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CTpyKTypa M coaepKaHHe THCIHILIMHBI

1. eaun 1 3aga4u AUCHUIIMHBI, €e MeCTO B Y4eOHOM mpouecce

Ilenp u3ydeHHs IUCLMIUIMHBI — 3aKJOYaeTcs B (POPMUPOBAHUU Yy OYyIyLIUX
CHEUAINCTOB UHAYCTPUH TypHU3Ma COBPEMEHHBIX TEOPETUUECKUX 3HAHUN CIIOCOOHOCTHU
OCYILECTBIISITh KPUTUYECKUI aHaIM3 NPOOJIEMHBIX CUTYallui B BOIPOCAX KayecTBa YCIIyT
Ha OCHOBE CHCTEMHOIO I10JIX0/a, BbIpa0aThIBaTh CTPATErHIO NEHCTBUIH 10 pa3zpaboTke n
BHEAPECHUIO CUCTEMBI YIPABIECHHUS KAa4eCTBOM YCIYl B JEATEIBHOCTH TOCTHUHUYHBIX
MIPEANIPUATHH.

3agayamMu 1aHHOTO Kypca ABIIAETCA MOJYYCHUE CTYACHTAMM:

3HaHUW OBONIOIMU DPAa3BUTHS W COBPEMEHHON (Quiocodun  ynpaBieHU
Ka4eCTBOM,;

3HAHUU B BOIIPOCAX CUCTEMBI YIIPABICHUS KAYECTBOM TYPUCTCKUX YCIYT;

3HAHMUH IO COBEPUICHCTBOBAHUIO CYIIECTBYIOIIMX U pPa3paOOTKU MHHOBALMOHHBIX
TEXHOJIOT'MH YIIPABJICHUS Ka4€CTBOM TYPUCTCKHUX YCIIYT;

MPAKTUYECKUX HABBIKOB ()OPMHpPOBAHUE CHCTEMHOIO IIOJXO0Jla K pEIICHUIO
npo0JieM MOBBIIICHUS KauecTBa.

2. Mecro nucuuniannsl B ctpykrype OIIOITI BO

JucuunnnHa «YIpaBieHHE KaueCTBOM TYPUCTCKHX YCIYT» BXOJUT B 0a30BYIO
yacTb yuyeOHoro ruiaHa. HeoOXoAMMBIMU YCIOBHSIMH JJIS OCBOEHHUS JIUCUUIUIMHBI
SBJISIFOTCS: 3HAHME HALMOHAJIBHBIX U MEXIYHAapPOJHBIX CTaHAAPTOB KaueCTBA; OCHOBHBIX
METOJIOB KOHTpPOJISI KadecTBa OKa3aHUsA YCIYr B cdepe ToCTeNpUuUMCTBA U
OOLIECTBEHHOI0 MUTaHUS B COOTBETCTBUU C TPeOOBAaHUSIMU HOPMATHBHO-IIPABOBBIX
aKTOB, MPO(ECCHOHAIBHBIX CTaHAAPTOB, a TAKXKE C YYETOM MHEHHUS MoTpeduTenei u
IPYTMX 3aWHTEPECOBAHHBIX CTOPOH; YMEHHME BHEAPEHUS IOAXOJ0B MEHEIKMEHTa
KauyecTBa B COOTBETCTBMM C HAUMOHAJIBHBIMU M MEXAYHAPOJHBIMH CTaHAapTaMu
KauecTBa B JIEATEIBHOCTh OpraHu3aluuidl cepsl Typu3Ma; NPUMEHITh METOJbI KOHTPOJIS
KayecTBa OKa3aHUs YCIYr B cdepe TOCTeNpPUUMCTBA U OOIIECTBEHHOrO IUTAHMS B
COOTBETCTBUU € TPEOOBAHUSAMH HOPMATHUBHO-NPABOBBIX AaKTOB, NPO(PECCHOHAIBHBIX
CTaH/JapTOB, a TAKXKE C Y4€TOM MHEHHUS NOTpeOuTeNned M APYTrUx 3auHTEPECOBAHHBIX
CTOpPOH.

