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BBeaenue

CoBpemMeHHas colanbHas paboTa HalpaBJieHa HE IPOCTO HAa OKa3aHUE
KBaJTU(PUIMPOBAHHON  MOMOIINM  Pa3HbIM  KaTeropusiM  HACEJICHUS,
HO Y Ha MOBBIIICHUE KAYECTBA >KU3HU OTHAEJbHBIX WHIWBUJIIOB U OOIIECTBA
B 11e710M. KadecTBO COIMAaNbHBIX YCIYT B ’TOM KOHTEKCTE BBICTYIIAET BaXK-
HEWIIEeH COCTaBISIONICH KauyeCcTBa >KU3HHU KIMEHTOB COIMAIbHOU PadOTHI.
B COBpeMEHHBIX YCIIOBHSX aKTyIM3UPYIOTCS BOMPOCHI MOBBIMIEHUS Kade-
CTBa COILIMAJILHOM MOMOIIY U MOJJIEPKKHA HACEJICHHUS U BHEJAPEHUS COIUAIIb-
HBIX CTaHAAPTOB B MPAKTUKY COLMAIBHON padoThl. [IpuMeHeHne KBaTuMeT-
PUYECKOT0 MOAX0/JIa B COBPEMEHHOM COLIMAIbHOW paboTe mpu3BaHo Gopma-
JU3UPOBaTh TPeOOBaHUS K YPOBHIO KadyeCTBA JESITEIBHOCTU COLMAIBHBIX
CITy>K0 M MpeIOoCTaBIIEMbIX UMHU COIUAIIBHBIX YCIYT U MOBBICUThH PE3yjIbTa-
TUBHOCTh OKa3aHUS COLHAIBHON MTOMOIIY HACEIECHUIO.

KBaniuTonorust u KBaauMeTpus SIBJISIFOTCSA OTHOCUTEIILHO HOBBIMU MPU-
KJIJIHBIMU HAYYHBIMH AUCUUIUIMHAMH, TPU3BAHHBIMU TOBBIIIATH KAYECTBO
COLIMAJILHBIX YCIYT, OKa3bIBAEMBbIX OpraHU3ALMSIMU COLMAIBLHOU cdephl,
a Tak)ke 00ecneynuTh 0€30MaCHOCTh U 0JIaronoayydyne rpaxaaH.

CranmapTuzanus COHaTbHBIX YCIYT MO3BOJUT YHUPUIIUPOBATH TpeOO-
BaHMS K KaJpaM COIMajIbHOM c(epbl Ha ATare MOJyYeHUs] UMU 00pa30BaHUS
U B Mpo(PeCcCHOHATIBHON €S TEIbHOCTH.

[lenpro yueOHO-METOANYECKOTO Mocoous «KBanuTogoTHs U KBaJIUMET-
pusi B collMaIbHOM paboTe» siBhsercss GOpMUPOBAHUE y CTYACHTOB IPE-
CTaBJICHUN 00 OCHOBAaX KBAJIUTOJIOTUM U KBAJTUMETPUH B COLIMAIBLHON pabo-
T€, METOJIOJIOTUU OLIEHKM KAa4yeCTBA M CTAHIAPTU3ALWHN COLHUAIBHBIX YCIIYT.
B pe3ynbTaTe ocBOeHUs Kypca oOydaromiudecs: mojydyaT 3HaHUs, HEOOXO11-
MbI€ KaK JUIsi TPOQECCUOHAIBHON NESTEIbHOCTH, TaK W IS MOBBIIMICHUS
oO011ell KOMIETEHTHOCTH B 00JIACTH OLICHKH KaueCTBa COITUATIBHBIX YCIYT.

N3yueHne NUCHMIUIMHBI HAMPABJICHO HAa (POPMHUPOBAHHE CHOCOOHOCTHU
K IPOBEJICHUIO OMNEPATUBHOTO KOHTPOJISI M peaau3allii MEPOINPHUITHN
0 MOBBIMICHUIO YP(HEKTUBHOCTU ACATEILHOCTH COTPYAHUKOB U MOJpa3Jie-
JICHUW OpTraHU3aIUi, 3aHATHIX COLMAJIbHOM 3aIUTON IPAXKIAH.

B pe3ynbTaTe 0CBOCHUS JUCIUIUINHBI CTYJACHTHI TOJKHBI

3Hamb:

- CYIIHOCTh NOHSATHSI «Ka4€CTBO COL[MATIbHOU YCITyTH;

- TEOPETUUECKUE U METOJOJIOTUYECKHUE OCHOBBI OLICHKU M CTaHIapTU3a-
MY KQ4ECTBA COUNAIBHBIX YCIIYT;



ymems:

- HCTI0JIb30BaTh OCHOBHBIE METObI YIIPABJICHUS KAUYECTBOM;

- OPTaHU30BbIBATh U MPOBOJAUTH MEPOIMPUATUS MO YIYUIICHUIO Kaye-
CTBA COLIMATIBHBIX YCIIYT;

- popMUpOBaTh CHUCTEMBbI OILICHMBAHUS KadyecTBa MPEAOCTABISIEMBbIX
HACEJICHUIO TOCYIapCTBEHHBIMU M HETOCYAapCTBEHHBIMU, KOMMEPUYECKUMU
1 HEKOMMEPUYECKUMU OPTraHU3AIUSIMH COIUATIbHBIX YCIYT;

- AaHAJIM3UPOBATH PE3YJbTATHl KOHTPOJS KAadeCTBA COLUMAIBHBIX YCIYT
C 1eNbI0 (P OPMUPOBAHUS MPEIIOKEHUN MO COBEPIICHCTBOBAHUIO COIIAAIb-
HOT'0 00CITyKUBaHUS;

enaoems:

- HaBBIKAMH U3MEPEHUS U KAYECTBEHHOM OLIEHKHU COIMAIBHBIX YCIIYT;

- HaBBIKAMH COBPEMEHHOI'0 TIOUCKA U 00pabOTKH UH(POPMALUK;

- METOJIaMH KPUTHYECKON OIIEHKH MH(OPMAIIUH.

JlanHoe mocoOue pacKphIBAET TEOPETUKO-METOMOJIOTUYECKUE U IpaK-
TUYECKHUE BOMPOCHI KBAJIUTOJOTMU U KBAJMMETPUU B COLMAIBHON padorte,
HE0OXOoUMBIE ISl TIOATOTOBKHM CTYACHTOB HarpaniieHus: «CoruanbHas pa-
0ota». [locobue Mo CTPYKType U COJIEPHKAHUIO COOTBETCTBYIOT MPOrpamMme
Kypca IUCHUIUIMHBI «KBaquTOIOTHS M KBAJIUMETPUS B COLMAIBHON pabo-
Te», pazpabotanHou B cooTBeTcTBUH ¢ ®PI'OC BO (3++), m nmpenHazHA4YeHO
JUISL CTYJIEHTOB MO HampaBiaeHnuio noarotoBku 39.04.02 «ConuanbHas pado-
Ta», Npoduiib « TeXHOIOTUNU COBPEMEHHOW COLMATIbHOM PadbOThI».



1. OcHOBBI KBAaAUTOAOTHH ¥ KBAAIMETPHUH
B IIPAKTUKE COIIUAABHOM pabOTHI

B pesynbTaTe n3yueHus JaHHON TeMbl 00y4YaroIUics JOJDKEH

3HAMb

MOHSTHUE «KAYECTBOY;

MOHATHUE, BUABI U OOBEKTHI KBAIUMETPUU;

POJIb KBAJIMMETPUHU B MPAKTUKE COBPEMEHHOM COIMATBHON paOOTHI;

61a0emsy

OOIIMMU HaBbIKAMU OMEPUPOBAHUS MOHATUSIMU U3 00JIACTH KBaJHUMET-
PHM Y KBaJIUTOJIOTHUH;

ymemb

ONpPEeAENIATh POJIb KaUeCTBAa B COBPEMEHHOM COIMANIbHOM padoTe.

Memoouueckue pekomenoayuu K uzydenuro memsi. [Ipountaiite Teope-
THUYECKUN MaTepuall, OTBETbTE HA BOMPOCHI JJIsI CAMOIIPOBEPKU U BBITIOJIHU-
T€ NMPAKTUYECKUE 3aJaHUs], IPEJACTABICHHBIE B KOHIIE TEMBI.

Kak By npakTuyeckou AeATEIbHOCTU CollMabHasl paboTa HampaBjeHa
Ha OKa3aHWE YCIyr JIOJISAM W TPyIIaM JHOJIeH, HAXOASIMMCS B TPYIHOU
KA3HCHHOW CHUTyallud W HE HWMEIOIIMM BO3MOYKHOCTH CaMOCTOSITEIIBHO
CIIPAaBUTBHCA ¢ HEU. KauecTBO COMANbHBIX YCIYT B YCIOBUAX TEXHOJIOTH3a-
MW COIMATILHON pabOThl U POPMHUPOBAHUS MEHEIKEPATUCTCKOTO MOAX0a
K €€ yIpaBJICHUIO OKa3bIBAC€TCSA BaXHEMIIEHW KAaTErOpUEN ITOro0 BUJA IIPO-
(peccHOHaNbHON NEATENIbHOCTH. MEHEIHKEPATUCTCKUN MOAX0 K yIpaBJie-
HUIO COLIMAIIBHOW paboTOi MoJapa3yMeBaeT YIPaBICHHE MNPOU3BOACTBOM
Y OKa3aHUEM COLMAIIbHBIX YCIYT, HAIPABJICHHBIX HA MHUHUMH3ALMIO COLU-
anbHBIX NpoTuBopeunil. [Ipu 3TOM 3HaUEHNE UMEIOT HE TOJIBKO U HE CTOJIb-
KO (popMasibHbIE OOBEKTUBHBIE KPUTEPUHM KaueCTBa COIMAIBHOTO OOCITYKH-
BaHMS, CKOJIbKO CYOBEKTHBHAsl OLICHKA YJIOBJIETBOPEHHOCTH MOTpeOuTEnei
IIPEAOCTABISIEMBIM CEPBUCOM, a IOJy4YaTEIN COLUAIBHBIX YCIyT CTAHOBSTCS
IJIaBHBIMU CYOBEKTaMH OIIEHKHM KauecTBa. KBaJIUTOJOTHS B COBPEMEHHOM
COLIMAIbHOM paboTe MPEe/ICTABISIETCS METOIOJIOTHYECKOW U TEOPETHUECKOMN
0a30i1 OLIEHKH Ka4eCTBa COLIUATIbHBIX YCIIYT.

KBanumerpusi npeacranisieT coOOM 4acTh HAYYHOTO 3HAHUS, 00JacTh
KBaJIMTOJIOTHH, B LEHTPE KOTOPOW HAXOJUTCS OLIEHKA KA4eCTBA PA3JIMYHBIX
oowekToB [1, c.7]. KBamumerpus mnpusBaHa u3y4daTh, aHAJIU3UPOBATH
Y BHEAPSTH MPUHIUITBI U METOJIbI KOJIMYECTBEHHOW OLIEHKH KayeCTBa.



B kayecTtBe 00BEKTOB KBAJTUMETPHUHM BBICTYHAIOT OOBEKTHI MaTepHUalb-
HOT'O U HEMATEPHUATBHOTO MPOUCXOXKICHUS, KAUECTBO KOTOPHIX MOKHO OIIEe-
HUTH KOJIMYECTBEHHBIMU W Ka4€CTBEHHBIMU MeTojaMu. [IpenmeTom kBayiu-
METPUM TIPUHATO CUUTATh METObI OLICHUBAHHUS KaueCTBa MPEAOCTABISIEMbIX
TOBAPOB WJIN YCIIYT.

Hcxoas 3 moHMMaHus MpeaMeTa U 00beKTa KBATMMETPUU, HEOOXO 1~
MO KOHKPETH3UPOBaTh €€ IEHTPaIbHOE MOHITHE — «KadecTBO». KauecTBo
SABJISIETCS CJIOKHBIM M MHOTOACTIEKTHBIM CBOMCTBOM MpEIMETa WIIH SBJICHUS
U paccMaTpUBAeTCAd B Pa3HbIX aclekTax: B (uiIocoCKOM KIH4e — Kak
CBOMCTBO, OTpa)Karollee rIIyOMHHYIO CYIIHOCTh IPEAMETa U B IIparmMaTuye-
CKOM ILJIaHE — KaK «XapaKTEePUCTHUKA OOBEKTOB, 0OHAPYKUBAIOIIASACS B CO-
BOKYITHOCTH UX CBOUCTB» [2].

KBanumeTpusi kacaeTcsi BOIPOCOB OIEHMBAHMS KadecTBa yCIyr (mpo-
IYKTOB) U OPTraHU3AUOHHBIX CTPYKTYP U MPOU3BOJCTBEHHBIX ITPOLIECCOB.

AKTHUBHOE BHEAPEHHE KBAIMMETPUYECKOTO IMOJX0JIa B COLMAIbHYIO
chepy Hayanoch B comnuainbHbix ciyxbax CIIA u Epomnsl B 1970-¢ rT.
1 OBLIO CBSI3aHO C BHEAPEHUEM MEHEIKEPATUCTCKOrO MOAX0Ja K YIpaBiie-
HUIO collMaabHbIMU cepBucamu. [lokazareneM 3¢ (HEeKTUBHOCTH COIMATBLHOMN
paboOThI SIBJISICTCS MHTErpajibHAs XapaKTEPUCTHKA «KAYECTBO >KU3HU Hace-
JICHUSD», KOTOpasi BKJIIOYAET B c€0s1 COBOKYITHOCTh OMPEICICHHBIX MMapaMeT-
pPOB: TPOJIOJKUTENBHOCTh JKU3HU, YPOBEHb OOpa3oBaHusi U mpodeccuo-
HaJIbHOW TOJTrOTOBKH, 0JIaroCOCTOSIHUE HACEJIeHUs, 00ECIeUeHHOCTh YCITy-
raMu pas3JIMuHbIX HMHQPPACTPYyKTYpHBIX oTpacield. [loBwilieHne KadecTBa
KU3HU HACEJICHUA SIBJISICTCS IEJbI0 JIESITEIBbHOCTH CIEIUATNCTa COLUAIIb-
HOM cephbl OT PpyKOBOAUTENS COLMAIBHON CIYXObI 10 KOHKPETHOTO COIIU-
anbHOTO paboTHUKA. Peanu3anus 3TOM 1eIM MOIpa3yMeBaeT CKOOPAUHHUPO-
BaHHYIO0 PabOTy CHEUUAIMCTOB BCEX YPOBHEW, aHAIUTHUYECKYIO JEATEIIb-
HOCTb OPTraHOB YIPAaBIICHUSI U 3aKOHOJIATEJIbHOM BJIACTU C YYETOM MEXY-
HapOJHBIX CTAaHJAPTOB KAYECTBA.

