHUS JUCLUUIUIMHBI «YIIpaBlI€HHE KAadeCTBOM TYPUCTCKHUX YCIYyT H
o0CTyXKUBaHUS»  SABIIAETCS U3y4YeHHEe OCHOB (OPMHUPOBAHUA KOHKYPEHTOCIOCOOHOCTH
TYPUCTCKOI YCITyTH Ha OCHOBE 00eCIieueHHs €€ KaueCcTBa U MPHOOpETeHNE HABBIKOB YIIPABICHUS
KauyeCTBOM YCIIYTH.

2. MecTo TUCHUIIMHBI B CTPYKTYpe 00pa30BaTe/bHOI NMPOrpaMMbl

JucuumiuHa «YTpaBiaeHUE KaueCTBOM TYPUCTCKUX YCIYT U OOCITY>)KMBaHHS» OTHOCHUTCS
K 00s13aTeJIbHOI YacTH 00pa3oBaTeIbHON MPOrPaMMBL.

I[HSI OCBOCHUA ﬂaHHOfI HHCHHHHHHOﬁ CTYACHTHI JOJIKHBI BJIaJ€Th OCHOBAMU 5KOHOMHKHU
U MapKeTHHIra Typu3Ma, HUMETh IMpeJcTaBieHHe O (HOPMHUPOBAHHM CUCTEMbl YIPABICHUS B
TYPUCTCKOM MHAYCTPUHU, YMETh IIPUMEHATH METObl HAY4YHBIX HcciaeaoBaHui. IlomydyenHsle B
Kypce «YIpaBjieHHE KayeCTBOM TYPUCTCKUX YCIYT U OOCIYKUBAHUS» 3HAHUS CTAHOBATCS
OCHOBOMW JUIsI OCBOEHUS Psiia JUCUUIUIMH, Hanpumep, «MapKeTHHI TYpUCTCKHMX JECTHHALMI,
«CTpaTernueckoe 1 nporpaMMHO-1IEJIEBOE YIIPABICHHUE B TYPU3ME», a TAKXKE I IIPOJOJIKEHUS
00y4eHUs1 B MarucTparype no HampasiieHuto «Typusm».

3. [lnanupyeMble  pe3yJbTaThl OO0y4YeHHS] 1O JUCHUIJIMHE, COOTHECEHHbIE C
IUIAHUPYeMbIMU pe3yabTatamu ocBoennst OIl 0akanaBpuara

[Tpouiecc u3ydeHUs TUCIUIUIMHEI HAIIPaBJIeH Ha (POPMUPOBAHHE CIICTYIOIINUX JICMCHTOB
komneTeHmit B coorBerctBuu ¢ ®I'OC BO, OIl BO u npuoOpereHus ciaenyromux 3HAHUMH,
YMEHMM, HAaBBIKOB U (MJIM) OTIbITA IEATEIbHOCTH:

dDopmupyemas HNuapukarop Ilepeyenn
KOMIIeTeHIIHsI AOCTHKEHMSI IJIAHUPYEMBIX Pe3yJIbTATOB
(ko 1 popmyIHpPOBKA) KOMIIeTeHIINH o0y4eHus
(kom u
¢opmyaupoBka)
OIIK-3. Ciocoben NJI-OI1K-3.2 3HATh:
pa3pabatbiBaTh U BHEIPATh | OLieHHMBaeT KayecTBO - o6nactu popMHpPOBAHUS
CHUCTEMBI YIIPaBIICHUS OKa3aHHUs yCIyT B cepe | MmokKaszaresei kauecTBa yCiayru.
Ka4eCTBOM yCIyT B chepe TypU3Ma B COOTBETCTBUU | YMETh:
TypHu3Ma CO CTaHJapTaMu - IPUMEHSTh COBPEMEHHBIE METOANKHU
JeATEIbHOCTH OLICHKH YPOBHS Ka4eCTBa U
TYPUCTCKUX KOHKYPEHTOCIIOCOOHOCTH
NPEANPUATHM, TOCTUHUL] | TYPOPraHU3aLMM U YCIIYT.
Y UHBIX CPEACTB Bnagers:
pa3MeILEHHUs], C yIETOM - HaBbIKaMU [IPUMEHEHHS METO0B
MHEHUS OTpeOuTeNe U | OLIEHKU yJOBJIETBOPEHHOCTH
IpYrux noTpeduTeneil; TeopeTUIeCKMX
3aMHTEPECOBAHHBIX MOAXOJO0B MPH OLIEHKE
CTOPOH. pe3yJabTaTUBHOCTH TPYZaA IEpCOHasa
NPENPUSITUS TYPUHAYCTPUH.




NJI1-OIIK-3.3 3HaTh:

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

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

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

4. O0beM, CTPYKTYpA U co/iepKaHMe TN CHUTITIHHbI

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

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

n/m AUCUMILIHHDI, BKJIIOYAsI CAMOCTOSITETBLHYIO KOHTPOJIA

HX coJep:KaHue = paboTy CTy1€eHTOB, ycneBaeMocTH
3 H UX TPYAOEMKOCTh
= (B akageMUYeCKUX Yacax) dopma
o NPOMEKYTOYHOH
aTTecTaluu
(no cemecmpam)
KonrakTHas padoTa
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1 BBenenne B ympaBieHue 2 2 2 6 Tect ms
KauyeCTBOM B  TYPHCTCKOM CaMOTIPOBEPKHU
WHIYCTPUHU

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

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

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

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

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




SERVQUAL

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

2 0,5 | 33,5 |pk3amen

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

Copepxanue pa3feiioB JUCIUIIINHBL
1. BBenenne B ynpapjieHMe Ka4eCTBOM B TYPHMCTCKOW MHAYCTpUH. OCHOBHBIE MOJOXKEHUS
TEOpUU MEHEDKMEHTAa KadecTBa. I[IOHATHME M CyIIHOCTh KadecTBa NPOAYKLHUHM M YCIYTH.
KoHuenuuu ynpasiaeHusi KaueCTBOM B TYPUCTCKOW MHIyCTpUH. «lleTist kadecTBa» TypuUCTCKOU
yciyrd. MoJzenb ynpaBlIeHHs KadyeCTBOM B TYPUCTCKOM OpPraHM3allid Ha OCHOBE IIPHHIIMIIOB
TQM.
2. PazpabGorka crpareruii BHeJJpeHUs CHCTeMbI Ka4eCTBEHHOT0 MeHeT:kMeHTa. OCHOBHbBIC
dakropel BHenpeHuss BceoOmiero kadectBa (TQM). IlpuBepkeHHOCTh CHEIHATUCTOB U
nepcoHana Teopuu kadectBa Ha npuHuunax QM. Co3naHue opraHU3alMOHHON CyOKYIbTYpPbI
BHeaperus QM. IIpouecc Bueapenuss TQM B TypucTCKO# opraHu3anuu.
3. KauecTBO NPOM3BOACTBEHHBIX NIPOLECCOB B TYPUCTCKOM HHAYCTPUH. MeTOoIbl U3MEPEHUN
U OLIEHOK KadecTBa yciyr. MHcTpymeHTanpHOE H3MeEpeHHe. DKCHEPTHbIE OLEHKH. MeTobl
CTaTUCTUYECKOTO PETYJIUPOBAHUSA IPOM3BOACTBEHHBIX IIPOLECCOB: KOHTPOJIBHAs Kapra,
IIPUYMHHO-CJIEICTBEHHAs AuarpaMma, auarpamma Ilapero, rucrorpamma. Ilponecc ynpasineHus
IIPOU3BOJCTBEHHBIM IIPOLIECCOM
4. Ka4yecTBO M KOHKYPEHTOCHOCOOHOCTH YCayru. KOHKYpeHTOCIIOCOOHOCTH: (HaKTOpHI,
MeToabl omnpenesneHus. KoHuenmusi co3gaHus KOHKYPEHTOCHOCOOHOW YCIyrM Ha OCHOBE ee
kauecTBa. COCTaBISIIONIME TYpPHOPOAYKTa C TMMO3MOHUM ToTpedutens. @DOYyHKIHOHATLHBIC
nokaszareiau M norpeOuTenbckue cBoiicTBa. Mapka npoaykrta. Mmumx npoaykra. I'apantum
HIPOJYKTA.
5. OmneHka yJI0BJIeTBOPEHHOCTH moTpeduTeseil kavecTBOM yciayr. OpueHTanus Ha
norpedburens. Ilogxoapl W MeTOAbI M3y4eHUs, aHAU3a, OLEHKU YJIOBIETBOPEHHOCTHU
notrpeduTeneil  Oka3aHHBIMHM  TYpPUCTCKMMM  ycayramu. OleHKa  YAOBJIETBOPEHHOCTH
3aMHTEPECOBAHHBIX CTOPOH JESATENIbHOCTHIO TYPUCTCKONW OpraHU3aIiu.
6. Texnosorun (opMHpPOBaHHS KayecTBA YCJAYTH B COOTBETCTBHM € MOTPeOHMTEIbCKUMH
oxuaanusamu. Crparerus co3gaHusi HOBOro Hpoaykra. [IpenMeTHbI M (QyHKIMOHAIbHBII
noaxoasl. [Toctpoenne GpyHKIMOHANBHOM MO TYpUCTCKOM yeiayru. OneHka 3pQpeKTUBHOCTH
peanu3anuu noTpeOUTENbCKUX CBOMCTB TYPUCTCKOTO MPOAYKTA.
7. OpraHusanusi ynpapjeHHs Ka4eCTBOM Ha NPEINPHUATHAX TYPHCTCKOH HWHIYCTPHH.
Coznanue ciyx0 ympaBieHHsS KadeCTBOM Ha MPEANPUATUSAX TYPUCTCKOW HHIYCTPHUHU.
Ceprudukanus cucteMbl MEHEPKMEHTa KadecTBa nmpeanpusaTis. OCHOBHbIE ATarnbl pa3paboTKu
MOJINTUKHU YIIPABJIEHUS KAU€CTBOM B TYPUCTCKONH MHAYCTPUH.