CopnepxaHue IUCLUIUIMHBL ABIIAETCA JIOTUYECKUM IPOJODKEHUEM COIEPIKaHUs
muciuiuinH:  «CTpaTteruyeckoe  ymopaBlieHHe B TypusMme», «VMHpopMannoHHbIE
TEXHOJOTMU B YIPABIEHUU NpoekTamu», «lIporHosupoBanne u IJIaHUPOBAHUE
NEATENBHOCTH B MHAYCTPUM TOCTEIIPUUMCTBA» M CIYKUT OCHOBOM Il OCBOEHUS
mucuuiuinebl «CTparteruu U ynpasieHue Kypoptamu U SPA-nentpammn», «bezonacHocTh
B TYpU3ME».

Kypc «YnpaBieHue kauecTBOM TYPUCTCKUX YCIYI» SIBJISE€TCS HEOOXOIUMOM JUis
OCBOEHMsSI ~ 00IENpO(EeCcCHOHANBHBIX W NPOQECCHOHAIBHBIX  KOMIETEHUUH 10
HampaBieHuio noarotoBku 43.04.02 Typusm, a Takxke, CaMOCTOATEIbHOTO 3aHATHUS
Hay4HO-MCCIIEOBATENbCKOM  pabOTOM  CTyZle€HTa W HANMCAHMS  BBIMYCKHOMU
KBaJIM(DUKAITMOHHON pabOThl — MarucTePCKON TUCCEPTALIUU.



3. TpeﬁoBaHml K pe3yjibTaTaM OCBOCHUA COACPKAHUS NTUCIHUIIJINHBI

Kon u NHauKkaTopsl TOCTUKEHUN Tlepedens IaHUPYEMBIX PE3YIHTATOB
HAUMECHOBaHUE KOMIIETCHITUN
KOMITETCHITHH (o peanm3yemont
JIMCIIUTUIMHE)
OIIK-3. 3HAeT CHCTEMbl MCHEI)KMEHTa KauyecTBa B
Crnocob6en COOTBETCTBHH c HAIMOHATHHBIMHU u

paspabaThIBaTh U

OIIK-3.1. PaspabaTeiBacT u

BHEJIPSICT CHCTEMBI | MEXJIyHAPOJHBIMU CTAH/IAPTaMH KaueCTBa;
BHCAPATD CUCTEMbL | yripapricHUs KayecTBOM B yMeeT BHEAPATh CUCTEMY MeEHEHKMEHTa
YTIpaBJICHH COOTBETCTBUHA C | kadecTBa B COOTBETCTBHM C HAIIMOHAJBHBIMHM U
Ka:(gggz?;g;ﬁ; B | HalMOHAILHBIMH Y| MeskIyHapOJHBIMH CTaHAAPTAMU Ka4eCTBA;
MEKAYHAPOTHBIMA BIajJeeT  HaBbIKaMH  (DOPMHPOBAHHUS
CTan/lapTaMi KaqecTsa. CHCTEMBI KAayecTBA B OpraHusamusax cepsl
Typu3Ma
3HAeT TIPOLEAYPY BHEIPEHHS CHUCTEMBI
MEHE/DKMEHTa  KadecTBa B JICATCILHOCTD
OIIK-3.2. OuennBaeT | oprapusanii chepsl TypH3Ma;
Ka4ecTBO OKasaHUd yCiIyr B yMeeT TIPHMEHSATh METOAbl  KOHTPOIS
chepe TypHu3Ma B
Ka4yecTBa OKa3aHWs yCIyr B cdepe Typu3ma B
COOTBETCTBUU co
CTammapramn jesenbrocTy | COOTBEICTBAM C TpeOOBaHUSIMH HOPMATHBHO-
TYPUCTCKMX — NpEAIpHATHH, | TPABOBBIX aKTOB, MpodheCCHOHANBHBIX
TOCTUHHULl M WHBIX CPEICTB CTaHIapTOB, a TaKXE C YUYCTOM MHCHUA
pasMelmieHus, ¢ ydeToM | INOTpeOuTened M Jpyrux 3aMHTEPECOBAHHBIX
MHEHHMsS TOTpeOuTesneil M | CTOpPOH;
JAPYTUX  3aMHTEPECOBAHHBIX BIaeeT HaBBIKAMH MPaKTHYECKOTO
CTOPOH. BHEJIPEHHsI CHCTEMbl MEHEIKMEHTa KauecTBa B
JICSITENIBHOCTD opraHu3anui cepbl
TOCTEIPHUMCTBA M OOIIECTBEHHOTO MUTAHMS
3HAET METOJOJOTHIO CHCTEMHOTO aHalu3a
TK-3. Criocoben OM3HEC-TIPOIIECCOB MPEANPHUITUHR chepsr
YIIPaBISTH K-3.2. PaspabarsiBaer | TOCTCHIPHAMCTBA M OOLICCTBCHHOTO IUTAHHS;
pedopMupoBaHHEM | MPOTpaMMBI HM3MEHEHHH Ha YMECT aHAJIM3MPOBATh, CUCTCMATHU3UPOBATh
u MPEINPHUITUAX cheppl | u 0000marh, Momenu  (PYHKIMOHAIBHBIX,
PECTPYKTypH3allUel | Typu3Ma, opeoaoICBaTh OpraHu3alMOHHBIX u MH(OPMAITUOHHBIX
ﬂeﬁTeﬂBHPCTH COIMPOTHUBJICHUE ux MPOLIECCOB 6H3Heca;
PeNPUATHI Chephl | BHEIPEHHIO BIAJEeT  HaBBIKAMHM  IIPOBEJICHHS H
Typu3Ma