KauectBo siBiieTCsi 0OBEKTOM MHOTHMX COBPEMEHHBIX OTECYECTBEHHBIX
1 3apyOeKHBIX HAYYHBIX UCCIICIOBAHUM B paMKaxX KBAJIUTOJOTUM KaK HAay4-
HOT'O 3HAHMSI.

KBanuTonioruss — 3T0 HayyHas OTpaciib 3HAHHWA, W3y4arollas 3aKOHO-
MEpPHOCTH MOJIy4YEHHSI MH(POPMAIIUKM O KaueCTBE 00BEKTA Ha BCEX ATarax ero
»KU3HEHHOTO IuKja [3, c. 11].

CoBpeMeHHasi collaibHasi padoTa JOHKHA OCYIIECTBISATHCS C IpUMe-
HEHHEM KBAJUTOJOTHMYECKOr0 MOJAXO0Ja, KOTOPHIM BKIIIOYAET OIEHKY Kaue-
CTBa yIPaBJIECHYECKOU NEATEIbHOCTU, padOTy B MHTEpEcaxX MOBBIIICHUS Ka-
YEeCTBa KMU3HU MOJIy4yaTeseil COlMaIbHBIX YCIYT.



A. N. CyberTo B pamMKax KBAJIMTOJIOTHYECKOTO IOJXO0/Ia BBIICIISIET
NPUHIUI TPUEAUHCTBA TECOPUM KAauyeCTBA, TECOPUM HU3MEPEHUS U TEOPUU
yIpaBjieHusl KauyecTBOM [16]. B CcTpyKkTypy KBaJIHMTOJIOTUM BXOIAT TEOPHS
Ka4yeCTBa, TEOPHUs yIPaBICHUS Ka4eCTBOM, MEHEI)KMEHT KayecTBa, CUCTEMA
KaueCTBAa U KBAIMMETPHUA. A KauyeCTBO, B CBOIO OUEpE/lb, ABISETCS 0a30BOM
KaTETOPUEN KBAIIUTOJIOTHUH.

CoBpeMeHHasi colualbHasl JACHCTBUTEIBHOCTh TpPeOyeT B KaXIAOM
YUPEXKJACHUN OPTraHU3AIMU CUCTEMBbI YIIPABJICHUS KAYECTBOM U €r0 OIICHKH.
KBanumerpusi kak Hayka B Halledl cTpaHe Oa3upyeTcsi Ha MCCIEIOBAHUAX
Hay4YHbIX HarpapjieHUd U mKojd. K HUM oTHocATcs MOCKOBCKas Hay4Has
mkona, mnpeacrabineHHas I. . AsrampmoBeiM, A. B. T'aandesbim,
B. U. Cunbko u np., u Cankr-IlerepOyprckasi HaydHas IIKojda B JIUIE
O. M. AnapuanoBa, M. B. Jlomaruna, A. E. CadonoBa, C. b. lIBaHnoBa
u ap. IIpoGnemamMu OLIEHKHM KauyecTBa COLMAIIBHBIX YCIYyT B COBPEMEHHOM
comranbHOM padote 3anumarotrcs E. P. CmupHoBa-fpckas, b. A. Cynakos,
JI. B. Tommuwmii [17] u np.

[lenecooOpa3HOCTh KBATUMETPUU KaK HAYYHOW JUCIUIIJIMHBI B COIIU-
albHOU paboTe MPOABISAETCS B paclIMpeHUU cPepbl €€ MPUMEHEHUS B CO-
nuaiabHo cepe. ConuanbHasi KBAUIMMETPUS BBOJUTCS B y4EOHBIE MPO-
rpaMMbl MHOTHX BY30B, BBIITYCKAIOIIUX CHEIUAIKNCTOB IMOMOTAIOIINX
npodeccui.

B cTpykTypy KBaJIUMETPUHU BXOIUT OOIIETEOpETHUECKAsT KBATUMETPUS,
CBs3aHHAs C OLICHKOM KauecTBa; CIelMaIbHAs KBAJIUMETPHs, pa3padaThiBa-
IOIlIasl CTIeMalbHbIe METOJIMKU M MOJIENU; TIpeAMEeTHas KBaauMeTpus (Ipo-
OYKIWH, TpyJa, MPOEKTOB U IMpolieccoB). K mpeameTHONW KBaTIUMETPUU
MOYXHO OTHECTH U COLMAJIbHYIO KBAJIUMETPHUIO, LEJIbI0 KOTOPOW SIBIACTCS
OLICHKA KayecTBa JESATEIBbHOCTH COIMAIBHBIX CIYXKO W MPEIOCTaBIsSEMbIX
umu yciyr. HeoOXoauMo MoaYepKHYTh, UTO KBAaJTUMETPUS SIBIISIETCS MEX-
JUCIUTIIIMHAPHON 00JIaCThIO 3HAHUS, U OTUM OOYCJIOBJIEHA €€ B3aHMMOCBSI3h
CO MHOTMMH OTPACIISIMU HAYYHOTO 3HAHHS.

KBanumeTpusi B colfuaibHON pabOTEe MO3BOJISIET U3ydaTh JAHHBIE O Ka-
4eCTBE, HEOOXOIUMBbIE JIJIsl MOBBIIEHUS 3 (HEKTUBHOCTH COLMATBHBIX YCIYT
OpraHM3aluil U CHEIHUAINCTOB COITMAIbHOM CcQephl, YTO, B CBOIO OYepeb,
MOBBIIIAET KAYECTBO KU3HU MOJydyaTeiaend colualibHbIX yciayr. Hopmartus-
HOM 1 METOJIMYECKOM 06a30i KBaJTUMETPUHU B COIMATILHOM c(pepe BHICTYMAIOT
MEKIYHAPOJHbIE U HAIIMOHAJIBHBIE CTAHIAPTHI KAYECTBA JEATEIBHOCTU CO-
UAAJIBHBIX CIYXKO U MPEJOCTABIISIEMBIX MU COLIMAIBHBIX YCIYT.

B T'OCT P 52495-2005 «CouuanbHoe oOciayxkuBaHue. TepMHUHBI
Y ONIPEAEIIEHUS PACKPBIBAETCA COAEPKAHUE MOHATHS «KAYECTBO COLMAIIb-



HOW YCIIYTH»: «... 3TO COBOKYITHOCTh CBOVWCTB COLMAIILHOW YCIIYTH, OIpEc-
Jsonas €€ BO3MOXKHOCTh M CIIOCOOHOCTH YJIOBJIETBOPSITH MOTPEOHOCTH
KJIMEHTA COLMAJIbHOM CIIY>KObl U OCYILIECTBUTH €r0 COIMAIbHYIO peaduiin-
TAIUIO WX COLIMATIbHYIO alanTaiuoy [6].

CmeHa napagurMbl COIMAIBLHOM padOThI ¢ MaTepHAIU3Ma HA MEHEIKepa-
nu3M, Habromaemast ¢ Hadaia 1990-x rr., mpuBesna K yCUJICHUIO posi hopma-
JIM30BaHHBIX METOJOB KOHTPOJIS 32 JIESATEIbHOCTHIO CIEIUATUCTOB COIUANb-
HOI1 cpepbl, paHee padOTaBIIMX C OOJbIIIEH CTEIIEHbI0 ABTOHOMHOCTH.

MeHemKepaTuCTCKUN TIOAX0/I B COBPEMEHHOM COLMaIbHON pabote
TpeOyeT Ooibiieit 3hPEKTUBHOCTH U OT CAMUX CIECHHAIUCTOB IO COILUAIIb-
HOM pabOTe Ha OCHOBE CHUCTEMBI YETKO CHOPMYIMPOBAHHBIX KOMIIETCHIUN
Y TEXHOJIOTU3ALMU U perjaMeHTallluy MpoleAyp UX MpoPecCuoHaIbLHOM Jie-
ATEIHHOCTH.

Bonpocwt dna camonposepku

1. UTo BXOAUT B MOHSTHUS «KBAJTUTOJIOTHUS» U «KBATUMETPHUS»?

2. HazoBuTe 00BEKT U IPEAMET KBATUMETPUU KaK HAYKHU.

3. UTo BXOJIUT B CTPYKTYPY KBAJIUTOJIOTUM?

4. B 4eMm 3akito4aeTcsl 1eJ1ecO00pPa3HOCTh KBATUMETPUU KaK HAyYHOMH
JTUCHUIUIMHBI B COIUAIBHOM padboTe?

5. JlanTte onpeneneHne KauecTBa COLUAIBHON YCIyTH.

3adaHusa das npakmuueckol pabomsl Nno meme

3amanue 1

Brinuimrte u3 )KypHaaoB, BKIIOUEHHBIX B HAYUYHYIO AJIEKTPOHHYIO OUO-
auoteky Elibrary (https://www.elibrary.ru), He MeHee 3 cTareil Mo KBaJIH-
MeTpuM (Ha3BaHUE, aBTOP U BBIXOJHBIC JaHHbIE). CaenaiiTe KpaTkuil 0030p
cratedt B fokymente Word (1,5-2 ctpanuiisl Ha 3 crathu). s mpocmotpa
MOJTHBIX TEKCTOB B HaYYHOMU 3JIeKTpoHHOM OmOnmoteke Elibrary Heoboxomu-
Ma IEpCOHAJIbHAS PETUCTPALUA C YKa3aHUEM IPUHAIJICKHOCTU K Apl'Y.

Kputepuu o11eHKU BBITIOJIHEHUS 3a/IaHUS:

- OPUTHMHAIBHOCTH U CAMOCTOSITEIbHOCTh PaOOTHI;

- TPaMOTHOCTh TUCbMEHHOU peuu;

- YETKOCTb U3JI0KEHUS.

3aganue 2

3anoJIHuTe Ta6J'H/II_[y OCHOBHBIX IMOAXOJOB K OINPCACIICHHUIO K KBAJIUTO-
JIOTUHU U KBAJIUMCTPHUU.



No OnpeneneHne KBATUTOJIOTUH
ABTOp HcTounuk
n/n (KBaJIMMETPUH)
1.
2.
3.
3ananue 3

[IpoBenuTe CpaBHUTENBHBIM aHATU3 MOJXOJOB K OIpPEICICHUI0 Kaye-
ctBa. OTBET Npe/ICTaBbTE B TAOJUYHOU (popme.

No ABTOp Onpenenenue KiroueBbie XxapakTepuCTUKA
n/m Ka4yeCcTBa Ka4yeCcTBa

1.

2.

3.

2. KBaaAmMmeTpudecKre TeXHOAOTHH

B CHICTE€ME COBPEMEHHOMU COIIMAABHOM PabOTHI

B pesynbrare u3ydeHus: JaHHON TEMbI O0y4arOUNCs T0TKEH

3HAMb

MOHATUE U BUJBI KBAJIMMETPUUYECKUX TEXHOJIOTMUA B CUCTEME COLMAJIb-
HOU paOoTHI ;

enademso

OCHOBHBIMU KBAJIUMETPUUYECKUMU TEXHOJIOTUAMU;

ymemo

IIPUMEHATh METOJIbl OLEHKHA KayeCTBa COLUAIBHBIX YCIIYT, IPEAOCTaB-
JSIEMBIX YUPEKACHUSIMU COLIMATIBHOMN CEPBHI.

Memoouueckue pexomenoayuu x uszyyenuro memol. IlpounTtaiite Teope-
TUYECKUN MaTepual, OTBEThTE Ha BOMPOCHI JJIsi CAMOIIPOBEPKU U BBITIOJIHU-
T€ NPAKTUYECKUE 3a/1aHUs, IPEJCTABICHHBIE B KOHIIC TEMBI.

Jlnst moBeIieHust 3PpGHEeKTUBHOCTH COIMAILHOM pabOThl Ha BCEX YPOB-
HSIX HEOOXOIMM CHCTEMHBIN IOJXO0J, ITO3BOJSIOIIMA C HCIOJIb30BaHUEM
HAy4YHO-METOI0JIOTHYECKOT0 (PyHAaMEHTa TPUMEHSTH B MTPOGEeCCUOHATTbHON
AESATEILHOCTU TPAAUIIMOHHBIE 1 MHHOBAIIMOHHBIE COLIMAIbHBIE TEXHOJIOTHHU.

9



OO0uias Teopus CUCTEM IMO3BOJISIET BBIJICIUTh B TPOPECCUOHAIBHOM CO-
UATBbHONM padoTe CleayIoIIUe KOMIOHEHThl U OCOOCHHOCTU: B3aUMOCBS-
3aHHBIE W B3aMMO3aBHUCHMBIC YaCTH; IIEJIOCTHOCTh; pa3zHOOOpaszue dJacTeu
CHUCTEMBbI; MEXaHHU3M CaMOCOXPaHEHHMs, CaMOABWKCHUS U CaMOpPa3BUTHS;
BHYTPEHHIOIO OPraHU30BAHHOCTb.

CuCcTeMHBIM TTOAX0JT K COLMAIBHON paboTe HEBO3MOXKEH 0€3 TEeXHOJIO-
ruzaiuu. [Ipobiema TexHoMIoru3anuu ColuaibHOM cephl ABISETCS Hayd-
HbIM HMHTEepecoM MHOTHX oTeuecTBeHHbIX (M. @. Anberosa, U. I'. 3aiinbI-
mes, I1. JI. [TaBnenok, E. . XonocroBa) u 3apyoexnsix (P. [[»oHcoHC,
M. Mooan, M. Ileitn) uccienoBateneil. AHaIU3 HayYHbIX UCTOYHUKOB MO3BO-
JWJI aBTOpaM OIPEICIUTh TEXHOJOTUM COIUAIBLHOM PabOThl KaK COBOKYII-
HOCTb 3HAHUW M KOMIIETECHIIMH B 00JIACTH COLMAIBHON MPAKTUKH, IIEJIHIO
KOTOPBIX SIBJISIETCSI MOCJIEIOBATEILHOE PEIICHUE COIUANIBHBIX 3aJ]lau C MPHU-
MEHEHHEM IIPUEMOB COLMAIBLHOW TUArHOCTHUKH;, MPOTHO3UPOBAHUS, MO/IE-
JIMPOBAaHUS ¥ MPOEKTUPOBAHUS COLUAIBHBIX MPOIECCOB; METOJIOB PEIICHUS
KOH(JIUKTHBIX CUTyalliid U HUBEJIUPOBAHUS COLMATBHBIX TPOTUBOPEUUIA.