5. 06p330BaTeJIbele TEXHOJOIri, B TOM YUCJI€¢ TECXHOJOIMM I3JECKTPOHHOI'O Oﬁy‘leHI/IH H
AUCTAHIHUOHHbIC 06pa3OBaTe.11bele TEXHOJOIMH, HCII0Jb3yEMbIC IIPpH OCYINECTBJICHUU
05pa3OBaTeJIBHOFO nmpounecca mo JTMCUMIlJIMHEe

B nporiecce 00ydeHus: UCTIONB3YIOTCS CieyIolue 00pa3oBaTeIbHbIe TEXHOIOTHH:

BBoaHasi Jiekunusi — 1aeT TEpBOE LIEJIOCTHOE NPEACTaBI€HHWE O JUCHUIUIMHE U
OPUEHTHUPYET CTYAEHTA B CUCTEME M3yUEHUS NAaHHOW AUCHMILIMHBL. CTYIEHTBHI 3HAKOMSTCS C
Ha3HAa4YeHHEeM U 3aJayaMU Kypca, €ro poJibl0 U MECTOM B CHUCTEME Y4YeOHBIX JUCLMIUIUH U B
CUCTEME TOJTOTOBKM B 1eaoM. Ha 3TOH JeKnuM BBICKA3bIBAIOTCA METOJWYECKUE U
OpraHHU3al[MIOHHbIE OCOOEHHOCTH pabOThl B paMKax JaHHOW IUCHUIUIMHBI, a TaKXKe JaeTcs
aHaJIu3 PEKOMEHIyeMOol y4eOHO-METOJMUECKOM JIUTEePaATypPHI.

AkajeMuyecKas JeKIus ¢ 3J1eMeHTaMH JieKuMu-0eceabl — MOCIIe10BaTEIbHOE
U3JI0’)KEHUE MaTepuasa, OCYIIECTBIAEMOE IPEUMYILECTBEHHO B BUI€ MOHOJIOTA IPENOAABATENS.
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OneMeHThl JieKuMu-Oecenbl 00eCneunBalOT KOHTAKT IIpenojaBareist ¢ ayIuTopuei, d4To
MO3BOJIIET TPUBJIEKaTh BHUMAHUE CTYIEHTOB K HauOojiee Ba)XKHBIM TeMaM JMCLUUILINHBI,
AaKTUBHO BOBJIEKAaTh HUX B YYEOHBII IpoLEcC, KOHTPOJIMPOBATH TEMI H3JIOKEHUS Y4eOHOro
MaTrepuaia B 3aBUCUMOCTH OT YPOBHS €r0 BOCIPUSATHS.

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

KoncyabTrauum — BUI y4eOHBIX 3aHATUH, SBISIOIIUICST OJHOH W3 (opM KOHTpOIIS
CaMOCTOSITENIbHOW  paboThl  cTyaeHToB. Ha KoHCymbTamusx 1o mnpocbOe CTyIEHTOB
paccMaTpuBarOTCs HanOoJiee CIIOXKHBIE MOMEHTBHI IIPM OCBOEGHUM Marepuajna AUCLMILIUHBI,
IIpernojaBaTeslb OTBEYAaeT Ha BOIPOCHI CTYIEHTOB, KOTOPBIE BO3HUKAIOT y HUX B IIpolecce
CaMOCTOSITENIbHOW PaOOTHI.

B nporiecce 00ydeHUs HCIONB3YIOTCS CIIEAYOIINE TEXHOIOTHH IICKTPOHHOTO O0YUCHHUS
¥ JMCTaHIIMOHHBIE 00pa30BaTe/IbHbIE TEXHOIOTHH:
DeKTPOHHBII yUeOHbIH Kypc «YIpaBJieHHe KAa4eCTBOM TYPHCTCKHUX ycayr» B LMS
DaexkTpoHHblii yausepcurer Moodle SIpI'Y, B koTopom:
- TPEICTABICHBI 3aJaHUsl JUIS CaMOCTOSTEIbHON paboThl OOYYaIOIIMXCS [0 TeMaM
JIMCIMTUTAHBL;
- OCYLIECTBIIICTCA  IPOBEIECHHE  OTIEIbHBIX MEpPONPUATUM  TEKYLIEro  KOHTPOJIS
YCIIEBAEMOCTH CTY/IEHTOB;
- IMpEACTABJICHBI IIpaBUJIa IMTPOXOKACHUA HpOMe)KYTOqHOﬁ aTTeCTalluy 110 JUCITUITIINHE,
- TPEICTaBIEH CIUCOK y4eOHOW JIMTEpaTypbl, PEKOMEHAYEMON ISl  OCBOCHHUS
U CITATIIINHEL,
- mpencraBieHa WHpoOpManus o (opMe M BpPEMEHH IPOBEICHUS KOHCYJIbTAlUi IO
JAUCHUIINIMHE B PCIKHUME OHJIafIH;
- mocpeacTBOM  (opyMa  OCYIIECTBISIETCS CHHXPOHHOe ¥ (WJIM)  aCHHXPOHHOE
B3aMMOJICHCTBHE MEXIy O0Oy4arolmMMHCS M MpenojiaBaTelieM B paMKaxX HW3Y4YEeHHUS
JIMCITUTLTHHBI.

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

B mpouecce ocymecTBieHuss 00pa3oBaTeNBHOTO — Mporecca MO  JUCHUIUIMHE
UCIOJIb3YIOTCS:

i (popMHpPOBAHUS MATEPHATIOB AJISl TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH M MPOBEICHUS
IPOMEXKYTOUHOM aTTecTaluu, g GOpMUPOBAHUS METOAMYECKUX MATEPHAIIOB IO JUCIMILIUHE!

- nporpammbl Microsoft Office;

- Adobe Acrobat Reader.

7. IlepeyeHb COBpPeMEHHBIX MNPO(PECCHOHAJBLHBIX 0a3 JaHHBIX M HH(POPMANMOHHBIX
CIIPABOYHBIX CHCTEM, HCI0JIb3YyeMbIX NMPHU OCYLIeCTBJIeHUN 00pa30BaTeIbHOIO Mpolecca 1no
AUCHHILINHE (MPU He00X0AMMOCTH)
B mpouecce ocymectBieHuss o0Opa3oBaTeNpHOrO  Ipolecca MO0 JUCHUIUIMHE

UCIIOJIB3YIOTCS:

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

- cripaBo4HO-TIpaBoBas cucrema «Kouncymnprantllnroc» (morosop ¢ SApl'Y).



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

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

a) OCHOBHAS JIUTEepaTypa

1. JanunoB, A.FO. Metoapl HayYHBIX HMCCIEIOBAHUN B KYPCOBBIX M JUIUIOMHBIX paboTax Ha
HarpaBieHun «Typusm»: yaeOHo-MeTonuueckoe mocodue / A.JO. [Janumnos, O./]. JlamkoBckas,
N.I". MenbuukoBa; SIpoci. roc. ya-T uM. I1. I'. lemunosa. — Spocnasns: Apl'Y, 2021. — 52 c.

2. Kabymkun, H.M. MeHeKMEHT TOCTHHHUI] ¥ PECTOPAHOB: yueb.mocobue mas Byzos / H.H.
Kabymkun — M.: KHOPYC, 2013. — 413 c. 20 3k3.

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

0) 1OMOJIHUTEIbHASA JIUTepaTypa

1. baymrapren, JI. B. VYmnpaBinenue kadectBOM B Typu3Mme: y4eOHHMK uisi By3oB / JI. B.
baymrapren. — M.: Akanemus, 2010. - 302 c. 5 7k3.

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

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

9. MaTepuanbHo-TeXHHYecKas 0a3a, Heo0XoAMMasi VISl OCyLIeCTBJIEHUsI 00Pa30BaTeIbLHOI0
npouecca no JUCHHUIINHE

MarepuanbHO-TeXHHUECKas 0a3a, HeoOXoAUMas JUIsl OCYIIECTBIEHUSI 00pa30BaTEIbHOIO
mpolecca 1o AUCUUIIIMHE BKJIIOYAeT B CBOW COCTaB ClIELUaIbHbIE TOMELICHMUS:

- yueOHble ayTUTOPUHU ISl IPOBEJICHUS 3aHATUH JIEKIIUOHHOTO THIIA;

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

- yueOHble ayTUTOPHUHU ISl IPOBEJICHHSI TPYNIIOBBIX U MHANBUYAIbHBIX KOHCYIbTAIIHIA;

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

- IOMEIIEHHUS Il CaMOCTOSTEIbHON paboThI;

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

CrnenanbHble MTOMEIIEHHUsST YKOMIUIEKTOBAHBI CPEJCTBAMU OOYYEHHs, CIYXKAIlUMH JUIs
npeJcTaBieHus yaueOHoM nHdopmanny 00IbIION ayAUTOPHH.

IToMerieHust A CaMOCTOSITENTbHOM pabOThl 00YYAIOIIUXCs OCHAIIEHBl KOMIBIOTEPHOM
TEXHUKOW C BO3MOXKHOCTBbIO MOJKIIOUeHUs K ceTh «MHTepHeT» u obecrieyeHHeM J0CTyma K
AIIEKTPOHHOM HH(popMaIoHHO-00pa3oBaTenbHOU cpese SAplY.

ABTOp:

HomenT xadenpsl pernoOHOBEACHUS U
Typu3Ma, KaHJ. UCT. HAYK N.I".MenbHuKOBa




IMpuiaoxenne Nel k padoyeil nporpamMMe I CIAININHbBI
«YrnpaBjeHne Ka4eCTBOM TYPUCTCKHUX YCJIYT M 00CTYKMBAHU)

DoH/1 OLIEHOYHBIX CPEJICTB
JJIs1 MPOBe/IeHUs] TEKYIIero KOHTPOJIsl YCIIeBaeMOCTH
U IPOMEKYTOYHOM aTTEeCTAIUM CTY/IeHTOB
o JUCHHUILJINHE

1. TunoBble KOHTPOJIbHBIE 32JaHUSI U HHbIE€ MATEPUAJIBI,
HCIOJIb3yeMble B MPoliecce TEKYIero KOHTPOJIS YCIeBaeMOCTH

3aganus 1J51 CaMOCTOATEIbHON PadoThI
(OaHuble 3a0anUsl GLINOIHAIOMCIL CIMYOEHMOM CAMOCMOAMENbHO
u npenoodasamesnem 6 003amenrbHOM NOPSAOKe He NPOBEPSIIONCsL)

3aganue mo reme Ne 3.

OueHuTh KaTeropuu KayecTBa TYPUCTCKHUX YCIYyr (TpeAcTaBieHHblE B KOHLE 1.2.3 TeMmbl 2
yuebHoro nocobuss MenbHukoBoit M.I'. «YnpaBieHne KayecTBOM B TYPUCTCKOM HMHAYCTPHMY),
ucnonp3ys 10-0ayibHYIO0 WIKamy OLEHKHU. B3ATh OLIEHKM y OJHOIPYNIIHUKOB M paccuuTaTh
CpEIHION OLeHKY. Hanucars BbIBOZ, CPaBHUB MHAMBUAYAJIBHYIO U CPEJHIOIO OLIEHKH KaTErOpUi
KayecTBa TYPUCTCKHUX YCIYT.

3ananue no teme Ne 4.

[TocTpouTh MOJENH KaueCcTBAa CaMOCTOSITENILHO BBIOPAHHOTO TYPIPOIYKTa (YCIyTH), pacmucan
MoKa3zaTeNIn KayecTBa 1mo obpasiy puc.l m.2.4 temsr 2 yaeOHoro nocoouss MenbaukoBoit N.I'.
«YTpaBieHHe KaueCTBOM B TYPUCTCKON HHIYCTPUN».

3ananue no Teme Ne 6.

3amanue npeacrasieHo B DYK «YmpasneHue kauecTBOM TypucTckux ycayr» B LMS Moodle.
OneHUTh KayecTBO CaMOCTOSATENbHO BbIOpaHHOM Typycinyru mo meroxy SERVQUAL mo
obpasmy mpumepa 1 1m.3.7 tembr 3 yuyeOHOro mocobuss MenbHukoBoit W.I'. «YmpaBnenue
Ka4eCTBOM B TYPHCTCKOM HHIAYCTPUI.

Tect mocJjie Tembl Nel
(rect mpoBoguTes B YK «YnpasieHue kauecTBOM TypucTckux yeayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.2
(6 wacmu 3nanuti obracmert HopMUPOBAHUsL NOKA3AMeENEl KAUecmea YCiyeu)
TecT comepkut TeopeTudeckue Bonpockl. B tecte 10 Bommpocos.
Kimou k tecty: 1 B, 2A, 3B, 4b, 5B, 6B, 7A, 8b, 9A, 10A, b, 11A, 12B.
Ha npoxoxnaenue tecra naercs 20 MuH.
HToru mpoxoxaeHus TECTa OIEHUBAIOTCS TI0 CIEIYIOIIUM MTPaBUIIaM:
- KoJin4uecTBO HaObpaHHBIX 0a/oB OT 81 10 100 COOTBETCTBYET OIIEHKE «OTIIMYHOY,
- KOTM4ecTBO HaOpaHHBIX 0amioB oT 61 10 80 COOTBETCTBYET OIEHKE «XOPOIIO»;
- KOJIMYeCTBO HaOpaHHBIX O0aiIoB OT 50 10 60 COOTBETCTBYET OLICHKE
«YIAOBIETBOPUTEIBLHOY;
- KOJIM4eCcTBO 0autoB MeHbIne 50 COOTBETCTBYET OIIEHKE HEYIOBICTBOPUTEITHHOY.



Bonpocs! Tecra:
1) KagectBo - 370:
A. DKOHOMHYECKAsl KaTeropusi, oTpaxkaromas 3PQPeKTUBHOCTb JESITEIBHOCTH TYpPHCTCKOTO

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

2) Yem ormpezensieTcsi KaueCTBO NpoayKTa (yciayru)?

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

b. CroiicTBamu mipoykTa (yCIyru)

B. Oxupanusamu notpedurenei npoaykra (yCiayru).

3) KauecTBo yciyru npesmosaraer:

A. KayecTBO IpOM3BOJCTBA U KAUE€CTBO OOCIYKUBaHMUSL.

b. KauecTBOo 00CIIy’)KHBaHUS M KaYECTBO MPOYKTA.

B. KauecTBo ncosHeHus ¥ Ka4eCTBO OOCITYKUBaHUSI.

4) Ka4ecTBO UCIIOJIHEHHUS YCIYT — 3TO:

A. VYpoBeHb COOTBETCTBUS INPOM3BOACTBEHHBIX XapaKTEPUCTHK YCIYI'M KOHKPETHOM
OOIIeCTBEHHON  MOTPeOHOCTH,  OTBEYAIOLIEH  YCJIOBUSIM  HOPMATHBHO-TEXHUYECKOMN
JOKYMEHTAIU U MPEAJIOKEHUSIM KOHKPETHOI'O IOTPEOUTENS YCIIYTH.

b. VYpoBeHb COOTBETCTBUS NOTPEOMTEIBCKMX OCOOEHHOCTEM yCIyrM KOHKPETHOM
OOLIECTBEHHONM  MOTPEOHOCTH,  OTBEYAIOIIEH  YCIOBHSIM  HOPMATHBHO-TEXHHYECKOU
JOKYMEHTAIUH U TIPEJIOKEHUSIM KOHKPETHOTO OTPEOUTENS YCIIyTH.