[ToTpeOHOCTH COBPEMEHHOTO POCCHICKOTO OOIIECTBAa CTaBAT MEPE CO-
[MaIbHON paboTol Kak mpodeccrueld U y4eOHON TUCIUTIIMHON 3a7a4i BHE-
pEHUSI TEXHOJOTUN OIIEHKM KadyeCcTBa, KBATUMETPUUECKUX COIMATBHBIX TEX-
Hosoruii. ObecreueHne YIOBICTBOPEHUS HYXJ TOJydaresied Ha BBICOKOM
YPOBHE SABJISIETCS MNPUOPUTETHBIM HAIPaBICHUEM JCATEILHOCTH CHEIUATHU-
CTOB COLMATILHOM Cepbl, UX MPOPECCHOHATBHBIM U HPABCTBEHHBIM JOJITOM.

Braeapenne KBaTMMETPHUIECKOTO TOAX0/Ia B COIUAIBHYIO PaOOTy SIBJIS-
€TCS OCOOCHHO aKTyaJbHBIM B CBSI3M C HEOOXOJMMOCTHIO Pa3paOOTKH CH-
CTEMBbI OIICHKU Ka4yeCTBa COIUAJIbHBIX YCIYT.

KBanmumeTrpudeckuii moaxo B COIMAIbHOM padOTe MO3BOJISICT (PUKCH-
pOBaTh U CTPYKTYPUPOBATh 3aKOHOMEPHOCTH, MPUHIIUIIBI U METOAbI OLICHKH
Ka4yeCTBa COIMAIBHBIX YCIYT U IIpollecca UX MPOU3BOJCTBA U MPEA0CTaBIIC-
HUsI, YTO BBIpAXKAETCA B pa3padOTKe W NPUMEHEHHE KBAJTUMETPHUYCCKUX
TEXHOJIOTHH.

KBanmmmerpudeckne TeXHOJOTMU MMOHUMAIOTCS KaK KOMILJIEKC CIIOCOOOB
OIICHUBAHUA W KpUTepueB (MOKa3aTesiel) OLICHKH KadecTBa COILMAJIbHBIX
YCIIyT.

OHu MOryT OBITH pa3jielieHbl Ha TpHU OOJbIINE T'PYHIbl: oOmue (mpea-
Ha3HAYCHHBIC IS OIICHKH KadecTBa OOBEKTOB JIOOOr0 MaTepHATBHOTO
MIPOM3BOCTBA); OTpacieBbie (IpeaHa3HAUCHHBIC IS OIIEHKU KadyecTBa 00b-
€KTOB B OTJICJIBHBIX OTpAC/IsAX — 00pa30BaHUU, MEIMIIMHE, COI[MAJIbHON 3a-
IUTE U T. 11.); 9acTHBIC (MMpeIHa3HAYCHHBIC NI OIICHKH KauyeCTBa OOBEKTOB
B KOHKPETHOM HaIlpaBJICHUU JICSITEILHOCTH).
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MeToasl cColMaibHON KBAIIMMETPUM MOXHO Pa3feivuTh Ha TEOpETUYE-
ckue (oOIIeHay4YHbIe) U NPUKIagHbIe (OIlEHKAa Ka4ecTBa OTJCIbHBIX 00ObEK-
TOB — TOBAPOB WJIM YCIYT, a TAKXXE MPOILIECCOB UX MPOU3BOJCTBA).

OHUM M3 OCHOBHBIX MPHUKJIATHBIX METOJIOB COIMAIBHON KBaJUMETPUU
SBJISICTCSI OLICHUBaHUE (U1 U3MEPECHUE).

B 3apy0erxHol HaydHOM JIUTEpaType OlICHUBAHNE pacCMaTPHUBACTCS KaK
CaMOCTOSITEJIbHBIA TUIT UCCIeA0BaHUsS. OHO UMEET CBOIO HCTOPHUIO Pa3BH-
THUsI, CBOI0 0COOYIO0 METOJIOJOTHIO0 MOCTAHOBKHU U PELICHUS MPOOIEMHBIX BO-
npocoB. ConpanipbHas cdepa, BKIIOYArOIIAss TaKue CEerMEHThI, Kak 00pa3oBa-
HUE, 3/IpaBOOXPAHECHHUE, COIMaIbHOE OOCIYXHWBaHUE, TAKXXE HMEET CBOU
TpaJULINY OIICHUBAHUS, UHAUKATOPHI, TPOOJIIEMHBIE 00JIACTH, HAJl KOTOPBIMU
paboTaroT CHEIUATUCTHI MPO(ECCHOHATBHBIX aCCOIUAIIMNA BO MHOTHX CTpa-
Hax mupa. KoHeuHas 11e/ib OIIEHWMBAHUS — 3TO COBEPUICHCTBOBAHHE ITPO-
rpaMM, MPOLECCOB, CTPYKTYP, CEPBUCOB, MO3BOJISIOMIMX YJIYUYIIATh Kade-
CTBO KU3HU YEJIOBEKA B OOIIECTRE.

TexHosorust olieHUBaHUS KauyecTBa B cepe COLUABHBIX YCIYT U CEp-
BHCa 0a3upyeTcs Ha TPEX OCHOBAHUSX, CBS3AHHBIX C OOECIEYEHHEM Kaue-
CTBa >KM3HU 4YE€JOBEKa B COBPEMEHHOM MOCTHHIYCTPHUAIBLHOM OOIIECTBE,
C MMPOTUBOJEUCTBUEM «COIUAIBHOMY WKJIMBEHUYECTBY», KOHTPOJIEM HAJl HE-
rOCyJapCTBEHHBIM CEKTOPOM IPEIOCTABICHUS COLMAIBHBIX YCIyTI Hacele-
HU1O. OLICHUBAaHUE B CUCTEME COLUAIBHBIX YCIYT M COIMAIIBHOIO CEpBHCA
BO MHOTHMX CTpPaHaX CBA3aHO C PA3JWYHBIMU MPOLECCAMU, TPOUCXOIAIIUMHU
B oOmrectBe. OHAKO y BCEX CTPaH, KOTOPHIE BHIOMPAIOT MOJIENb COLUAIIb-
HOI'0 TOCYJapCTBa, OIICHUBAHUE HEMOCPEICTBEHHO CBSA3AHO C KayeCTBOM
KU3HU yenoBeka. KauecTBO KM3HU B TAHHOM KOHTEKCTE pacCMaTpPUBAECTCS
C IO3UIMN pEANN3alMU COLMAIBHBIX MPOrpPaMM, OCYILIECTBISEMBIX TOCY-
JAPCTBOM B paMKax JECUCTBYIOIIETO 3aKOHOAATEIbCTBRA.

JpyruMm nojaxoaoM K KiacCU(pUKaIMU METOJIOB COIUAIbHON KBAJIMMET-
pUU ABJISIETCS pa3/esieHHe MX Ha JBE OOJIbIIKME TPYMNIbl — OOBEKTHUBHBIC
U CyOBEKTUBHBIE.

OOBEKTUBHBIE METOJIbI COIUATIBHOW KBaJIUMETPUM TO3BOJISIIOT 3a(uK-
CUpOBaTh OOBEKTUBHBIC XapPAKTEPUCTUKU M CBONCTBA MPEIOCTABISIEMbIX
yCIIyT, HalIpuMep BpeMs okazaHus yciayru. OObeKTUBHBIE METO/IbI, KaK Mpa-
BWJIO, MPEAYCMATPUBAIOT KOJWYECTBEHHYIO OICEHKY KaueCTBa COILIMAJIbHBIX
YCIIYT, MOJ KOTOPOW MOHUMAETCS HEKOTOPBIM OTHOCUTEIILHBIN MOKA3aTEIb
Ka4eCTBa paCCMATPUBAEMON YCIYTH, BBIYUCIISIEMbIN 110 OTHOIIEHHIO K MOKa-
3aTEII0 KAa4eCTBa yCIyTH, IPUHITOrO KaK CTaHapT.

CyOBbeKTHUBHBIE METOJbI MPEANoJiaraloT CyObeKTUBHYIO OIIEHKY B OC-
HOBHOM KaY€CTBEHHBIX XapaKTEPUCTUK U CBOMCTB COIUAIBHBIX YCIYT.
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BaxxHo OTMETHTB, YTO COBpeMEHHas coluajgbHas padoTa MpeuMyIIe-
CTBEHHO HOCHT CYOBEKT-CyOBEKTHBIM XapakTep, MOoJpa3yMeBaIONIU YXO/I
OT MAaTEPHAIUCTCKOM MOJENIM COIMAIBHOTO OOCITY>KMBAaHUS M BOCIIUTAHUE
B TIOJTyYaTelie COIMAIBHBIX YCIYI HAaBBIKOB CaMOCTOSTEIIBHOTO BBIXOJIA
U3 TPYJIHOM KU3HEHHOW CUTYyallMu. ITO 00ECHEUUT JJIsi KIMEHTa CUCTEMBI CO-
UATBHOTO OOCTYXKUBAHUS JATBLHEHIITYI0O BOZMOKHOCTh HE3aBUCUMOM >KU3HHU.
B cBsi3u ¢ 3TUM HEO0OXOIUMO H3MEPSTh PE3YJIbTaTUBHOCTh KaK COIMAJILHBIX
CIIy0, TaK ¥ OTACIBHBIX COIHAIBHBIX PAOOTHHKOB MPH TMOMOIIM HAYYHO
00OCHOBaHHBIX METOJIOB U MPUEMOB OILICHKH KadecTBa M 3(D(PEKTUBHOCTH HX
AeSITeILHOCTH. TakuM 00pa3oM, TIOHATHE KauyecTBa COIMAILHOM YCIIYTH OKa-
3BIBACTCSl TECHO CBSI3aHHBIM C KaTreropueit 3(hpeKTUBHOCTH COLMAJIbHOM pado-
Tol. [loHsiTHE 3 PEKTUBHOCTH ONpeeaeTcss KaKk OTHOLIEHUE MEXIY JOCTHUT-
HYTBIM PE3yJIbTaTOM M 3aTpauyeHHBIMU PECYPCAMH.

[To uctounuky mHpOpMaUK METOMBI COIUATBLHON KBAJIMMETPHUHU KJlac-
CU(UIMPYIOTCS HA HKCIIEPTHHIE, AaHATTUTUYECKHUE U KOMIUJIEKCHBIE.

Hanbonee BOCTpeOOBAaHHBIM B COIMAIBHON pabOTe€ C TOUKU 3pEHUS
KBAJIMMETPUYECKOTO MOJX0/Ia SBIISETCS DKCIEPTHBIN METO/, B KOTOPOM OC-
HOBHBIM CyOBEKTOM OIIEHKH BBICTYIAET CaM YeJIOBEK.

AHAJIIUTHYECKUMH Ha3bIBAIOTCS TaKUE CIOCOOBI OIEHWBAHUS KAadeCTBa,
B KOTOPBIX JUIsI OMPEACIICHUS KJIIOYEBBIX MapaMeTpPOB KadecTBa OOXOMSITCS
0e3 MpUBJICYCHHUS IKCIIEPTOB.

KomrmiekcHbie MeTOABI — 3TO CIOCOOBI OIEHHWBAHUS, MPHU KOTOPBIX
3HAYECHHE HEKOTOPOH YaCTHU YMCIIOBBIX XapaKTEPUCTUK OOBEKTAa OMpeaesis-
€TCSl AKCIEPTHBIM METOJIOM, & OCTAIbHBIE — aHATUTUYECKUM.

BakHoe MecTo B cucTeMe CONMATbHOW KBAJIUMETPUM 3aHUMAET KBaJIH-
METpUYECKasi TEXHOJIOTHS COIMAJIbHOTO MOHHMTOPHWHIA, OOECIeYnBaroIas
HEIMPEPBHIBHOE MPOJIOHTMPOBAHHOE HAOJIOJCHUE 32 COLMAIBHBIM OOBEKTOM
U TIO3BOJISIIONIAs MPUHUMATh aJICKBaTHBIC M CBOEBPEMEHHBIC YIIPABIICHYE-
CKHE pelIeHUS.

Takum o0Opa3oM, BHEAPEHHE KBAIMMETPUUECKUX TEXHOJOTHI B COIU-
aMbHYI0 paOOTy IMO3BOJIUT MOBBICUTH Kaue€CTBO yIPaBJICHUS COIMATIBLHBIMU
CIy>K0aMy U CTIeMaICTaMu Ha MecTax, ooecneduTh 3 (PEeKTUBHOCTH OKa-
3aHUS COIMATBHBIX YCIYT HACETIEHUIO.

Bonpocwt dna camonpoesepku

1. JlaliTe onpeneneHne KBaIUMETPUUECCKUX TEXHOIOTHA.
2. IlepeuncnuTe OCHOBHBIE ACTIEKTHI MOJTOTOBKH CIICIIUAIACTOB MOMO-
rarouux npodeccuit.
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3. Uto nmpenctaBiseT co00i KBATUMETPUUECKUM MOJIXO0 B COIIMATIBLHON
paborte?

4. JlaliTe onpeaeaeHUe KBAIMMETPUIECKUX TEXHOJIOTUH.

5. KakuM kputepusiM J0JPKHA OTBEUYaTh COLMaIbHAsg paboTa ¢ TOYKHU
3pE€HUS KBAJIMMETPUUECKOro mmoaxona’?

3adaHue daa npakmuueckoii pabomut

3amanue 1

[TucpmMenHO OTBEeTHTE Ha Bompoc «Kakue hakTophl M yCIOBUS IPUBETH
K HEO0OXOJUMOCTH BHEJPEHHUS KBAJUTOJOTHYECKOUX TEXHOJOTUM B COILIU-
abHYI0 paboTy?»

KpI/ITepI/II/I OLCHKH BBIITOJHCHUS 3aaHU:

- OPUTHMHAIBHOCTh M CAMOCTOSATENIBHOCTh paboThl (He MeHee 70 % opu-
THHAJIBHOCTH MO MporpamMme «AHTUILIaruaT» https://www.antiplagiat.ru/,
JJI IPOBEPKU HY)KHA PETHCTPALUS B CUCTEME);

- coZiepKaTeNbHas MOJHOTA OTBETA;

- YETKOCTh U3JI0KEHUS;

- FPAMOTHOCTbh MUCBMEHHOM peyH.

3ananue 2
3anonaure Tadbauiy «Kinaccuukanust KBaTuMETPUUECKUX TEXHOJIOTUII.

['pynma TexHonoruu OcHOBHBIC 33/1a41 [Tpumepsnr

OO0mme TeXHOJIOTUA

OTtpacneBbie TEXHOJIOTUN

YacTHbIE TEXHOJOTHHU

KpI/ITepI/II/I OLCHKH BBIITOJTHCHUA 3adaHU:

- OPUT'HHAJIBHOCTDb U CaAMOCTOATCIIbHOCTD pa6OTBI;
- YUCT UMCIOIUXCA KBAJTUMCTPHUUCCKUX TCOpHﬁ;
- UCTKOCTDb U3JI0KCHMU:.
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3. Ouenka 3 PpeKTUBHOCTH U KAUECTBA COLMUAABHBIX YCAYT
B CHCTEME COITMAABHOI padoThI

B pesynbTaTe n3yueHus JaHHON TeMbl 00y4YaroIUics JOJDKEH

3HAMb

OCHOBHBIC MOHSTHS, Kacaromuecs OleHKH 3p()EKTUBHOCTH U KauyeCcTBa
COLIMAJIbHBIX YCIIYT;

61a0emsy

HaBbIKAMH COOTHECEHUsI MOHATHUN KadecTBa U 3(PPEKTUBHOCTU COIU-
aJIbHBIX YCIYT B CUCTEME COBPEMEHHOM COIIMAIbHOM pabOTHI;

ymemb

ONpEeACNATh POJIb Ka4eCTBA COUMAIBHBIX YCIYT B (DOPMUPOBAHUU Kaye-
CTBE >KA3HU MOJTyYaTEICH COLUATBHBIX YCIIYT.

Memoouueckue pekomenoayuu Kk uzydenuro memsl. [Ipountaiite Teope-
THUYECKUN MaTepuall, OTBETbTE Ha BOMPOCHI JJIsI CAMOIIPOBEPKU U BBITIOJIHU-
T€ MPAKTUYECKUE 3aJaHUs], IPEJACTABICHHBIE B KOHIIE TEMBI.

N3y4as Bonpoc o1eHKH 3PHEKTUBHOCTHA U KaU4€CTBA COLMAIBHBIX YCIIyT
B CUCTEME COILMaIbHON pabOoThl, HEOOXOAUMO MUMEThH MPEJCTABICHUE O MO-
HATUHU, OCOOCHHOCTSIX U KJIACCU(PUKAIIMU ITUX YCIYT, @ TAKXKE O COOTHOIIIE-
HUU 3THUX KATETOPUH.

C TOYKM 3peHUsI SKOHOMUYECKON TEOPUHU YCIyra XapaKTEpU3yeTcCsl Kak
HEKUI HEMaTepUaJIbHbIA TOBAP, KOTOPBIN 00Ja1aeT criein(pUIECKUMU CBOM-
CTBaMH: HEOCA3aEMOCTBIO, PACXOAYEMOCTBIO (HEBO3MOXHOCTBIO UCIIOJIb30-
BaTh MOBTOPHO WJIM OTJIOKHUTH Ha OyAyliiee), Hepa3AeTMMOCThIO MTOCTABIIIN-
Ka U TOTpeOuUTENs yCIyrd, OJHOBPEMEHHOCTBIO MPEIOCTABICHUS U TTOTy4e-
HUsI, BApUAOEIbHOCTHIO (YHUKAIBHOCTHIO, MPUHIIUITHAIBHBIM OTCYTCTBUEM
BOCIIPOU3BECTH YCIYTy MTOBTOPHO TOYb-B-TOYb ).

B conumansHol chepe 0COOEHHOCTH YCIyT Kak creru@uyHoro ToBapa
MPEJTOMIISIIOTCS. B CBSI3M C OCOOCHHOCTSIMU JTaHHOU cephl U UX KU3HECHHOMN
3HAYMMOCTBIO JUISl KJIMEHTOB COLIMAJIbHON pabOThl M pa3BUTHA OOIIECTBA
B LIEJIOM.

CoumanbHas yciayra — 3TO JEWCTBUSA, HAIPABICHHBIC HA MOBBIIICHHUE
YPOBHS KU3HU JUL, HYKJAIOIMNXCS B MOJIYUYEHUU COLMATIBHON MOIIEPHKKH.
Hanbonee 0ObeMHBIM M TOYHBIM IPEACTABIISICTCS OMPEACICHUE COIUaNIb-
HBIX ycuyr, npeanoxenHoe H. M. JlapuoHoBo#M, Kak yciyr, UMEIOIINX BH-
TaJbHBIN XapakTep, T. €. KU3HEHHO HEOOXOAUMBIX.

JleMapKallMOHHBIMU TTPU3HAKaAMU COMAIBHOMN YCIIYTH SIBISIOTCS:
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- BO3HUKHOBEHHE B OTBET Ha BUTAJIbHbIE OTPEOHOCTH YEJIOBEKA;

- CyOBEKTUBHOCTD;

- COLMAJIbHOE B3aUMOJICHCTBHE MOTPEOUTENS U TPOU3BOIUTEIS.

Hekoropeie uccnenoarenu (K. M. MkpTuaH) paccMaTpuBarOT COLU-
aJbHBIE YCIYyTW Kak ()akTOp MOBBIIICHHUS KayecTBa XWU3HU HaceneHus [135].
B cBs3u ¢ HEOOXOAMMOCTHIO MOBBIIICHHS KAU€CTBA KU3HU OCTPO BCTAET BO-
IPOC O KAYECTBE COIMUAIBHBIX YCIYT, KOTOPOE MPEJCTABISIET cO00 COBO-
KYIHO€ 3HAYEHUE OTJECIbHBIX CBOMCTB COIIMAIBHOMN YCIYTH, MMO3BOJISIOLIEE
YAOBJIETBOPUTH MOTPEOHOCTH KAXIOTO OTACIBHOTO MOJTy4YaTessl COLUAIIb-
HOU YCIIYTH.

[ToHsiTHE KauecTBa COLUMANBHBIX YCIYT TECHO MEPEIUIETAETCS C OHATHU-
eM 3(peKTUBHOCTHU ACATEIBHOCTH COITMATIBHBIX CIY>XO M BCeW COLMaTbHOMN
MOJINTUKHU B IIEJIOM.

O} PexTUBHOCTD NEATETPHOCTH TOCTABIIMKOB COLIMAIBHBIX YCIYT
OOBIYHO OTpENESAETCS MO0 TaKUM KPUTEPHUSIM, KaK CTEIEHb Pa3BUTOCTU CO-
MaJbHOM MH(PACTPYKTYphl, KAUECTBO CAMHUX YCIYT, Kaue€CTBO YIPaBJICH-
YECKUX M OPraHU3alMOHHBIX IPOLIECCOB, COCTOSSHUE W HCIIOJIb30BaHUE
UMEIOIINXCS PECYPCOB, COOTHOIIECHUE pEe3yiIbTaTa U 3aTpar.

Haunbonee cnoxxHoi mpoOJieMOi, ¢ KOTOPOH CTaJKHBAIOTCS SKCHEPTHI
10 OLICHKE KayeCTBA COLMANIBHBIX YCIYT, SABJISIETCS ONMPEAECICHUE YETKUX I1a-
paMeTpoB U KPUTEPHEB, HA OCHOBAHUHU KOTOPBIX MOXXHO pa3paboTaTh CH-
CTeMy ToKa3zaTeneil ajis u3MepeHus: 3PHEKTUBHOCTH U PE3yJIbTATUBHOCTH
COLIMAJILHOM pabOThI B KPATKOCPOUYHOM U JIOJTOCPOUYHOM MEPUOJE.

[Ipu 3TOM KpUTEpHUM OKHBI OBITH MOHSITHBIMHU JJII T€X, KTO UX HC-
MOJIb3YET B MPAKTUYECKOW COLUMAIIBHOW paboTe; OTpakaThb KOJIUYECTBEH-
HBI U KaueCTBEHHBIH MOJXOJIbl K U3MEpPEHUI0 3 (HEKTUBHOCTH, HAIIPUMED
COLIMAJILHBIX YCIYT U BBIIUIAT;, OBITh OTPAHUYECHHBIMU MO KOJUYECTBY (OII-
TUMAJIBHO 3—5 KpPUTEPHUEB), OCHOBBIBATHCA HA PETHMOHAJBHBIX, HALIMOHAJIb-
HBIX U MEKIYHApOIHBIX CTaHJAPTaX.

st onieHku 3P GEKTUBHOCTH OKa3aHUsI COLMANBHBIX YCIYT y4pexKie-
HUSIMU COIIMAJIBHOTO OOCITyKMBaHUS B KayeCTBE OOOOIIEHHOTO KpUTEpUs
BBICTYIIAIOT COLIMAIbHBIE CTAHAAPTHI 1 HOPMATHUBEIL. B yCIOBUSAX OTCYTCTBUSA
TaKUX CTaHJAPTOB U HOPMATHUBOB NPAKTUYECKH HEBO3MOXHO OIICHHUTb,
HACKOJIBKO KaUE€CTBEHHO IMPEIOCTABISAETCS yCIyra, YTo 3aTpyAHSAET MpoLec-
Cbl MOHHUTOPHHIA Ka4€CTBa.

B cucreme couuaiibHOT0O 0OCTYKMBAaHUS Ka4eCTBO COLIMAIIBHOM yCIYTH
MO>KHO M3MEPHUTH MPHU MOMOIIM KOJWYECTBEHHBIX Moka3areneid. K HuM ot-
HOCSITCA BpEMs, 3aTPAY€HHOE Ha MPENOCTABIEHUE YCIYyTH; KOJIWYECTBO 3a-
TpaueHHBIX Ha peaM3aluio YCIYTH PeCypCOB, BKIIIOUAsl KOJIUYECTBO 3a]1CH-
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CTBOBAHHBIX CIICI[MAJIMCTOB; KOJIMYECTBO MOJydaTeael COMaaibHON YCIIYTH,
YJOBJIETBOPEHHBIX €€ MOJyYEHUEM, U JIP.

KonnyecTBeHHO M3MEPUTH KAaUueCTBO YCIIYTH MPEACTaBIsAeTCs Ooiee 10-
CTYITHBIM, YE€M Kau€CTBEHHO, MOCKOJIbKY K KaU€CTBEHHBIM XapaKTepUCTUKAM
OTHOCSITCSI TAKUE TPYJHOUZMEPSAEMBIC MapaMETPhl, KaK pPEryTalusi OpraHu-
3a1uu, 3PHEKTUBHOCTh KOMMYHHUKAIIUU MEXKy MOCTABUIMKOM U IMOJydaTe-
JeM COLMaIbHOM YCIyTd, HaJAEKHOCTh, O€30MacHOCTb, JOBEpUE M HAOOD
MOPaIbHO-3TUYECKUX HOPM OOIICHUS U MPABUJI STUKETA B OPraHU3aINU CO-
IIAAJIBHOTO OOCTY>KMBaHMUS.

VYhpaBieHUK Ka4eCTBOM  COIMAJIBHBIX YCIAYr  SIBISETCS  OJHUM
13 HauboJiee aKTyaJlbHbBIX BOIPOCOB MOBBINICHUS 3()(DEKTUBHOCTH ACSATEIb-
HOCTH COLMAIBHBIX CEPBHUCOB M BKJIIOYAET TAKHE KPUTEPHUH, KAK yMECT-
HOCTb, BBITIOJIHUMOCTb U YCTOWYHUBOCT.

YMEeCTHOCTh OKa3aHMsI COUUATBHBIX YCIYT MOJIPa3yMEBAET COOTBETCTBUE
ATUX YCIYr MOTPEOHOCTSM moiyyatened. OnpeaenuTh YMECTHOCTh MOYKHO
Ha 3Tafe COLMAILHON JIMAarHOCTUKHM MpOOJIeM KJIMEHTa MpU MOMOIIY TIIa-
TEJIbHOT'O aHAJIN3a €r0 TPYAHOMN KU3HEHHOM CUTYAllMU. BBINOIHUMOCTD COIU-
AIBHOW YCITyTH O3HAYAET €€ JIOCTHKUMOCTh C YYETOM BCEX PUCKOB U MPEIIAT-
ctBuil. Kpurepuil yCTOMYMBOCTH COUMAIBHOM YCIYI'H IOJIPAa3yMEBAET, YTO
pe3yJIbTaThl €€ OLEHKU MOTYT OBITh UCIIOJIb30BAaHbI B JAJIbHEUIIIEM TIPU pa3pa-
OOTKE HOBBIX COIMATBHBIX MPOTPAMM.

OlleHKa 1 MOHUTOPHUHI KauyeCTBa COLMAIBHBIX YCIYT, MPEAoCTaBJIsIe-
MBIX OPTraHM3alUSIMU COLMAIBHOTO OOCTY>KMBaHUSA HACEJICHUSI, BKIIOYAET
B ce0s TaKue KOMIIOHEHTHI, KaK MJIAHUPOBAHUE KAayeCTBA, MOATBEPKIACHUE
Ka4yeCTBa MOCPEICTBOM PETYJISIPHOM OLIEHKU OTHOCHUTEJILHO ATaJlOHa Kaue-
cTBa (HOpPM, CTaHAAPTOB) U MOHUTOPUHIA KA4eCTBA (COOTBETCTBUE MPHUHS-
THIM CTaHJapTaM KadyecTBa).

Heo0xoamMo OTMETUTH, YTO COIMANIBHBIC YCIIYTH, B OTJIIMYUE OT APYTUX
BHUJIOB YCIYT, MPEIOCTABISIEMBIX HACEJIICHUIO, OTIWYAIOTCS BBIPAKEHHOU
CyOBEKTUBHOCTbIO M KOHBEHIIMOHAJIBLHOCTHIO (Pa3iMYHbIE KOMIIOHEHTHI B
Pa3JIMYHBIX CUTYAIUSX), TOITOMY BO3HUKAIOT OIPEJCICHHBIE CIIOKHOCTH
MpU OLIEHKE KAayecTBa TaKuX ycJIyr. [103TOMy MPUHITO CUUTATh, YTO COLU-
albHasl yCIIyra sBJSI€TCS KAUECTBEHHOM IMPU YCIOBHM, YTO OHA UMEET KOH-
KpETHOE Ha3zHayeHue (1Ie1b), COOTBETCTBYET COBPEMEHHBIM KBaJIUMETpUYE-
CKUM TpeOOBaHHUIM, UCKIIOYAET JIFOObIe (POPMBI TUCKPUMHUHALINY, OKa3bIBa-
€T MMO3UTUBHOE BIIUSHHUE HA KQUECTBO KU3HU MOJTYy4aTENsS YCIYT.