B. VYpoBeHb coOTBETCTBUS MOTPEOUTENBCKUX OCOOEHHOCTEM YCIYyIM KOHKpPETHOM
OOIIeCTBEHHON MOTPEOHOCTH, OTBEYaroIlel YCIOBHSAM IPOU3BOJACTBA U  OXHJIAHHUIM
KOHKPETHOI'O TOTPEOUTENS YCIYTH.

5) KauecTBO 00CTY)KUBaHUS HACEIICHUS — ITO

A. Crenenb, B KOTOpPOH MOTPEOUTENbCKUE CBOMCTBA OOCIYKHBAaHHUS OOILECTBEHHOM
HOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METO/IOB U CPEICTB, 0OECIeUMBAIOLINE
KOHKPETHOMY MOTPEOUTENI0 BOZMOKHOCTD MOJIYUEHHUS YCIIYTH ¢ MUHUMAaJIbHBIMU 3aTpaTaMu
U BPEMEHEM U BBICOKOH KYJIbTYPOI 00CTyKUBaHHUS.

b. Crenenp, B KOTOpOH NOTPEOMTENbCKHUE CBOICTBA OOCIYXHBaHHUS OOIIECTBEHHOMN
HOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METO/MOB U CPEICTB, 00ECIEeUMBAIOLINE
KOHKPETHOMY MOTPEOUTENI0 BOZMOKHOCTh MOJIYUYEHUS YCIIYTH ¢ MUHUMAJIbHBIMH 3aTpaTaMu
U BpEeMEHEM U BBICOKOM KyJIbTYpoH OOCIYy)XMBAaHUS MpPH ONTHUMAJIbHBIX COIMAIBHO-
HKOHOMUYECKUX pe3yJIbTaTaX 00CIyKUBaHUS.

B. Crenenp, B KOTOpO MOTPeOUTENbCKUE CBOMCTBA OOCITY)XHBAaHUS OOIECTBEHHOM
NOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METOJIOB U CPEICTB, OOecredynBaroliye
KOHKPETHOMY MOTPEOUTENI0 BO3MOKHOCTD IMOIYUYEHHS YCIYTH ¢ MUHUMAJIbHBIMU 3aTpaTaMH
Y BpEMEHEM IIPU ONTHUMAJIbHBIX COLIMAIbHO-9KOHOMUYECKUX PE3yJIbTaTaX 00CTyKUBaHUS.

6. KauecTBO 3KCKYpCHOHHBIX YCIYT — 3TO:

A. CreneHp yJ0BIETBOPEHHUS MOTPEOHOCTEN KOHKPETHBIX AKCKYPCAHTOB.

b. YpoBeHb coOTBeTCTBUSA MOTPEOUTENBCKUX CBOMCTB SKCKYPCHOHHBIX YCIIYT CTaHAapTam
KayecTBa.

B. CoBOKynmHOCTH CBOMCTB M XapaKTEPUCTHK 3KCKYPCHOHHBIX YCIYT, OIpPEAEIAIOIINX
CIIOCOOHOCTH YJOBIIETBOPATH MOTPEOHOCTH SKCKYPCAHTOB.

7. KauecTBO TypHCTCKOT0 00CTyKMBaHUS — ITO:

A. COBOKYIHOCTh CBOMCTB TYpPUCTCKUX YCIYT, IPOLECCOB M YCIOBHM OOCITYy>KMBaHUS IO
YJIOBJIETBOPEHHUIO OOYCJIOBJIEHHBIX U (MJIM) IMpearojlaraéMbIX MOTPEeOHOCTEH TYpPHCTOB BO
BpEMsI UX OTJIbIXa, TYTEIIECTBUN U IPYTUX COCTABJIAIOIINX TYPUCTCKOIO NOTPEOIECHNUS.



Bb. CoBOKYIMHOCTh CBOMCTB TYpUCTCKHX YCIYT, MPOILIECCOB W YCJIOBUN OOCITY>KHBAaHUS TIO
YIIOBJETBOPEHUIO OOYCIIOBJICHHBIX MOTPEOHOCTEH TYpPHCTOB BO BpPEMsl UX IMYyTEUIECTBUH U
JPYTUX COCTABIISIOIIUX TYPUCTCKOTO MOTPEOICHHUS.

B. CoOBOKYITHOCTh CBOMCTB TYPUCTCKUX YCIAYT H YCJIOBHH OOCITY)XHBAaHHS IO
YJIOBJIETBOPEHHUIO OOYCIIOBJICHHBIX U (WMJIHM) MPENrojiaraéMbIX MOTPEOHOCTEH TYpPHCTOB BO
BpEMSI UX TYPUCTCKOTO MOTPEOICHHUS.

8. «Iletns xauecTBay MpoayKTa (YCIYTH) MPEACTaBIIET COOOM:

A. CxematnuHoe H300paKeHUE BUOB ACSITEIbHOCTH, OKA3bIBAIOIINX BIMSHHE HAa KaYeCTBO
IpOAYKTa (yCIyru) Ha pa3IndHbIX 3Tanax ero KU3HEHHOT'O IIUKJIa, HAYMHas OT ONpEeesICHUs
NOTPeOHOCTEN U 3aKaHUYMBAsI OLIEHKOM CTENEHU UX yIOBIECTBOPEHHUS.

b. KonuenrtyanpHyr0 MOJAENb B3aUMOCBS3aHHBIX BHJOB JAEATEIBHOCTH, OKa3bIBAIOIIUX
BJIMSTHUE HAa KAyeCTBO MPOAYyKTa (YyCIyru) Ha pa3jMyYHbIX ATAlax ero >KU3HEHHOTO IHMKIIA,
HauMHasg OT OINpeAcNeHUs] NOTPEOHOCTEM M  3aKaH4YMBass OLIGHKOHW CTENEHH HX
YIIOBJIETBOPEHHUSI.

B. KonuenrtyanpHyio MoJ€nb B3aWMOCBSI3aHHBIX BHJIOB JESTEIBHOCTH, OKa3bIBAIOLIUX
BJIMSTHUE HA KaueCTBO MPOJyKTa (YyCIyTd) Ha OTAENBHBIX ATAlax ero >KU3HEHHOTO IUKIa, U
€ro CXeMaTU4HOe U300pakeHue.

9. B TypucTCKON HHIYCTPUHU BBIACIAIOT TPU BaXKHEUIINX HAMpaBlICEHUs BO3ACHCTBUS Ha
ATaNbl «CIUPAIA Ka4eCTBa» MPOAYKTa (YCIYTH):

A. ObecrieueHrie KauecTBa, yIpaBlIeHUE KAYECTBOM U yIyUIlIeHHE KauecTBa.

b. Ynpasnenue kauecTBoM, ylnydllleHHE KadyecTBa U KOHTPOJIb KaueCTBa.

B. O6ecnieuenme kauecTBa, yrpaBieHHe KaueCTBOM U KOHTPOJIb KauecTBa.

10. Ha3oBuTE OCHOBHBIE KPUTEPUH CUCTEMBI KAUECTBA Ha TYPUCTCKOM MPEIIPUITHH:

A. Cucrema KayecTBa JI0JKHA 00ecreyrBaTh BRICOKUN YPOBEHb KauecTBa, €r0 COOTBETCTBUE
CTaHJapTaM U NOTPEOHOCTSIM MOTPEOUTEIIS.

b. Cucrema kayectBa [ODKHA OBITh HMHCTPYMEHTOM JJISl CO3JIaHUS  CIEIHAIBHBIX
TEXHOJIOTHH 110 palliOHAJILHOMY YIIPaBJIEHUIO TYPUCTCKUM MPEANIPUATHEM.