[IpakTKa — MpU BCEM MHOTOO00OpPA3UU COLMATBHBIX YCIYT — IMOKa3bl-
Ba€T aKTYaJIbHOCTh ONTHUMHU3AIIMU COLIMAIIBHOTO OOCITYy>KMBaHUSI HAcCEICHUs
C TOYKHA 3pEHUS KBAJIUMETPHUECKOro Mojaxoaa. MHorue wuccieaoBaTenn
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(E. P. CmupnoBa-fpckas, b. A. Cynakos, JI. B. Tomuuii, 1. ®. Anberosa)
CXOJIATCSI BO MHEHHMH, YTO CHCTEMa COIMAIbHOTIO oOCTykuBaHus B Poccuu
TpeOyeT YeTKOTr0 U OJIHO3HAYHOTO MTOHUMaHUS 3(PHEKTUBHOCTH U pe3yJibTa-
TUBHOCTH COITMAIbHBIX yciuyT. [Io MHEHHIO aBTOPOB, MHTETPATUBHBIM ITOKa-
3aTeneM A(PGEKTUBHOCTH MPEAOCTABICHUS COLUMAIBHBIX YCIYT SIBIISCTCS
YpPOBEHb M KaueCTBO >KM3HHM HacesjeHus. Mcxons W3 3TOTro coluaibHbIC
YCIIYTH JOJDKHBI COOTBETCTBOBATH IMOTPEOHOCTSAM W HWHTEpEcaM IOoJydaTre-
JIeH, a TakKe OTBeYaTh TPEOOBAHUSAM JOCTYITHOCTH C TOYKU 3pEHUS (PU3HUe-
CKOT'0 JIOCTYyIIa K MTOMEIIEHUSIM, B KOTOPBIX OKa3bIBatoTCs yciayru. Conuanb-
HBIC YCIIyTH TakK)Ke JIOJDKHBI CIIOCOOCTBOBATH aKTHBAIIMHU KU3HEHHBIX CHJI
COIMAIFHO YSI3BUMBIX KAaTETOPUM HACEJCHUS M aKTyalu3alliid WUMEIOITUXCS
pPECYPCOB YeTIOBEKa U OOIIECTBA B LETSAX PEHICHUS COIMAIBHBIX MPOOIIEM.

OreHKa KayecTBa COLMAIIBHBIX YCIYT B PEAIbHOCTH OKa3bIBAeTCS JI0-
CTaTOYHO TPYAOEMKOM, MOCKOJIbKY COIlMAIbHBIE YCIYTH, KaKk MpaBUjIo, He-
CKOJIPKO OTIIMYAIOTCS OT APYTHX BUJIOB YCIYT, TO3TOMY HE0OX0IMMa paspa-
00TKa ¥ WCIOJIb30BAHUE KOHKPETHBIX KBaJUMETPUUYECKUX TEXHOJIOTHI
C HAJIMYKMEM aJITOPUTMa JCHCTBUM MO OIEHKE TaKUX yCIIYT.

B mHacrosiiee BpeMsi KBAIMMETPUUECKUN TMOIXO] B CHCTEME COIHAIIb-
HOM PabOTHI M COIMAJIBLHOTO OOCITY)KUBAHHUS HACEIICHHS TOJIBKO HAaYMHAST
Pa3BUBATHCS, a KAYE€CTBO YCIYT 3a4acTyl0 3aBUCUT OT CIEIUaIUCTa, pado-
TAIOIIEr0 B KOHKPETHOU cutyaruu. HeoO0xonuMo oO0bEeKTHBU3UPOBATH JaH-
HBIM TPOIECC, MOCKOJBKY 3TO IO3BOJHMT BBIBECTH COLHMAIBHYIO cdepy
Ha Ka4€CTBEHHO HOBBIN YPOBEHb.

Bonpocwt dna camonposepku

1. JlaiiTe onpeneneHne NOHATUSA «YyCITyTay.

2. Ilepeuncnure M oxapakTepH3yHWTe OCOOCHHOCTH YCIyr B OTJIMYME
OT TOBAPOB MATEPUATIBHOTO MPOUCXOXKACHHUS.

3. HazoBute crienudpuyeckre Npu3HaKu COIUATbHBIX YCIYT.

4. Ha30oBUTE€ OCHOBHBIE HOPMAaTHMBHO-IIPABOBBIE AKThI, PETYJIUPYIOILIHE
MPEAOCTABIICHUE COLUAIBHBIX YCIYT HAaceaeHuto B POD.

5. HazoBute kpuTeprn KauecTBa COUUAIBHON YCIIYTH.

6. Kakue onepariuy BXOJSAT B aJITOPUTM OLIEHKH KadecTBa U d(PheKTrB-
HOCTHU COIUAIBHBIX YCIYT?

3adaHusa das npakmuueckol pabomboi

3amanue 1

Hanumure paccyxaenue (He 0osee 3 ThIC. 3HaKOB) Ha TeMy «B3aumo-
CBSI3b KauecTBa U 3(P(HEKTUBHOCTH COLUATBHBIX YCIIYT».
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Kpurepnun onieHKH BBITTOTHEHUS 33/ IaHUS:

- OPUTMHAJIBHOCTh U CAMOCTOSITEILHOCTh padOTHI;
- YYET UMEIOLINXCS KBAITMMETPUYECKUX TEOPUI;

- YETKOCTh M3JI0KEHHUS.

3aganue 2

CocrtaBbTe MEHTAIBHYIO KapTy (mindmap) no teMe «KadecTBO JKU3HU
1 3 PEeKTUBHOCTH NESATEILHOCTH COIUANIBHBIX CIYyk0». MeHTanbHasi Kapra
— 3TO MHCTPYMEHT BU3YAIM3AIlMU MBICJICH, UX CTPYKTYpPHU3aIlMd U CO3/a-
HUS IUIaHA AEWCTBUU. [JIaBHAsg TeMa HAXOAUTCS B LEHTPE JIMCTA, a CBA3AH-
HbIE C HEW MOHSTHS PACIIOJIAratoTCsl BOKPYT B BUJAC APEBOBUIHON CXEMBI.

Kputepun olieHKH BBITTOJIHEHUS 3a/1aHU

- OPUTHHAJIBHOCTB U CAMOCTOSITEILHOCTh PaOOTHI;

- TPaMOTHOCTh TUCbMEHHOU peuu;

- YETKOCTh M3JI0KCHUS.

3aganue 3

Pa3zpaboraiite kputepun (3—5 KpUTEpUEB) OLIEHKH KauyecTBa KOHKPET-
HOM CcOlMaNIbHOM YCIyTH (Ha MpUMepe ACSTEIbHOCTH J1I000r0 MYyHUIIUIIAIb-
HOTO YUPEKJEHHUS COLUAIBHOTO 00CTYKMBaHUS HACEJIEHUS B T. SIpociasie).

Kputepuu onieHKY BBINOJHEHUS 3aJaHUS:

- OPUTHMHAIBHOCTH U CAMOCTOSITEIbHOCTh PaOOTHI;

- YUET UMEIOIINXCS KBATUMETPUUECKUX TEOPUIA;

- YETKOCTb U3JI0KEHUS.

4. CraBpAapTHU3aUA COITMAABHBIX YCAYT:

ME>KAYHAPOAHBIC 1 OTCUCCTBCHHBIC CTAHAAPTBI Kau€CTBA

B pe3ynbTare n3ydeHus JTaHHON TEMBI 00yJarOIIUCs JOJDKECH

3HAMb

MIOHSITUE U COACPKAHUE CTAHAAPTA COLMATIBHBIX YCIIYT;

MEXJIYHAPOJIHYI0 W OTEYECTBCHHYIO HOPMATHBHO-TIPAaBOBYIO 0a3y
CTaHJAapTU3alMU COUATBHBIX YCIYT;

graoems

IpueMaMy 1 METOJIaMHU CTaHJIapTH3aIMH COITMAIbHOTO OOCITYKUBAHUS
HacCeJICHUS,
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ymemn
paboTaTh C HAIMOHAIBHBIMU U MEXKIYHAPOAHBIMU CTaHIAapTaMU COIU-
aJbHBIX YCIIYT.

Memoouueckue pexomenoayuu x usyyenuro memol. IlpounTtaiite Teope-
TUYECKUH MaTepual, OTBEThTE Ha BOMPOCHI JJIsi CAMOIIPOBEPKU Y BBITIOJIHU-
T€ NPAKTUYECKUE 3a/I1aHUs, IPEJCTABICHHBIE B KOHIIC TEMBL.

[ToBbiieHne kadectBa M 3(P(HEKTUBHOCTH COLUAIBHBIX YCIyT HEBO3-
MOXHO 0€3 pa3paboTKu W MOJACPKaHUS UX CTaHAAPTOB. DTO OOIICTIPUHS-
Tas MPAaKTUKA B CUCTEME YIPABICHUS KOMMEPUYECKUMHU OPraHU3alUsIMH 3a-
UMCTBYETCSl M COLIMAIBHBIMHU CIIy)KOaMyU B paMKaxX MEHEIKEepauCTCKOTO
NOAX0Ja K YIPaBJIEHUIO COLMAIBHOU cepoil. Bompockl MOBBIIIEHUS Kayde-
CTBA OKAa3aHUS COIMAJIbHBIX YCIIyI HACEJIEHUIO rOCYJapCTBEHHBIMU, MYHU-
UIMAJbHBIMA M OOIIECTBEHHBIMU OpPraHM3alUsIMU, WX CTaHIapTU3ALMS
Y PErVIAMEHTAIUsI 3aHUMAKOT BaKHOE MECTO B COL[MAJIbHOW MOJMTUKE MHO-
I'MX COBPEMEHHBIX FOCYJapCTB, KOTOpasi HallpaBjieHa Ha JOCTHXKEHUe Ooiee
3¢ peKTUBHOM pabOTHI BCEX COIMAIBHBIX CITYXKO.

Cranpaptu3anusa B COLMAIBHOM MpaKTUKE MpU3BaHa CIOCOOCTBOBATH
YHOPSOUECHUIO COLUANIBHOTO OOCITY>KMBaHUS, YCTAHOBJICHUIO MOJIOKEHUM
IUIs1 BCEOOIIETO U MHOTOKPATHOTO MPUMEHEHHUS B OTHOIICHUH PEaNbHO CY-
HIECTBYIOIIMX MM NOTEHIIMAIbHBIX 3a7a4 COUUATbHON PaOOTHI.

Bce cymecTByromue cTaHaapThl MOXHO YCIOBHO Pa3AeINTh HA MEXKTY-
HapOJHBIE U HALIMOHAIBHBIE.

Ycunenrne KOHKYpEHLIMH TPeOyeT OT pyKOBOJUTEIIEH BCEX YPOBHEMN MO-
BBIIIICHHS KaueCcTBa MPOAYKIHUHN U €€ MPOESKTUPOBAHMS, IPOU3BOJICTBA U pe-
anu3anuu. /s ToCTHXKEHU 3TUX LEeJel IMUPOKO UCTIONb3YIOTCS UIEOTOTHUS
Y TIOJIOKEHUA MEKAyHapoaHbix ctanaapToB cepun MCO 9000. Yka3aHHbIe
CTaHJIapThl OPUEHTUPOBAHBI HA PHIHOYHBIE OTHOIIECHUS; aKKYMYJHUPYIOT I0-
JIOKUTENBHBIA ONBIT OPraHU3AlMU YIPABICHUS (MEHEI)KMEHTA) B TPOMBIIII-
JIEHHOCTH BEAYIUX WHIYCTPUAIBHBIX JIEPXKaB; YHUBEPCAIbHbBI ISl TIPUMeE-
HEHUS NPEINPUITUIMHU PA3IMYHBIX OTpacied MPOMBIIIJIEHHOCTH U K pa3-
JIMYHBIM BUAAM JIEITEIbHOCTH.

B Hacrosiee BpeMsi OTEUECTBEHHBIE CTaHAAPThl COLMAIBLHOIO 00CIIy-
’KUBAHMS HACEJICHUSI TIO IOPUIMYECKOMY CTaTyCy UMEIOT TO0OPOBOJIbHBIN Xa-
paktep. Tem He MeHee CTaHIapTU3aIUs COLMANIBHBIX YCIYT ABJISIETCS HE0O0-
XOJIMMBIM YCJIOBUEM COBEPIIEHCTBOBAHUS CHCTEMBI COI[UATBHOTO OOCITYKHU-
BaHUSI Y TIOBBIIICHUS KA4e€CTBA IMPEIOCTABISIEMbIX COLUUAIBHBIX YCIYT.
B npaktuke coruanbHONW paboThl B Poccuu OTBETCTBEHHOCTH 3a MOPSIOK
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pa3pabOTKH, peaiu3alliio U OTMEHY CTaHAapTa OKa3aHUsl COLMAIBLHOMN yCIy-
' HECET HEMOCPEACTBEHHO OpraHu3allus, OKa3biBaroias ycuyru. B Mexmy-
HapOJHOM K€ MPAKTUKE OTBETCTBEHHOCTh 33 CTAHJAPTU3ALUIO COLHAIBHOTO
00CIIy>KUBaHUSI pa3/ielieHa MEXKIY HU3rOTOBUTEIISIMU, UCTIOJTHUTEISIMHU U T10-
Jy4daTeasiMU COUMAIBHBIX YCIyr. OTIWYUTENbHON OCOOCHHOCTBIO paspa-
OOTKH MEXIYHApOJHBIX CTAaHAAPTOB COIMATBLHOTO OOCTY>KHUBAHUSI SABIISIETCS
y4JacTue MmoJiydaTejeld COLMaIbHbIX YCIYT U UX POJCTBEHHUKOB B MOAOOpE
KaJpOB YUPEKJCHHS COIMAIBbHOTO OOCIIY>KUBAHUSI M HEMOCPEICTBEHHOU
orieHKe ux padotsl [13, ¢. 357].

HecmoTpst Ha TO 4TO HOPMBI MEXIYHAPOIHOTO IIpaBa B PEKOMEHIAIMUSIX
u koHBeHIUsIX MOT B mociegHue rojibl BC€ aKTUBHEE HAXOJST CBOE IMpHU-
MEHEHUE B MPaBOBOW cucteme Poccuu, B OTEUECTBEHHOW MPAKTHUKE CTaH-
TapTU3alys COLMAIbHBIX YCIYT J0 CUX MOP HAXOJIWUTCS B CTaJIMM UHCTUTY-
nroHamm3anuu. C 1 suaBaps 2015 r. Berynui B cuiny DenepalnbHblii 3aKOH
oT 28.12.2013 Ne 442-D3. OcHOBHLIMA HOBOBBEJICHHUIMHU IaHHOI'O 3aKOHA
CTaJIM TOJIOKECHUSI, KacarolUecsl MPUBSA3KHU MpaBa Ha COLMATBLHOE O0CITYKHU-
BAHUE K COIMAJIbHBIM KaTeropusaMm. B HacTosilieM 3aKOHE 3Ta MpUBS3KA 3a-
MEHEHA HAa CTaHJIAPTU3WPOBAHHOE OCHOBAHUWE JUJIS MPEJOCTABICHUS COLU-
aJIbHOM YCITyTH, COTJIACHO KOTOPOMY COITMaIbHAsI TOMOIIb HOCUT aJpEeCHbIN
XapaKkTep W OCYIIECTBISETCS B COOTBETCTBUU C OOBEKTUBHON HEOOXOIMMO-
CTBIO JIJIS MOJTy4aresid. bonplioe BHUMaHue OTBOAUTCS MPONEAEBTUKE HETa-
TUBHBIX COIMAJIbHBIX SIBJICHUI. 3aKOH PETJIAMEHTUPYET MEXaHU3M OKa3aHUs
COLMAIBHBIX YCIIYT Ha Bceu Tteppuropumn Poccuiickon denepannu, BHE 3a-
BHCUMOCTH OT PETMOHA, B KOTOPOM OCYIIECTBISET CBOIO JEATEIBHOCTH
YUpEXKJACHUE COIUAIBHOTO oOciyx)uBaHus. CTaHIapT MPEJOCTaBICHUS CO-
[IMAJILHON YCIYTU COAEPKUT MHGOPMAIIMIO, Kacalollylocss 00bemMa yCIyTH,
MOPSIKa U BPEMEHU €€ MPEIOCTABICHUS.

Cornmacno mpukazy Muntpyga Poccum ot 18.06.2020 Ne 353H
«O0 yTBepkaeHnnu MpodhecCUOHABHOTO cTaHaapra «PykoBoauTens opra-
HU3AIUU COLMAJIBHOTO OOCITY>XMBAaHUS OCHOBHOM IIEIbIO JEATEIbHOCTU
PYKOBOJICTBA OpraHU3allUi CUCTEMBI COLIMAIBHOTO OOCITYKUBAHUS SIBJISIETCS
obOecnieueHue ux 3PPeKTUBHON AEATEILHOCTH.

B cootBeTcTBUH co cT. 27 DenepanbHoro 3akoHa ot 28.12.2013 No 442-
®3 «O0 ocHOBax COLMAILHOrO OOCIy)KMBaHUs HacelieHus B Poccuiickoi
deaepanyny CTaHAAPT COIUATLHON YCIIYTH BKIIIOYAET B CEOSI:

- OIKMCAHME COLIMAIBHOM YCIYyTH, B TOM YHUCIe €€ 00beM;

- CPOKH TIPEJIOCTABIICHUS] COLUAIBHOMN YCIIYTH;

- MOYIIEBON HOpMATUB (PMHAHCUPOBAHUS COIMATILHON YCIIyTH;
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- MIOKa3aTen KauyecTBa U OILICHKY PE3YJbTAaTOB MPEAOCTABICHUS COIIU-
aJIbHOM YCIIYTH;

- YCIIOBHSI TPEAOCTABIICHUSI COMAIIBHON YCIIYyTH, B TOM YHUCJIE YCJIOBUSA
JTOCTYITHOCTH MPEAOCTABICHUS COIMAIBHOW YCIYTH JIJI1 UHBAJIIUIOB U JPY-
T'UX JIUI] C YYETOM OTPAHUYCHUN UX KU3HEACATECIbHOCTH;

- UHBbIE HEOOXOMMBbIE ISl TIPEIOCTABICHUS COIIMAIBHON YCIyTH MOJIO-
YKEHMUSL.

CrangapT npeaoCTaBlICHUS COLUAIBHOM YCIYrd 00s3aTEIbHO COJEp-
KUT MACTIOPT YCIYTH, KOTOPBIi, B CBOKO OUYEPEIb COCTOUT

- U3 HAMEHOBAaHUS YCIyTH,

- CHEIUAJIBHBIX TEPMUHOB U ONPEICTICHUM,

- CBEJICHUH O MOCTABIIHKE U MOJIy4aTeIe COUAITBHON YCIYyTH,

- LIEJIEN ¥ 3a]1a4 IIPEIOCTABJIEHUS YCIYTH,

- CBelicHUM 00 OXXHJaeMOM pe3yjbTaTe TMpPeaOoCTaBICHUS YCIyTH
JUTSL TIOJTy4YaTels,

- CBEJICHUI O MEePUOIUYHOCTH, CIMHUIIAX U3MEPEHUs] 00beMa OKa3aHUs
YCIYyTH,

- MPABOBBIX OCHOBAHUM MPEJOCTABICHUS YCIYTH.

[Topsimok TpeaoCTaBICHUSI COLMATIBHON YCIyTH, COTJIACHO CTaHIapTYy,
JOJKEH BKJIFOYATh:

- OCHOBAHUS JI IPEJAOCTABIICHHUS YCIIYTH;

- “H(GOPMAIIMIO O CPOKAX OKa3aHUs YCIYTH;

- UH(OPMAITUIO O CTOMMOCTH YCITyTH;

- CBEJICHHS O COPOBOJAUTENBHBIX JOKYMEHTAX;

- KOHKPETHBIE TPEOOBAHUSI K MPOIECCY OKa3aHUs YCIYTH;

- YeTKHEe TpeOoBaHUA K MHOOPMAIIMOHHOMY OOECIEUEHUIO OKa3aHUS
YCIYTH;

- TpeOOBaHMS K KaJPpOBOMY 00€CIICUCHHIO COIIUAILHOM CITY>KOBI;

- TpeOOBaHUA K TMOMEIICHHIO, B KOTOPOM OCYIIECTBJISIETCS OKa3aHHE
COLIMAJIbHOM YCIIYTH;

- TpeOOBaHUA K TEXHUYECKOMY 0OECIIEUCHHUIO.

KauecTBO colmanbHON YCIyTH JOJKHO OIIEHUWBATHCS UCXOAS U3 YETKO
ONpEJICTICHHBIX TOKa3aTele OLeHKU 3(PPEKTUBHOCTH; KOHTPOJIS peayin3a-
IIUM; 00CYXKICHHUS MPOOJIEMHBIX BOIIPOCOB B MPOIECCE peaan3alu yCayTu.

[IpakThka ynpaBieHUsI COLMAIBHBIMU YCIYyTaMH Ha MEXIYHAPOIHOM
Y POCCUIICKOM YPOBHE ITOKA3bIBAET, UTO CTAHAAPTHU3ALHUS SBIISIETCS HEOTHEM-
JIEMbIM KOMIOHEHTOM MOBBIIICHUSI 3()(PEKTUBHOCTH PaOOTHI BCEU CHUCTEMBI
COLIMAJIBHOTO OOCTY>KMBAaHMS HACENIEHUS W MHCTUTYIMOHAIM3AIUMU Mpodec-
CHOHAIBHOM colMaIbHOW paboThl. [loMUMO BCero mpouero, Mmpoiecc CTaH-
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JapTU3alliK MPU3BAH MOBBICUTH CTETIEHb JOBEPUS CO CTOPOHBI MOTyvarenen
COIIMAJIbHBIX YCIIYT, ITOCKOJIbKY OHM IIOHUMAIOT, YTO ATH YCIYyTH perjiaMeH-
TUPOBAHBI, a CTCIUAIUCTHI, OKa3bIBAIOIINE TTOMOIIIb, SBISIOTCSA Mpodeccuo-
HajJaMU CO BCEMH HEOOXOJIMMBIMHM KOMIETEHIIUAMH. B TO e Bpemsi HeoO0xo-
JMMO MMOHMMAaTh, YTO CTaHAAPTHU3AIMS COLIMATBHBIX YCIYT — ATO JUHAMHUYIHO
pasBuBaronuiica mnpoiecc. CTaHAapThl JOJDKHBI OTBEYAaTh BCEM COBPEMEH-
HBIM TpeOOBaHUSM, ObITh HAJCKHBIMU, OOOCHOBAHHBIMU U YETKHUMHU.

Cranpaptu3zanus colaibHOro oociyxuBanus B Poccuiickoii ®enepanuu
oOnagaeT HeKoTopou cnienudukoi. [lepedeHp MpeIoCTaBIsIEMbIX COITUATBHBIX
YCIIYT TIOCTOSIHHO PACHIUPSIETCS, a CIEeHUATMCTHI MPO0JDKAIOT CTAKUBATHCS
C HOBbIMH HHJMBUAYaJIbHBIMU cCiy4yasiMu (case study), U 3TO HOpHUBOJIUT
K HEOOXOMMOCTH pa3pabOTKX HOBBIX cTaHIapToB. HeoO0XxoaumM KOMITIEKCHBIN
MOAXO0/, BKJIIOUAIOIMIMKM afanTaiio MEXIYHApPOJIHOTO 3aKOHOAATENbCTBA
B 00J1aCTH CTaHAAPTHU3AIMHA COIMATBLHOTO OOCITYKMBAaHUS K POCCUHUCKUM pea-
JIUSIM 1 pa3pabOTKy €IMHOTO MEeXaHNU3Ma MPUMEHEHUSI CTaHIapTOB B IIPAKTHKE
COLIMAJIBHOTO OOCITY>KMBaHMsI, OTBEUAIOIIETO JOCTATOYHO pPa3HOOOpa3HbIM
O’KMJIAHUSIM CO CTOPOHBI MTOJTy4YaTesIeh COIMaIbHbIX YCIYT.

Bonpocwt dna camonposepku

1. JlaiiTe onpeneneHne ctanaapTa CONUAIBHON YCIIYTH.

2. OnumuTe HOPMATUBHYIO 0a3y CTaHAAPTU3ALMU U CEPTUPUKAIIUU CO-
AAITBHBIX YCIYT.

2. Uto BKIIIOYAET B c€0s CTaHIAPT COLMAIBLHOM yCIyTH?

3adaHus dna npakmuyeckol pabomui

3amanue 1

PazpaboTaiiTe mpoeKT cTaHiapTa KOHKPETHON COLIMAIILHON YCIIyTH, OIU-
pasice Ha umeromuecs ctanaaptel (OCT P 52885-2007 «CouuanbHbie yCIIyTH
ceMbe»; ['OCT P 52886-2007 «Counanbabie yciayru xeHimuyHamy; ['OCT
P 52888-2007 «Coumanbubie ycnyru aetsim»; ['OCT P 53059-2008 «Conu-
anbHble yenyrd uHBamuaam»; ['OCT P 53058-2008 «CouuanbHble ycayru
rpaxxaanaM noxkuioro Bozpacray; ['OCT P 53064-2008 «Tunsl yupexaeHun
COLIMAJIBHOTO OOCITY’KMBAaHUSI U COLMAJILHBIE YCIYTY TpakJaHaM 0e3 ompeje-
JIGHHOTO MecTa kutelibeTBa U 3aHsaTuiy, [[OCT P 53349-2009 «Peabuanta-
IIMOHHBIC YCIIYTH TPakJIaHaM MOXKUIIOTO BO3PACTA»).

[IpumepHOE copepkaHue CTaHAapTa:
1. AHHOTAIMS.
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2.Cenenusi o craHjgapTe (TpeOOBaHUS K COJEpKAHUIO, MOPSIAKY
NPEAOCTABJICHUS, MPOLECCY OKa3aHWsl, JOCTYNHOCTH YCIyTHM, OCHOBHBIE
ONpeCIICHUN).

3. [Tacnopr ycnyru:

- HAUMEHOBaHUE YCITYTH,

- CTIeIIMabHbIE TEPMUHBI U OTIPECIICHUS,

- CBEICHUS O TIOCTABIIUKE U MOJydaTesie COUaIbHON YCIIyTH,

- LIEJIM Y 3a/1a44 NPEOCTABIEHUS YCIYTH,

- cBelicHUsI 00 OXHUJAeMOM pe3yJibTaTe TMPEAOCTAaBICHUS YCIyTH
IUTS TIOJTyvaTets,

- CBEICHUS O MEPUOJINYHOCTH, €ANHULIAX U3MEPEHUSI 00bEMA OKa3aHMUs
yCIIyTH,

- PABOBBIE OCHOBAHMSI IIPEIOCTABIICHUS YCIIYTH.

4. Conepxxanue yciayru (KpaTKO€ OINMCAaHUE YCIYTH; MEpONPHUSTHS,
BXOJISIIINE B OKa3aHUE YCIYTH).

5. Ilopanok npeaocTaBiICHUS:

- OcHOBaHUA 7S TPEAOCTABIEHUS.

- CpokH OKa3aHus yCIIyTH.

- CTOMMOCTB YCIIyTH.

- JIOKyMEHTaIIbHOE COMPOBOXKACHHUE.

- TpeboBaHuUs K IPoOLIECCY OKa3aHUs YCIYTH.

- TpeboBanus k HHGOPMALIMOHHOMY 00€CTIEYEHHUIO.

- TpeboBanus K KaJpOBOMY 00€CIIEUEHUIO.

- TpeboBaHus K TOMEILICHHUIO.

- TpeboBaHUs K TEXHUYECKOMY O0€CIIEUECHHUIO.

6. KauecTBo yciyru:

- IlokazaTtenu oreHKH 3(PhHEeKTHBHOCTH.

- Kontpousb peanuzanum.

- [IpoGneMHbIe BOMPOCHI MPU peaTU3aLUK YCIYTH.

KpI/ITepI/II/I OLCHKH BBIITOJHCHUS 3aaHU:

- OPUTMHAJIBHOCTD U CAMOCTOSITEILHOCTh padOTHI;

- HAJIMYWE apTYMEHTAIMH NPEACTABICHHON TOYKH 3PCHUS,
- YETKOCTb M3J10KEHUS;

- TPAMOTHOCTh TUCbMEHHOW PEUH.

3aganue 2

ITpounTaitTe Keuc, NPEAIOKUTE €0 PELICHHUE.
A. Cmur nepeexan u3 CIIA B PO Ha noCTOSIHHOE MECTO KUTEIHCTBA.
[Tockonbky OH sBIsieTcsl MHBaMAOM [ rpynmbl, A. CMUT ObLT BBIHYXJEH
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0o0paTUThCSl B TEPPUTOPUATIBHBIA LEHTP COLMAIBHOrO oOciyskuBaHus. Co-
TpyaHuk neHTpa AnHa IletpoBHa otkazama A. CMHUTy B MOMOIIM MO TOU
npuunHe, uto y A. Cmura Het rpaxjaanctBa PO. CoOTBETCTBYIOT M JEH-
ctBust AHHBI [leTpoBHBI nonoxeHusM 3akoHa Ne 442-03 «O0 ocHOBax co-
UAJIBHOTO 00CHyXuBaHusi rpaxiaad B PD»? IlpaBomepno iu Anna Ilet-
pOBHA OTpearupoBajia Ha mpocb0y A. Cmuta 0 momouu?