B. Cucrema kadecTBa JO/DKHa 00€cleuMBaTh  YJOBIETBOPEHHOCTh  KOHKPETHBIX
norpedurenei.

11. CocraBHbIE 2IEMEHTHI «IIUKJA JleMUHTa» Ha TYpPUCTCKOM MPEIIPUATHU:

A. IlnanupoBaHue, OCyIIECTBIEHNE, KOHTPOJIb, UCIIPaBJICHHUE.

b. IInanupoBanue, onpeaeneHue, KOHTPOJIb, UCIIPABICHNE

B. [1nanupoBaHue, ocyliecTBI€HUE, YUET, UCIIPABIICHUE.

12. Beeobmiee ynpasienue kagectsom (Total Quality Management - TQM) — so:

A. OOmeopraHu3alMOHHBIH ~ METOJ MEpPUOJMYECKOr0 TIOBBIIIEHMS] KadecTBa BCEX
OpPTraHU3AIMOHHBIX MPOIECCOB TYPUCTCKOTO MPEITPUSITHS.

b. OO6meopraHn3alliOHHBIH METOJ HENPEPBHIBHOIO IMOBBILIEHUS KayecTBa OTAEIbHBIX
OpPTraHU3aIMOHHBIX MPOIECCOB TYPUCTCKOTO MPEITPUSITHS.

B. OOmeopranu3alliOHHBIH ~ METOJ] HENPEPHIBHOTO  TOBBIINIEHHWS  KauecTBa  BCeX
OpPraHU3aLMOHHBIX IIPOLECCOB TYPUCTCKOTO IPEIIPHUSITHS.

Tect nmociie Tembr Ne2
(tect mpoBoautcsi B JYK «YnpasiieHne KauecTBOM TypucTCKHX yeayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.3
(6 uacmu 3uanuil 6A308bIX CUCTNEM MEHEONCMEHMA Kauecmed, OCHOBAHHbIX HA NPUHYUNAX
sceobuyeco kauecmsa (TQM))
Tect conepkuT TeopeTndeckre Bonpockl. B Tecte 10 Bompocos.
Kirou k tecty: 1A, 2B, 3A, 4b, 5b, 6B, 7A, 8B, 9b, 10b.
Ha npoxoxnaenue tecra naercs 20 MuH.
Wtoru mpoxoxaeHus TECTa OIEHUBAIOTCS 110 CIEIYIOIIUM MTPaBUIIaM:
- Konin4uecTBO HabpaHHBIX 0a/oB OT 81 10 100 COOTBETCTBYET OIIEHKE «OTIIMYHOY;
- KOTM4eCcTBO HaOpaHHBIX 0amioB oT 61 10 80 COOTBETCTBYET OIIEHKE «XOPOIIIOY;



- KOJIMYeCcTBO HaOpaHHBIX 6ayioB oT 50 10 60 COOTBETCTBYET OIICHKE
«yJIOBIICTBOPUTEIHHOY;
- KOJIN4eCTBO 0a/u1oB MeHblIe 50 COOTBETCTBYET OLIEHKE «HEYIOBIETBOPUTEILHOY.

Bonpocs! Tecra:

1. Ha yem ocHOBaHa KOHIICIIIIKSA BCEOOMIEro ypasieHus kadectBom (TQM)?

A. Ha moHMMaHu# TOTo, 4TO YIpaBJeHHE BCeMH chepaMu ACATENbHOCTH TYPHIPEANPHITUSA
HEO0OXOIMMO OPTraHU30BBIBATH UCXO/Is1 U3 HHTEPECOB KauecTRa.

b. Ha moHnManuu T0r0, 4TO YIpaBieHHEe OTACIbHBIMU chepamMu JesITeIbHOCTH TYPIPEAIPUSTHS
HEO0OXOIMMO OPTraHU30BBIBATH UCXO/ISl U3 HHTEPECOB KauecTRa.

B. Ha moHumaHuu TOTO, YTO YyIpaBI€HHUE BCeMH chepaMu AEATEIBHOCTU TYPIPEANPHUSTUS
HEO0OXOIMMO OPraHU30BBIBATH UCXO/S U3 MHTEPECOB MOTPEOUTEIIS.

2. 'maBHast OpUEHTAIMS KOHIIEIIIMY BCEOOIIero ynpasieHus kadectsom (TQM):

A. TlocTtosiHHOE yiydllleHHE KauecTBa, MAaKCHMHU3ALUIO MPOU3BOACTBEHHBIX 3aTpaT U MOCTaBKa
TOYHO B CPOK.

b. [TocTrosiHHOE ynydllleHHne KayecTBa, MUHUMU3AIHMIO PON3BOJACTBEHHBIX 3aTpaT U IMOCTaBKa IO
JIOTOBOPY.

B. IlocrosiHHOE ymydlleHHe KauyecTBa, MUHUMHU3AIMIO MMPOU3BOJICTBEHHBIX 3aTpaT M IMOCTAaBKa
TOYHO B CPOK.

3. Kakue popmbl 00yueHus nepcoHana npuMeHsrorest B TQM?

A. AKTUBHEIC - JICTIOBBIC UTPHI, CIICITUAITBHBIE TECThI, KOMITBIOTEPHBIC METOIBI U JIP.

b. TpaguioHHsbIe - JIEKIHH, CEMUHAPHI.

B. Jlexunu, npakTHUYECKUE 3aHATHS.

4. MeHe)KMEHT KauecTBa B TypU3ME — 3TO:

A. TlnanupoBaHue W KOHTPOJb KadecTBa OOCITY)KHBaHUS IMOTpEOUTENEH B COOTBETCTBUU CO
CTaHJapTaMH KauecTBa TYPUCTCKOTO MPEANPHUSATHUSI.

b. [lestenpHOCTh B pamMKax oOmmIed (GpyHKIMH yIpaBiIeHHUs] TYPUCTCKUM MPEINPUATHEM, KOTOpast
ompezenseT NOJUTHKY B 00JIaCTH KayecTBa, LIeJIN 1 0053aHHOCTH B paMKaxX CHUCTEMbI KauecTBa, a
TaKXKe OCYIIECTBISIET WX TIOCPEACTBOM IUIAHUPOBAHHS KAdyecTBa, YIPABICHHS KadeCTBOM,
o0ecrevyeHns KauecTBa M YIYy4IlIeHUs KauyecTBa.

B. ObGecneuenne M KOHTpPOJIb KayecTBa OOCHY>KMBaHUS NOTPEOMUTENEH B COOTBETCTBUU CO
CTaHJapTaMH KauecTBa TYPUCTCKOTO MPEANPHUSATHSI.

5. [ImannpoBaHue Ka4ecTBa YCIyT B TYpU3Me CBSI3aHO C:

A. Koutponem cucrembl oOecriedeHHss KadecTBa KaK OPraHU3alMOHHOW CTPYKTYPHI,
BKITIOYAOIIEH (PYHKIINH, JOKYMEHTAIIHIO, MTPOLECCH M PECypChl, HEOOXOAUMBIE ISl CO3JIAHMS,
NoJJIep>KaHUsl HE0OXOJMMOTO YPOBHS KauecTBa U €ro yIYUIIeHHs Ha BCEX CTAAMIX KU3HEHHOTO
LUKJIa IPOJIYKTA.

b. Coznmanuem cuctembl oOecrieyeHHMsl KadyecTBa KaK OPraHU3alMOHHOW CTPYKTYpHI,
BKITIOYAOMIEH (YHKINH, JOKYMEHTAIIUIO, MPOLECCH M PEeCypChl, HEOOXOAUMBIE JUISI CO3JIAHMS,
noJiep)KaHusl HEOOXOJUMOTO YPOBHS KauecTBa U €ro YIYYIIECHHUs Ha BCEX CTaJUsAX KU3HEHHOTO
LUKJIA IPOIYKTA.

B. ITopnep:kanuem cuctemMbl oOecTiedeHns KauecTBa, BKIIOYAIONMEH (pYHKINH, TOKYMEHTALUIO U
pecypchl, HeOOXOMMBIE ISl CO3MAaHUs, MOIACP)KaHUsT HEOOXOAMMOTO YPOBHS KadecTBa W €To
yIy4IIEHUS Ha BCEX CTAIUSAX JKU3HEHHOTO IUKJIA MTPOIYKTa.

6. OGecrnieyeHne KauyecTBa B Typu3Me — 3TO:

A. OtnenpHbIC BUABI TYPUCTCKOW AESITENLHOCTH B paMKaX CHUCTEMBI KayecTBa, HEOOXOIMMBIS
JUIE  CO3[aHUsl TYPHUCTCKOTO TMPOJYKTa (YCJIyTH), COOTBETCTBYIOIIETO  ONpEACICHHBIM
TpeOOBaHUSAM.

b. [InannpyemMbie 1 IEPUOTUICCKA OCYIIECTBIIIEMbIE BUIBI TYPUCTCKON JACATEIBHOCTH B PAMKax
CHUCTEMBl KayecTBa, HEOOXOAMMbIE Ui CO3JaHHMS TYPUCTCKOTO MpoAyKTa (yCIyrH),
COOTBETCTBYIOIIETO ONPEICIICHHBIM TPEOOBAHUIM
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B. Bce mnanupyemble M1 METOIMYECKH OCYLIECTBIISIEMBIE BUJBI TYPUCTCKON JEATEIBHOCTH B
paMKax CHCTEMBbl KauecTBa, HEOOXOIMMBIE Ui CO3/1aHUs TYPUCTCKOTO MPOAYyKTa (YCIIyTH),
COOTBETCTBYIOILETO ONPEEIEHHBIM TPEOOBAHUSIM.

7. Kakue ypoBHM pemieHHs 3a7ady B 00jacTH oOecreueHus KayecTBa MNpOAyKTa (yCIyrH)
BBIIETISIIOT HA TYPUCTCKOM IPEIIPUITUN?

A. CTpaTernyeckuii, TAKTUYECKUI U OTIEPATUBHBIMN.

b. Crpaternueckui, TEKyIMi U ONEpaTUBHBIM.

B. Ctparerndeckuii, TAKTHYECKUH U BEIOOPOYHBIIA.

8. Kakue s1eMeHTHI BKIIOYAET CUCTEMA KYJIbTYPBl 00CITyKUBAHHS?

A. TIpou3BOACTBEHHBIN Mpolecc, KBalU(UKAIUSA MepcoHana, CTaHIapThl KauecTBa MPOAYKTa
(yeayr).

b. O6yyenue nepcoHana, Mporu3BOJICTBEHHBIN MPOIECC, KBATU(DHUKAIUS epCOHANA.

B. Buapl, acCOpTUMEHT M KayecTBO YCIYr, HH(OPMAIIMOHHO-PEKIAMHOE COMPOBOXKICHHE
JEeSTENIbHOCTH TYPUCTCKOTO NPeAIpUaTus, IpodhecCHOHaIbHOE MaCTEPCTBO IIEpCOHAIA.

9. Uro sBAsEeTCS KIIOYEBBIM AJIEMEHTOM KOPIIOPATUBHOM KYJBTYpbl JIIOOOIO TYpPUCTCKOTO
NpeanpuaTus?

A. CrangapTsl KauecTBa.

b. Kynbrypa o0cnykuBaHus.

B. KBanuduxanus nepconaia.

10. MexaHu3Mm ymOpaBleHUST Pa3BUTHEM CHUCTEMbl KadecTBa TYPUCTCKOTO MPEINPHUSATHS
BKJIIOYAET:

A. OtnenbHble NEHCTBUS Ha OCHOBE Pa3BUTHUS OPraHMU3AIMOHHON CYOKYJIBTYpBI; MOCTEIEHHOE
YCOBEPIIEHCTBOBAHUE ITPOU3BOJICTBEHHBIX IIPOLIECCOB NMPEANPUATHUS C YUETOM IPUBEPKEHHOCTU
PYKOBOIMTENS K MpoOieMe KauecTna.

b. IlocnenoBatenbHble HEOOXOAMMBIE JEHCTBUS HA OCHOBE pa3BUTHUS OpraHU3allMOHHON
CYOKYJIbTYpBI; TOCTEIIEHHOE, MOIIarOBOE YCOBEPILIEHCTBOBAHUE MPOU3BOICTBEHHBIX MPOIIECCOB
NPEINPUATHS C YIETOM MTPUBEP)KEHHOCTH PYKOBOAUTEIS K TPOoOIeMe KayecTBa.

B. IlocnenoBarenbHble ACHCTBUS HAa OCHOBE DPAa3BUTHUSA OPraHU3allMOHHON CYOKYIBTYpBI;
YCOBEPIICHCTBOBAHNWE HEKOTOPHIX IPOLECCOB MPEAUPUITHS C YUYETOM MPHUBEPKEHHOCTU
PYKOBOJUTENS K MpoOiIeMe KauecTBa.

CamocTosiTe1bHasi padora Ne 1
(nposepxa cpopmuposannocmu OIIK-3, unouxamop HU/-OI1K-3.2
(6 wacmu nasviko6 npumenenus Memooos OYeHKU YOO8IemEOPEeHHOCIU nompedumenetl))

3ananue npezacrasieHo B DYK «Ynpasnenne kauecTBoM TyprcTckux yeiyr» B LMS Moodle.
OneHnTh YpOBEHb KauecTBa YCIYTH CaAMOCTOSITENBHO BBIOPAHHOTO TYPHPEANPHATHS METOIOM
HKCHEPTHOM OLIEHKU U C PAacYeTOM CpEIHEB3BELICHHOI0 MoKa3areis mo oOpasiy mnpumepa 2
n.3.7 temsl 3 y4eOHoro nocobusi MenpHukoBoit U.I'. «YnpaBieHue kauyecTBOM B TYpUCTCKOMN
UHIYCTPUM.

[IpaBuiia  BBICTABIECHHUSA OIEHKH IO PE3VIbTATAM _ CAMOCTOSATENLHOM  pabOTHI:-
«yJIOBJICTBOPHUTEIBHO» - TPOBEAEHA JKCHEPTHAsI OIEHKAa KayecTBa CaMOCTOSITEIBHO
BBIOpAHHOTO TYPIPOAYKTa (YCIyTH) MO CaMOCTOSITENILHO BBIOPAHHOM cHCTEME OLIEHKH,

- «XOpOIIO» - MPOBEJEHA IKCIEPTHAS OIEHKAa KayecTBa CaMOCTOSTEIHHO BBIOPAHHOTO
TypIpoaykTa (yCIyrd) MO CaMOCTOSITENILHO BBIOPAHHOHM cHCTEME OILIEHKH; pacCuuTaH
CPEIHEB3BEIICHHBI TMOKa3aTeb; pacyeThl OPOpPMIIECHH B BHUAC TAOJHIBI W HAMUCAH
HETIOJIHBIM BBIBOJI 110 PE3YJIbTATAM IIPOBEAEHHBIX PACUETOB;

- «OTIUYHOY» - TIPOBEJCHA DKCIEPTHAs OIEHKA KAa4eCTBAa CAMOCTOSATEIHLHO BBIOPAHHOTO
TypIpoaykTa (yCIyrd) MO CaMOCTOSITENIHO BBIOPAHHOHM cHCTEME OILIEHKH; pacCuuTaH
CPEIHEB3BEIICHHBIA TOKAa3aTeb; pacueThl OQOpMIIEHBI B BHUJIEC TAONHIBI M HAIMMCaH
MIOJIHBIN BBIBOJ 10 PE3YJIbTaTaM IPOBEJICHHBIX PACUETOB.
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CamocrosiTesbHas padora Ne 2
(nposepxa cpopmuposannocmu OIIK-3, unouxamop U/-OI1K-3.3
(6 wacmu ymenust nposoOums oyeHKy pe3yibmamueHOCmu U 3PHexmusHocmu cucmem
MEHeONCMEHMa Kauecmeaa))

3amanue npezacrasieHo B DYK «YmpasneHue kauecTBoM TypucTckux ycayr» B LMS Moodle.
OueHuTh KauyecTBO TPYIAOBOW JAEATEIbHOCTH COTPYJHHUKAa CaMOCTOSITENIBHO BBIOPAHHOTO
TYypIPEANPUATHS (MCIIOJIb3Yysl CBOM OMBIT) MO 00pa3iy mpumepa S5 m.3.7 TemMbl 3 ydeOHOTO
nocobuss MensHukoBoit N.I'. «YnpaBiieHHe KaueCTBOM B TYPUCTCKOW MHIYyCTpum». PaccuuraTh
CPEIHIOI0 OIICHKY KayecTBa TPYAOBOH JEATEIbHOCTH COTpynHuKa. IlocTpouts mnpoduiis
KauyecTBa TPYIOBOM JEATEIBHOCTH COTPYAHUKA TYPIPEANPUSITHUSI.