KpI/ITepI/II/I OLCHKMH BBIITOJIHCHUSA 3aaHU:

- OPUT'HHAJIBHOCTDb U CAMOCTOATCIIbHOCTD pa6OTBI;
- UCTKOCTD HU3JIOKCHMUAI,
- ' PaMOTHOCTD MHMCbMEHHOM pcun.

5. He3zaBucumas orieHKa KadyeCTBa COIUAABHBIX YCAYT

B pesynbrare uzydeHus: JaHHON TEMbI O0yJaroUiCs TOKEeH

3HAMb

MOHSTUE HE3ABUCUMOW OIIEHKU Ka4y€CTBA COLMAIIBHBIX YCIIYT;

HOPMAaTUBHO-IIPABOBYI0 OCHOBY HE3aBUCHUMOM OLICHKM KayeCcTBa COLH-
anpHBIX yciyr B Poccuu;

POJIb HE3aBUCUMOM OLIEHKU KauyeCTBA COIUAIBHBIX YCIYT B MOBBIICHUU
Ka4eCTBa COIMATIBLHOIO O0CTYKUBAHHUS HACEIICHNS,;

61a0emy

HOPMAaTHUBHO-IIPABOBOM 0a30il HE3aBHUCHMOM OILICHKHM KadecTBa COIU-
aJIbHBIX YCIYT;

ymemb

paboTaTh C pa3IUYHBIMUA METOJMKAMHU HE3aBUCUMOW OIIEHKU KauyecTBa
COLMAJIbHBIX YCIIYT.

Memoouueckue pexomenoayuu x usyyeHuro memol. IIpountaiite Teope-
TUYECKUU MaTepuaj, OTBEThTE Ha BOMPOCHI JJIsi CAMOIIPOBEPKHU M BBITIOJIHHU-
T€ NPaKTUYECKHE 3a/IaHusI, IPEACTaBICHHBIC B KOHIIE TEMBI.

B Poccun, MOXHO cka3ath, chopMHpOBaHA MHOTOYPOBHEBAS 3aKOHOa-
TeabHas 0asa JUIs MPOBEICHHS OICHKHU YIOBJICTBOPESHHOCTH IpaXkaaH COIIH-
aJTbHBIMH YCITyTaMH.

HezaBucrumasi orjeHKa KadecTBa COIMAIBHBIX YCIYT MPEIACTaBISET CO-
00l KOMILTEKCHBIC MEPOIIPHUATHS 0 OIICHKE PaOOTHl YUPESKICHUIN COIUAITb-
HOM c(ephl Ha MPEeIMET COOTBETCTBHS IPEIOCTABIISIEMOI0 MU COITHAIBHO-
ro OOCITY)XMBaHHS CYIICCTBYIOIIUM CTaHJapTaM KadecTBa, MOTPEOHOCTIM
JIMYHOCTHU U OOIIECTBA.
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Ha ¢enepanbHoM ypoBHE 3aKOHOM, KOTOPBIM MOXXHO CUMTaTh paMoOy-
HBIM JIJI1 PETYJIUPOBAHUS OIEHKM KAayeCTBa COLUAIBHBIX YCIYT, SIBIISIETCA
OenepanbHbiid 3akoH OT 21.07.2014 Ne 256-®3 «O BHeceHUHM W3MEHECHUU
B OTJEJIbHBIE 3aKOHOAATENIbHbIE aKThl Poccuiickonn denepauuu mo BOMpo-
caM TPOBE/ICHUSI HE3aBUCUMOM OIIEHKM KauecTBa OKa3aHMs YCIyr OpraHu-
3alsiMU B cdepe KyJIbTypbl, COIMATBLHOTO OOCITYy>KHBaHUs, OXPaHbl 3J10PO-
Bbsl 1 00pa30BaHUs». 3aKOH BKJIOYAECT B ceOs Psij CTaTel, periaMeHTUpY-
IOIIUX TTPOBEJICHUE HE3aBUCUMOW OIICHKH, B KOTOPhIE HEOOXOJAMMO BHECTHU
COOTBETCTBYIOIINE U3MEHEHUS. 3aKOH PETJIAMEHTUPYET CO3/aHue Crienugu-
YeCKOM HE3aBUCHMMOM CHCTEMBl OLICHKHM KauecTBa padOThl OpraHu3alui,
OKa3bIBAIOIIUX COIUAIIBHBIC YCIIYTH.

denepalabHbld 3aKOH O HE3aBUCHMMOM OLIEHKE 3aJI0KWJI 3aKOHOATEIb-
HYI0 OCHOBY JJI NPOBEJCHUS OLICHKHW OPraHu3alliid COUUABbHOW chepbl
10 OOIIUM KPUTEPHUSAM: OTKPBITOCTh U JIOCTYMHOCTh MH(OpManuu o0 opra-
HU3aIuU; KOM(POPTHOCTh YCIOBUM MPEAOCTABICHUS YCIYT U JTOCTYIHOCTh
WX TOJIyYEHHUs; BpeMsl OXKUJIAaHUSI TPEJOCTABICHUS YCIYTd; I00pokesa-
TEJIbHOCTh, BEHJIMBOCTh, KOMIIETEHTHOCTh PaOOTHUKOB OpPTraHU3allUH; YI0-
BJIETBOPEHHOCTh Ka4€CTBOM OKazaHus yciyr. O01mue TpeOoBaHUS JOJKHbBI
00ecrneynTh €AMHCTBO METOA0JIOTUH MPU MPOBEACHUN HE3aBUCUMOMN OIEHKHU
Ha Bceu teppuropun Poccuiickon denepanu U BO3MOKHOCTb COIMOCTABIIE-
HUS PE3yJbTATOB M0 chepaM U MO PETHOHAM.

CoBepIIeHCTBOBAHHUE 3aKOHOIATENILCTBA B cpepe HE3ABUCUMOM OLICHKU
NEATEIIbHOCTH HEKOMMEPUYECKHX OpPraHU3alMil MO MPEIOCTABICHUIO YCIYT
B COLIMAIBHON cdepe — MUHAMUYECKHWM MPOIECC, BKIIOYAIOMMN B cels
CIIEAYIOIINE MEPOTIPUSITHUSA:

1) magenenne O6mecTBeHHON manaTtel PO u 00mecTBEeHHBIX manaT pe-
THOHOB TTOJTHOMOYHSMH MO (POPMHUPOBAHHUIO OOIIECCTBEHHBIX OOBEIUHEHUN
M0 TTPOBEJICHUIO HE3aBUCUMOM OIICHKH KaueCTBa;

2) yTOYHEHHE Kpyra OpraHM3alMii, B OTHOIIEHWH KOTOPBIX JOJKHA
MPOBOJUTHCS HE3ABUCHUMAs OLICHKA KauyeCTBa, U PETYJSIPHBIN MEPECMOTP IIe-
pEUYHs TAKUX OpPraHU3alNi;

3) yTOUHEHHE TEpPEYHs KPUTEPHUEB HE3aBUCUMOW OILEHKHA KadecTBa,
B TOM YHUCJIE UCKIIOUYCHUE (OPMATbHBIX KPUTEPHUEB THUIIA «BPEMsI OKa3aHUSs
YCIYTW», TOMOJTHEHUE KPUTEPUEM «JIOCTYITHOCTh YCIIYTH»;

4) yrouHeHue TpeOOBaHUN K OpPraHU3alUsIM, SBISIONIUMCS Y4aCTHHUKA-
MH 3aKyTIOK YCIIyT TI0 cOO0pYy, 0000IIEHUIO U aHAIN3Y HH(POPMAIIUK O Kaye-
CTBE OKa3aHUs YCIyT B COLUAIIBHOM cdepe;

5) pazpaboTka Mep MO MOBBIIICHUIO 3HAYMMOCTH PE3yJbTaTOB HeE3a-
BUCHMOM OICHKM KadecTBa JIsI OpraHu3alMii, OKa3bIBAIOIIUX YCIyTU
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B COIMAILHOW cdepe, BKIIIOYAsi OTBETCTBEHHOCTh PYKOBOJUTEIEH TaKUX
OpraHu3aIum.

He3aBucrumas oljeHKa Ka4uecTBa OKa3aHUsl yCIYT OpPraHU3alUsIMU COLU-
aJILHOTO OOCTY>XKMBaHUSI OOIIECTBEHHBIMU COBETAMM IMPOBOJUTCS HE Yalle
YeM OJIMH pa3 B IOJ U HE Pexe YueM OJUH pa3 B Tpu roja. [loctynusmias co-
OTBETCTBEHHO B yIMOJHOMOYECHHBIN (pefepanbHbIi OpraH HCIOJHUTEIHHON
BJIACTH, YIIOJTHOMOUYEHHbIE Opranbl cyobekToB Poccuiickoit @eaeparuu, op-
raHbl MECTHOTO CaMOYTIpaBJI€HUs HH(OpMAIUs O pe3ysibTaTax He3aBUCUMOU
OLICHKM KAa4YEeCTBA OKa3aHMs yCIYT OpraHu3alysMHU COIMATBHOTO OOCIIyXH-
BaHUS MOJJICKUT 0053aTEIbHOMY PAaCCMOTPEHHUIO yKa3aHHBIMH OpraHamMu
B MECSIYHBI CPOK U YUUTHIBAETCA UMU MPU BBIPAOOTKE MEp MO COBEPIICH-
CTBOBAHMIO JEATEILHOCTH OpPraHU3alliid COLUAIBHOTO O0CTYKUBAHUA.

MexaHu3M HE3aBUCUMOM OILIEHKHM KayecTBa COIMAIBHBIX  YCIIyT
B HACTOSIIEE BPEMs BKIIIOYAET PabOTy OpPraHOB HMCIOJHUTEIBLHOM BIIACTH,
IJIABHOM 3aJ1a4€l KOTOPBIX SIBISIETCS CO3AAHKUE YCIOBUM JIJIA ATOTO Ipolecca
U TIPUHATHE HEOOXOJUMBIX MEP IO YCTPAHEHHUIO BBISIBIICHHBIX HEJOCTATKOB.
OO6miecTBeHHbIE TTATAaThl (POPMUPYIOT OOIIIECTBEHHBIE COBETHI MO HE3aBUCHU-
MO OIICHKE KaueCTBa, B COCTaB KOTOPHIX MOT'YT BXOJUThH OOIIECTBEHHBIE Op-
raHu3aluu, oO0IEeCTBEHHbIE O0BEIMHEHUSI NHBAJIMIOB, OOIIIECTBEHHBIE Opra-
HU3alMK BeTepaHoB. OOIIECTBEHHBIE COBETHI 3aHUMAIOTCSI HEMOCPEICTBEH-
HBIM IIPOBEJACHUEM HE3aBUCHMOW OLIEHKM KauyeCcTBa OKa3aHMs YCIyT OpraHH-
3alUsIMUA COIMANIBHOM c(epbl M BhIPAOATHIBAIOT MPEHJIOKEHUS MO yCTpaHe-
HUIO BBISBJIICHHBIX HEIOCTATKOB. Jlamee omepaTopbl MPOBOAIT cOOp U 0000-
nieHue UHPOpPMalUU O KAa4eCTBE YCJIOBHM OKa3aHUs YCIyT: aHalu3 CaWTOB
OpraHu3alui, Oompoc IojJydyareiaeld yCiIyr, KOHTPOJbHBIC MEpPOIPHUSITHUI.
A opraHuzanuu COIMaJIbHONU cdepbl, B CBOIO ouepeb, 00eCIeUnuBalOT J0-
CTYIMHOCTh HEOOX0AUMOM HHGOpMAIIUU, YA00HYI0 padOTy CBOUX O(HUIIHAIb-
HBIX CANTOB C BO3MOKHOCTHbIO OOpAaTHOW CBSI3U U YCTPAHSIOT BBISIBIICHHBIC
HeZlocTaTku. B 3TOM mporiecca kpaiiHe Ba)kHa OOpaTHasi CBSI3b CO CTOPOHBI
MOJTy4YaTesIeN COIUAIbHBIX YCIYT.

HexoMMmepueckne opraHuzalii U COLMAJIbHO OPUEHTUPOBAHHBIN OU3-
HEC TOXKE€ MOTYT NPUHUMATh Yy4acCTHUE B OPraHU3AIMU U POBEACHUN HE3ABU-
CUMOM OLICHKH KayeCTBa IMPEAOCTABICHUS COUHAIBHBIX YCIIYT.

KputepueM He3aBUCUMOM OIIEHKU SIBJIIETCSI COOTBETCTBUE TaKUM Mapa-
MeTpaM, Kak JOCTYIHOCTb IJisi JIIOOBIX KaTeropui rpaxkaaH, OTKPBITOCTb,
KOMQOPTHOCTb YCIOBUM MPEAOCTABIICHUS, yAOBIETBOPEHHOCTh YCIOBUSIMU
MPEOCTABIICHUSI CO CTOPOHBI MOJIyYaTeNiel COIMaIbHbBIX YCIIYT.

CoBepllIeHCTBOBAaHNE 3aKOHOIATEIIBHOM W METOAMYECKOM 0a3bl TMpoBe-
JCHUSl OLICHKM KauecTBa YCIYT, MPEIOCTaBIIIEMBbIX B COLIMAIbHOU cdepe,
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JOJDKHO CIMOCOOCTBOBATh KaK IMOBBIMICHUIO KAYECTBA U YJIOBJIETBOPEHHOCTHU
yCIyramu NMOTPEOUTENSAMH, TaK U POCTY 3(PHEKTUBHOCTU JAEATEIBHOCTH TIO-
CTaBIMKOB COLMAIBHBIX YCIYT (FOCYJIapCTBEHHBIX M HErOCYIapCTBEHHBIX )
B 9TOM cdepe.

B Hacrosiniee BpemMst Bommpoc o kauectBe camoro mexanusMa HOK sBiis-
eTcsa AuckyccuoHHbIM. Heobxomumo dhopMupoBaHue MexaHW3Ma ydera 00-
pPaTHOM CBSI3U CO CTOPOHBI PEAIbHBIX MOJydaTeeh COIMaIbHbIX YCIYT, TO-
CKOJIbKY UMEHHO HMX YJIOBJIETBOPEHHOCTh Kauy€CTBOM COIMAIBHOTO 00CITY-
’KUBaHUS SBJISIETCSI CaMbIM OOBEKTUBHBIM MoOKazaresieM. He Bcerna Bricokue
MOKa3aTeJIM KauecTBa YCIyT, BBISIBICHHBIE OOIIIECTBEHHBIM COBETOM, OYIyT
COOTBETCTBOBATH OIIEHKE I'Pak/laH, SIBIISIFOIIUXCSI HEMOCPEICTBEHHBIMU T10-
Jy4aTeNsiIMHA 3TUX yCAYT. B CBSI3U C 3TUM Ba)KHBIM JIJI1 HE3aBUCHUMOW OLICH-
KM Ka4eCTBa COLIMAIBHBIX YCIYT SBJISETCS MOCTOSIHHBIA MOHUTOPHUHI OOIIIEe-
CTBEHHOTO MHEHHS MOCPEJICTBOM IMPOBEICHUS COLIMOJIOTUYECKUX OIMPOCOB
cpenu HacenieHus Ha Bcel Tepputopuu Poccuiickoit denepannin. OcoOeHHO
BAKHBIM SIBJIIETCSI MHEHUE TEX KaTerOpuid HACEJICHHUsS, KOTOPhIE€ B CHIIY
KU3HEHHBIX OOCTOSITENIbCTB HYXKJAIOTCA B COLUAIBHOM OOCITY>KHBaHUU
Ha MMOCTOSAHHOM OCHOBE. Peub MAET B MEPBYIO OYEPEADL O TPAXKIAHAX MOKHU-
JIOTO BO3pacTa u uHBanujaax. HeoOXoauMo akTUBHOE MPUBJICYEHUE ITUX Ka-
TErOpPUN HACEJICHUS K HE3aBUCHUMOW OILIEHKE KayeCTBAa COLMAIbHBIX YCIYT,
MTOCKOJIBKY 3TO IO3BOJIUT MOBBICUTH CTEIEHb JIOBEPUS MOJIy4YaTelel yCIyr
K YUPEKICHUSIM COIMAJIbHOTO OOCIYKHMBaHUSA U K OpraHaM ToCyJIapCTBEH-
HOU BiacTU. [IOBCEMECTHON U OYEHBb MOJIE3HOM MPAKTUKOM, K IPUMEPY, SB-
JISI€TCS TIPUBJICYECHUE JIIOAEH C OTPAHUYCHHBIMU BO3MOYKHOCTSIMU 3J0POBBS
U MaJIOMOOWJIbHBIX TPYIIN HACEJICHUS] B KA4€CTBE IKCIEPTOB OILCHKU Kaue-
CTBA JIOCTYITHOM Cpe/ibl U IOCTYITHOCTH CPEIbI MOTYYEHUS YCIIYT.

Bonpocwt dna camonposepku

1. Jlalite ompeneneHUe HE3aBUCUMOM OILEHKM KayeCTBA COIMAIBHBIX

yCIIyT
2. OnumuTe HOPMATUBHYIO 0a3y OLIEHKH KayeCTBa COI[MAIbHBIX YCIYT,
IIPEAOCTABISIEMBIX HEKOMMEPYECKUMH OPraHU3aALHSIMU.

3adaHus dna npakmuyeckol pabomui

3aganue 1

PazpaboraiiTe 3—5 KpuTepueB OIEHKH Ka4eCTBa KOHKPETHOM COIUAITb-
HOM ycnyru (Ha mpuMepe JIesITEILHOCTH JII000T0 MYHHUIHMMNAIBLHOTO ydpe-
YKIEHUS COIMATIbHOTO 00CITY>KUBAaHUS HACEJICHUs B T. SIpociasie).

Kpurtepun o1nieHKM BBINOJTHEHUS 3aaHUS:
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- OPUT'HHAJIBHOCTDb U CaMOCTOATCIIbHOCTD pa6OTBI;
- YUCT UMCIOIIUXCA KBAJTUMCTPHUUCCKUX TCOpHﬁ;
- UCTKOCTDb U3JI0KCHMUA.

3aganue 2

[Tpoananuzupyiite ct. 23.1 denepanbHoro 3akoHa «O0 OCHOBax COIU-
aJbHOTrO  OOCHy:XKMBaHMS  TpakigaH B  Poccuiickoit ~ ®enepanumny»
oT 28.12.2013 Ne 442-®3 u orBeThTe Ha Bompoc: «HUTo mpeaycMaTrpuBacet
HE3aBHCUMas OIICHKAa KauyecTBa YCJIIOBUN OKa3aHUs YCJIYT OpraHu3alusIMu
COIIMAJILHOTO OOCITYKUBAHUSI ?»

KpI/ITepI/II/I OLCHKH BBIITOJHCHUS 3aaHU:

- OPUTHHAJIBHOCTD U CAMOCTOSITEILHOCTh PabOTHI;
- YETKOCTh M3JI0KECHUS;
- TPaMOTHOCTb ITUCbMEHHOU PEUH.

3aganue 3

B cooTrBercTBUM ¢ TpaBUiaMH pa3pabOTKU CTaHAAPTOB COLMAIBHBIX
YCIYT NPEMIOKATE IPUMEPHBIA IUIAH OLIEHKHA YPOBHS JOCTYIIHOCTH CPEbI
MOJIYYEHHUS YCIIYT ISl JIFOAEU C OTPAHUYEHHBIMU BO3MOXKHOCTSIMHU 340POBBS
Y MaJOMOOMIIBHBIX TPYIIIT HACEJICHHUS.

KpI/ITepI/II/I OLCHKMH BBIITOJIHCHUS 3aaHUA:

- OPUT'HHAJIBHOCTDb U CaAMOCTOATCIIbHOCTD pa6OTBI;
- HCTKOCTD U3JI0KCHMUA,
- I'PaMOTHOCTb MMCbMEHHOMN pcyn.

JI71s1 OLIEHKM KauecTBa YCIYT Ba)XXKHOU SBISETCS 0OpaTHas CBS3b, KOTO-
PYIO 4alle BCETO MOJYYarT METOJOM aHKETUPOBAHHUS IOIYy4YaTEICH COLM-
aJpHBIX yCIIyr. B kayecTBe nmpuMepa NpuBEAEM AHKETY HA BBIABJICHUE CTE-
IICHU YJOBIETBOPEHHOCTH HACEJICHUS TOCYJAPCTBEHHBIMUA M MYHHUIIUIIAIb-
HBIMM yCIIyTaMH B CHCTEME COLUAIBHOU 3aIATHI HACECIICHUA.

AHKeTa

CrerneHp yJIOBIETBOPEHHOCTH HACEJICHUSI TOCYIAPCTBEHHBIMU U MYHHU-
ANAIbHBIMU YCIIYTAMHU B CUCTEME COLIMATIBbHOU 3aIUTHI HACEICHUS.

VYBaxaembiii pectionsieHT! [ Hac BaxHO 3HaTh Bare mMHeHue o nes-
TEJIbHOCTA OPraHOB COILMAJbHOM 3allMThl HacelieHus W Bamry ynoBieTBo-
PEHHOCTh MPEAOCTABISIEMBIMUA TOCYJAPCTBEHHBIMA W MYHHUIUITAIBHBIMU
ycayramu. [loxkanyiicra, yIeauTe HEMHOIO BPEMEHU 3allOJHEHUIO JTaHHOMN
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aHKeThl. Baimu oOTBeTbl OCTaHYTCSI aHOHMMHBIMHU. 3apaHee Ojarogapum
3a yyactue!

1. Kak BrI onileHMBaeTe CBOE MaTEpUAILHOE MOJIOKEHUE?

- HUDKE CPEHETO

- cpenHee

- BBIILIE CPETHETO

2. ITonb3yerech 11 Bbl cONHAIBHBIMU yCIyTramMmu?

- IOJIB3YIOCh

- HE TOJIB3YIOCh

- 3aTPYAHSAIOCH OTBETUTH

3. Hackonmpko Bac ynoBieTBOpsieT B LEIOM KAade€CTBO IPENOCTABIISAC-
MBIX YCIYT B CHCTEME COLIMATBHOM 3aIIUTHI?

- TIOJIHOCTBIO YJIOBJIETBOPSIET

- B OCHOBHOM YJIOBJIETBOPSIET

- CpeliHe

- B OOJIBIIION CTETNIEHU yIOBJIETBOPSET

- B OOJIBITION CTETIEHU HE yIOBJIETBOPSET

- COBCEM HE YJIOBIIETBOPSIET

4. ITonb3yerech I Bbl KOHCYIBTAIMAME MO MPEIOCTABICHUIO TOCYAap-
CTBEHHBIX U MyHULIMIAIbHBIX YCIYyT?

- MIOJIB3YIOCh

- HE TOJIB3YIOCh

- BIIEPBBIE CIIBIITY 00 3TOM

5. KakuMm crmoco6oM Brl 3anuceIBaiich Ha KOHCYJIBTAITHIO?

- INYHOE OOpaIieHue

- 1o Tenedony

- TIO BJICKTPOHHOU MOYTE

6. Kakx Bbl cuuTaere, HEOOXOAMMBI JIM TpakjaHaM KOHCYJIbTallUU
MO MPEJOCTABICHUIO TOCYJAPCTBEHHBIX U MyHULIMIAIBHBIX YCIYyT?

- a

- HET

- 3aTPYAHSAIOCHh OTBETUTH

7. YcrpauBaer v Bac mopsgok mpenoCcTaBiIEHHS TOCYAAPCTBEHHBIX
Y MYHUITUTIAJIBHBIX YCIYT?

- MIOJIHOCTBIO YCTPAUBAET

- CpeliHe

- a0COJIFOTHO HE YCTpPanuBaeT

8. YnosnerBopsier au Bac Kkad4ecTBO MPENOCTABIEHUS TOCyIap-
CTBEHHBIX U MyHULIUIAIbHBIX YCIyT?
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- IOJIHOCTBIO YAOBJIETBOPSET

- B OCHOBHOM YJIOBJIETBOPSIET

- CpeliHe

- B 0OJIBIION CTETNIEHU HE yIOBJIETBOPSET

- COBCEM HE YJIOBJIETBOPSIET

9. Eciii He yJIOBIIETBOPSIET, YKAKUTE YTO UMEHHO:

- OTCYTCTBHE KEJIAEMBIX PE3YyJIbTATOB

- pacnyicaHue paboThl CHeHAINCTa

- OTCYTCTBHUE MOJIHON MHGOPMAIIMU O IPEIOCTABIISIEMBIX YCIYTax

- YPOBEHb KBaIU(UKAIIUU CTICIIHAINCTA

- CUCTEMAa IPEAOCTABICHUSI HEOOXOUMBIX IOKYMEHTOB

- CPOKH IIPENOCTABIICHUS YCIYT

- Ipyroe

10. Hackonpko Bac ycTpamBaer pe3ynbTaTr IMPEIOCTABICHUS TOCYAap-
CTBEHHBIX U MyHULIUNIATbHBIX YCIYT?

- IOJIHOCTBIO YCTPANBAET

- CpenHe

- COBCEM HE YCTPAUBAET

11. Kak Bwsl orneHuBaere crenedb Bameii uH(QOpMUPOBAHHOCTH
O MPENOCTABICHUH I'OCYIAPCTBEHHBIX U MYHUIUIIAJBHBIX YCIYyI B CUCTEME
COIMAJIbHOM 3aIUTHI HACEIECHUSA?

- HU3Kas

- CpenHsis

- BBICOKas

12. Kakue KOHKpeTHbIE MEPBI BbI MOKETE MPEITIOKUTD I YIIyUIIEHUS
Ka4eCTBA MPENOCTABISAEMBIX YCIYT

Bam mon

MY KIHHA
KCEHIITMHA
Bam Bo3pacr
Barmie o6pa3oBanue

HadaJIbHOE 00IIIee

OCHOBHOE 00111e€

cpeanee (mmoaHOE) odiee
HavJabHOE MPOo(EeCCHOHAIBHOE
cpeaHee npodeccuoHanbHOe
BhICIIIEE TPOPECCUOHATBHOE

Ipyroe
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Bompocsl Aad IPOMEIKYTOYHOM aTTECTAINHU 110 KypCy

1. UTOo BXOHT B MOHSATHS «KBAIUTOJIOTHS) U «KBATTUMETPHUSI»?

2. HazoBuTe 00BEKT U IPEAMET KBATUMETPUU KaK HAYKHU.

3. UTo BXOAUT B CTPYKTYPY KBAJIUTOIOTHU?

4. B yem 3akiio4aeTcs 11eJ1IeCO00pa3HOCTh KBAIMMETPUM KAaK HAYYHOMH
JTUCHUMIUIMHBI B COLIMAIBHOM padboTe?

5. JlaliTe onpenesieHre KauyecTBa COIUabHON paboTHI.

6. /laiiTe onpeneneHne KBaTUMETPUUECCKUX TEXHOJIOTHM.

7. Ilepeuncinrte OCHOBHBIE aCHEKThI MOATOTOBKH CIIELHAIUCTOB MTOMO-
rarommx npodeccui.

8. Uto mpencraBisieT co00i KBATUMETPUUECKUM MOJIXO0] B COIIUATIBLHON
paborte?

9. JlaiiTe onpeneneHue KBaATUMETPUUECCKUX TEXHOIOTH.

10. KakuM kputepusiM JOJDKHA OTBEYaTh COIlMAJIbHAs paboTa ¢ TOYKH
3pE€HUS KBAIMMETPUYECKOTO TOAX0Aa?

11. JTaiiTe onpeneneHue NOHATHUS KyCITyTray.

12. [lepeuncnure U oxapakTepu3yuTe OCOOCHHOCTU YCIyT B OTIMYHE
OT TOBAapOB MATEPUATBHOIO MPOUCXOKICHHUS.

13. HazoBute crienududeckre NpU3HAKA COIMATBHBIX YCIIYT.

14. KakuMm 3aKOHOM PETJIAMEHTUPYETCS MPEIOCTABICHUE COIUAIbHBIX
yCIIyT HaceyneHuro B PO?

15. HazoBute mokaszaTenn KauecTBa COIMAIbHON YCITyTH.

16. Kakue omnepanuu BXOIST B alrOPUTM OLIEHKM KaudecTBa M 3 (dek-
TUBHOCTU COLMAIBHBIX YCIIYT?

17. JlaiiTe onpenesieHue CTaHIapTa COUAIBHON YCIIYTH.

18. OnuiMrte HOpMAaTUBHYIO 0a3y CTaHAApPTU3alUM U CEepTUPUKALMU
COLUHUAIBHBIX YCIYT.

19. Yto BKJIFOUAET B €01 CTAaHAAPT COLMATBHON yCIyTu?
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