IIpaBuia BbICTaBICHUS OLIEHKH IO PE3YJIbTaTaM CaMOCTOSATENIbHOW PabOoThI:

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

- «XOpOLIO» - IIPOBEJECHA OLEHKa KadecTBa TPYAOBOW JEATEIbHOCTH COTPYIHHUKA
CaMOCTOSITENIbHO BBIOPAaHHOIO TYPIIPEIIPUATHS; IPOBEIEH pacyeT CpeAHed OLIEHKU
Ka4ecTBa TPYJOBOH JESITEIHbHOCTH COTPYAHUKA; TIOCTPOCH MPOQIIb KauecTBa TPYIOBOK
JESATEIIBHOCTH COTPYIHUKA U HAaMCAH HENOJHBIA BBIBOJ 10 PE3yibTaTaM IIPOBEICHHBIX
pacyeToB;

- «OTJIMYHO» IIPOBEJEHA OLIEHKa KayecTBa TPYIOBOM JACIATEIBHOCTH COTPYIHUKA
CaMOCTOSITENIbHO BbIOPAaHHOI'O TYPIPEANPUSATHUS; MPOBEAEH pPACUET CPEIHEH OLIEHKU
Ka4yecTBa TPYJOBOH NEesATEeIbHOCTH COTPYAHUKA; IOCTPOECH NPOQHIIb KauecTBa TPYIOBOH
JIeATEIbHOCTH COTPYJHMKA W HANMCaH IOJHBIM BBIBOJ IO pe3yjbTaTaM IIPOBEIECHHBIX
pacyeToB.

2. Ciucok BONPOCOB M (WJIM) 3a/IaHMI /151 TPOBEAeHUs IPOMEKYTOYHOM aTTecTalluu

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

OIIK-3.2 u OIIK-3.2) Ha OCHOBE MPOBEPKU TEOPETHYECKOr0 MaTepuaia. [Ipi 3TOM y4uThIBaeTCS
c(OpMHUPOBAHHOCTh HABBIKOB M YMEHHMIl Ha NpPAaKTHMUECKUX 3aHATHSIX BO BpeMsi pabOThl B
CeMeCTpe.

BOooo~NoGRWDE

12.
13.
14.

0.

CnHcoK BONPOCOB K IK3aMEHY:
[ToHsiTHE U CYITHOCTH KayecTBa YCIYTH.
CoBpeMeHHbIE TOAXOABI K YIIPABICHUIO KAYECTBOM YCIIYT.
Konuenius cooTBeTCTBHSI CTaHAAPTY.
KoHuenmus cooTBeTCTBYSI NPOIYKIUH SKCIUTYaTallUOHHBIM XapaKTEPUCTUKAM.
Konnenius cooTBeTcTBHSI SBHBIM TPEOOBaHUSIM MOTPEOUTENEH.
JlaTeHTHast KOHILIETILUS 00eCIIeUeHHs KauecTBa.
Bceobiee ympasnenne kadectsom (TQM).
IToxazarenu kauecTBa TYPUCTKOM yCIIyTH.
Metonabl MEHEKMEHTA B TYPUCTCKOW HHTYCTPHH.
Oransl «CMpany KaueCcTBa» TYPUCTCKON YCIYTH.
«Iletns kauecTBa» TYpUCTCKON yCIyTH.
@dakTopbl BHEJPEHUS BCEOOIIETO YIIPaBIEHUS KAaUeCTBOM B TYPUCTCKOW MHTYCTPHH.
[Ipouecc BHeApeHUS BCEOOIIETO YIPaBIeHUs KaYECTBOM B TYPUCTCKOM MHIYCTPHH.
DKCIepTHBIE METO/IbI OLIEHKU Ka4eCTBA YCIIYTH.
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15. MeTononorust noCcTpoeHUsE KOHTPOJIBHON KapThl.

16. MeTononorus noCTpOEHUs MPUUNHHO-CIIEICTBEHHOMN THarpaMMBbl.

17. Merononorust noctpoeHus: auarpammel [lapero.

18. MeTononorusi HOCTPOEHUS THCTOTPaMM.

19. Mopaensb ynpaBieHus: TEXHOIOTHYECKHM MTPOIIECCOM.

20. Oco0OeHHOCTH yrpaBiIeHUS KAYECTBOM B TYPUCTCKOM MHIYCTPUH.

21. Meronomnorus pa3pabOTKH HOBOM TYPUCTCKON MPOTPAMMBI.

22. ToBapHas Mapka: Ha3HA4YEHUE JJI HOTPEOUTENS U IPOU3BOIUTEIS.

23. MUK TYpUCTCKOTO POAYKTA.

24. I'apaHTHs TYPUCTCKOTO MPOAYKTAa.

25. CTpyKTypa TYpUCTCKOTO IIPOIYKTA C TIO3ULIUHU MTOTPEOUTEIIS.

26. CyurHocTh (PYHKIIMOHAIBHOTO MOAX0/1a K CO3JJaHHUI0 TYPUCTCKOTO IPOAYKTA.

27. ®YHKIUU TYPUCTCKOTO IPOAYKTA.

28. Onenka 3(pEeKTUBHOCTH peaTn3aliy MOTPEOUTEITHCKIUX CBOUCTB TYPHUCTCKOTO
IPOJIYKTA.

29. Ceprudukaius cucTeMbl KauecTBa OPTaHU3aIIIH.

30. Crparernu KOHKYpEeHTHOH O0OpHOBI Ha OCHOBE Ka4eCcTBa YCIIYT.

HpaBn.Ha BbICTABJICHHUA OLICHKHN HA 3K3aMCHE.

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

[Io wrtoram »5K3ameHa BBICTABISIETCS OJHA U3 OLEHOK: «OTIMYHO», «XOpOILIO»,
«YZOBJIETBOPUTEIILHO» UIIA «HEYOBICTBOPUTEIBLHOY.

Ounenka «OTJMYHO» BBICTABISIETCS CTYICHTY, KOTOPBIM JEMOHCTPUPYET IIyOOKOoe U
IIOJIHOE BJIAJICHUE COJEPKaHUEM MaTepuaia U MOHATUIHHBIM alllapaToM MEHEPKMEHTa KauecTBa
TYpYyCIIyT; OCYILECTBISET MEXKIPEIMETHBIE CBA3H; YMEET CBA3BIBATH TEOPUIO C IPAKTHKOMH.
CryneHT naer pa3BepHYTHIE, MTOJIHbIE U YETKHUE OTBETHI HA BOIPOCHI SK3aMEHAIIMOHHOTO Ouiiera
U JIOTIOJIHUTENIbHBIE BOIMPOCHI, COOJIOAET JIOTHYECKYIO TOCIEJOBATEIbHOCTh MPU U3JI0KEHUU
MaTepuaia. [ paMOTHO HMCIONB3yeT TEPMUHOJIOTHI0 MEHEPKMEHTa KauecTBa TYPUCTCKUX YCIyT
U 00CITyXHBaHHUS.

Onenka «Xopomo» BBICTABISAETCS CTYIEHTY, OTBET KOTOPOTO Ha IK3aMEHE B IIEJIOM
COOTBETCTBYIOT YKa3aHHBIM BbIIIE KPUTEPHUSIM, HO OTIMYAETCS MEHbIIEH OOCTOSATENBHOCTHIO,
rI1yOMHOM, 00OCHOBAHHOCTBIO U TOJHOTOW. B 0TBeTe MMEIOT MECTO OTAeNbHbIE HETOUYHOCTU
(HecyllecTBEHHbIE  OIMIMOKM), KOTOpble  HCIPABIAIOTCA  CaMUM  CTYJEHTOM  IOCie
JIOTIOTHUTENBHBIX U (WJIM) YTOUHSIONIIMX BOIIPOCOB 3K3aMEHATOpa.

Onenka «Y10BJIEeTBOPHUTEIbHO» BBICTABISETCS CTYAECHTY, KOTOPBIM 1aeT HELOCTATOYHO
MOJIHBIE W [OCJIEJIOBATEIbHBIE OTBETHl HA BOMPOCHl HAK3aMEHAIIMOHHOro Ouiera u
JIOTIOJTHUTEIIBHBIE BOIIPOCHI, HO MPH 3TOM JIEMOHCTPUPYET YMEHHE BBIACIUTDH CYLIECTBEHHBIE U
HECYIIECTBEHHbIE TPU3HAKU U YCTAHOBUTH MPUUYUHHO-CIIEJICTBEHHBIE CBA3H. OTBETHI M3NIaraercs
B TEpPMHHAX MEHEI)KMEHTa KadecTBa TYpPYCIyr, HO TpPH 3TOM JONMYCKAIOTCA OLIMOKH B
ONpEeNIEHU U PACKPBITUH HEKOTOPHIX OCHOBHBIX MOHITHHA, (OPMYIUPOBKE MOJOKEHUH,
KOTOpBIE CTYAEHT 3aTpyJHSETCS MCIPaBUTh CaMoOCToATeNnbHO. llpm aprymeHranum orsera
CTYJIEHT He OOOCHOBBIBAET CBOM CYXJeHMs. Ha yacTh NOMOJHUTENBHBIX BOMPOCOB CTYIEHT
3aTpyIHAETCS 1aTh OTBET UJIU 1a€T HEBEPHBIE OTBETHI.

Ounenka «HeynoB/1eTBOPHUTEIBHO» BBICTABISETCS CTYACHTY, KOTOPbII 1€MOHCTPUPYET
pa3po3HEHHbIe, OECCUCTEMHBIE 3HAHM;, OCCIIOPAJOYHO M HEYBEPEHHO M3JIaraeT Marepuai; He
YMEET BBIIEISAThH [NIABHOE U BTOPOCTETIEHHOE, HE YMEET COEANHATh TEOPETUUECKHE MOJIOKEHHUS C
NPaKTUKOH, HE YCTaHABIMBAeT MEXIPEAMETHBIE CBS3H; JOINMYyCKaeT TrpyOble OMIMOKH TNpH
OTpe/IeNIEHUU CYIIHOCTH PpAcCKpPbhIBAEMBbIX MOHSTUN, SBICHWUN, BCIEICTBUE HETIOHUMAHHUS HX
CYLIECTBEHHBIX M HECYIIECTBEHHBIX IPU3HAKOB U CBA3€H; JAaeT HENOJHBbIE OTBETHI, JIOTUKA U
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IIOCJIEA0OBATENBHOCTD H3JIOKEHUS KOTOPBIX HMEIOT CYIIECTBEHHbIE M MPHUHLUUIHUAIbHBIE
HapyleHus, B OTBETAX OTCYTCTBYIOT BBIBOJbI. JlOMOJHUTENBHBIE M YTOUHSIOLIME BOIPOCHI
JK3aMEHAaTOpa HE MPUBOAAT K KOPPEKLUUU OTBETOB CTyJAeHTa. Ha OCHOBHyIO 4YacTb
JIOTIOJIHUTEIBHBIX BOIIPOCOB CTYACHT 3aTPYAHSAETCA JaTh OTBET WM J1a€T HEBEPHBIE OTBETHI.

Onenka «HeynoBIeTBOPUTEIBHO» BBICTABISAETCS TAaKXKE CTYAEHTY, KOTOPBIA B34
9K3aMEHAIIMOHHBIN OMIIET, HO OTBEYaTh OTKA3aJICS.

IIpuiaoxenune Ne 2 k paboueil nporpaMmme JUCHUNIIMHBI
«YnpaBjieHHe KA4eCTBOM TYPHCTCKHX YCJIYT H 00CTyKUBAHUS
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MeToanuyecKkue YKazaHudA AJA CTYACHTOB IO OCBOCHUIO T CHUIIJIUHBI

B xoxe u3ydeHus JAHHOrO Kypca CTYHAEHT AOJDKEH OBJIAJETh METOIMKAMH YIPABICHUS
Ka4eCTBOM B TYPUCTCKOW HMHJIYCTPUU C LEJIBIO CO3/IaHUSI KOHKYPEHTOCIIOCOOHOW YCIIyTM Ha
OCHOBE €€ KayeCTBa, a TAK)Ke IMPOBEICHUS OIICHKH Pe3yIbTaTUBHOCTH U 3(P(PEKTUBHOCTH CUCTEM
MEHEDKMEHTA Ka4eCTBa.

OcHoOBHOI1 (bOpMOﬁ HN3JT0XKCHUA yqe6Horo Marepuraia 1o JUCHUIIIMHE ABJIAIOTCA JICKIIUU U
MMPAKTUYCCKUC 3aHATUSA, IPUYICM ITOCIICAHHUEC B JOCTATOYHO 0O0JIBIIIOM 00BEME.

i yCHemHoro ocBOEHUs AUCUMILIMHBI OYE€Hb Ba)KHO BBIIOJIHEHUE IPAKTUYECKHUX
3ajaHuid. OCHOBHasi LeJb NPAKTHYECKUX 3aJaHUil — IOMOYb YCBOUTh (YHIAMEHTAJIbHbIE
IOHATUST M OCHOBBI YIPABJIEHUS KaueCTBOM B TYPUCTCKOW WHAYCTpUU. 3aJaHus IJs
CaMOCTOSITEJIbHOTO BBIMOJHEHUS (OPMYIUPYIOTCS Ha JEKUUSAX U NPAKTHUECKUX 3aHATHUSX.
[TonHBIN cruCcOK 3ajaHui JUIsl caMOCTOSATENBHON paboThl MO TeMaM (pas3aesaM) JUCLUIUIMHBI
npusereH B DYK B LMS Moodle «YmpaBieHne kauecTBOM TypHCTCKUAX YCIYT» U B y4eOHOM
nocobun MenbHukoBoii WM.I'. YmnpaBneHnue kauecTBOM B TYpUCTCKOM uHIycTpuu. Takxke
IPOBOJATCS KOHCYJIbTALMU (IIPU HEOOXOJUMOCTH) IO pa3dopy 3aJaHuil sl CaMOCTOSTEIbHON
paboThl, KOTOPBIE BBI3BAIU 3aTPYAHECHHUS.

Jlns camocTosATENbHON pabOThI, B TOM YHCIIC W IOBTOpAa Pa300pPaHHOrO0 Ha JICKIMH H
MpPaKTUYECKUX 3aHATUSAX MaTepHalia, PEKOMEHIYeTCsl HCIO0Jb30BaTh ydeOHOoe Tmocolue
MenbHukoBori M.I'. YmpaBieHue kauecTBOM B TypUCTCKOM uHAycTtpuu, 2016 rox uznanus
(omeKkTpoHHAss BepcUsi B OJEKTPOHHOM  OuOiImorexke ydeOHbIX MmatepuasioB  AplY
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php). Ou cocrour u3 4 pa3aenoB, B KOTOPHIX
paccMaTpUBAIOTCS aKTyalIbHBIE TTPOOJIEMBI YIIPABIECHUS KAUYECTBOM, BKIIFOYAIOIIUE €TI0 OCHOBBI 1
BONpPOCHl obecrieueHus: 3(p(HEKTUBHOTO YIPABIECHUS KAa4eCTBOM Ha TYPUCTCKHX MPEANPHUSATHIX.
Marepuan Kaxa0oro paszeiia BKIIOYAeT B CE0sl KPaTKOE M3JIOKEHUE TEOPETUUECKOTO MaTeprana
10 33JJaHHOM TeMe U BOIIPOCHI.

B xonIIe Kypca CTyIeHTHI CAAOT SK3aMeH. DK3aMeH MPUHUMAETCS 110 HK3aMEHAIMOHHBIM
Ouyietam, KaXIblii M3 KOTOPBHIX BKJIIOUAaeT B ce0s JBa TeOpeTHYecKux Bompoca. [Ipu 3Tom
VUUTHIBACTCS TeKylIas paboTa CTyIEeHTa B CEMECTpe Ha TMpaKkTUYeCcKuX 3aHsATuax. Ha
CaMOCTOSITENIbHYIO MOJATOTOBKY K AK3aMEHY BBIIENsAETCA 3 JHS, B 3TO BPEMs MPEAYyCMOTpEHa U
TPYIIOBasi KOHCYJIbTAITHSI.

OcBouTh BOMNPOCHI, U3JIaraéMble B MPOLIECCE M3YUEHUS IUCLUMILUIMHBI CAMOCTOSITENBHO
CTYJIGHTY KpailHe CJI0)KHO. DTO CBS3aHO CO CIIOKHOCTBIO M3y4aeMOro MaTepuaia U OOJBIITUM
ob0vemMoM Kkypca. [losTomy moceleHHe BCEX AayAMTOPHBIX 3aHSATHI SBISIETCS COBEPILIEHHO
HE0OXOAUMBIM. be3 ymOpHBIX U PETYNSIPHBIX 3aHSATHN B TEUEHHUE CEMECTpa CIIaTh IK3aMEH I10
UTOTaM U3yUYEHUS TUCUUILIMHBI CTYJEHTY MPAKTHUYECKH HEBO3MOXKHO.
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