oopMIleHUS WHXWHUPUHTA W PECUHKUHUPHUHTA
OM3HEC-TIPOIIECCOB

4. CTpyKTYypAa U CoJepKaHUe TUCIHUIINHBI
4.1. O0bem y4eOHOI TUCUMIIJIMHBI U BU/bI Y4e0OHO# padoThl

Bun yueOHo# padoThbI

O06beM yacos (3a4. ef1.)

Ounas gopma 3aounas opma

Oo0mas yueOHasi Harpy3Ka (Bcero) 108 108

(3 3au4. en) (3 3a4. en)
Oo0s13aTenbHAsA KOHTAKTHAsA padoTa (Bcero) 36 6
B TOM 4HcJIe:
Jlexknuu 12 2
CeMUHapCKUE 3aHATHUS - -
IIpakTrueckue 3aHATHs 24 4

JlaGopaTopHbie pabOTHI

KypcoBast paboTta (KypcoBoOii TPOEKT)

Hpyrue  popmbl
00pa3oBaTEeNLHOTO

A METOJbI
mporecca

OpraHu3aiuu - -
(pacuemmno-
epaghuueckue pabomvei, VHINBUIYAIbHbIC 3aTaHUS
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umn.)

CamocrosiTesibHast paboTa CTyAeHTA (Bcero) 72 102

dDOpMa aTTCCTallun 3a4CT 3a4CT

4.2. Cogeprxkanue pa3iesioB TUCHUNINHbBI
Tema 1. OcHOBHBIC OmpeneeHUs] M NMOHATHUS YNPaBJIeHUs KadecTBOM. [loHsTus
“ympaBlieHME KaueCTBOM ™ W ‘“‘cHcTeMa yrnpaBlieHus kadyectBom”.  llenn u monuTuka B
obOnactu kauectBa. OOecreuenne kauectBa. dopmupoBaHue kadectBa. TpeOoBaHUS K
KauecTBYy ycuyr. [IpuHuun  orpakeHust kadectBa. lletnss kauecTtBa  (HpUHLMUII
YKU3HEHHOTO LIMKIIa). Pa3BuTHE yrnpaBieHus: Ka4eCTBOM M OOIIET0 MEHEKMEHTA. DTalbl
dbopMupoBaHUS yIIpaBICHUS KAYECTBOM U OOIIEr0o MEHE/PKMEHTA . XpoHomorus
pPa3BUTHUS YIIPABJICHUS KAU€CTBOM.
Tema 2. Cranpaptbl ynpapjeHusi u obOecneyenus kadectBa (ISO cepum 9000).
Cranpgaptusanus TpeOoBaHUM K KaueCTBY. YPOBHU CTaHAAPTU3ALMU U BUJIbI CTAHIaPTOB.
MexnyHnapoaHasi ctanaaprusanus. EBponeiickas crangaprusamnus. OOIue cBeACHHS O
cragaaprax ISO cepuu 9000. Dranbl crangapTu3anuu TpeOOBaHUN K 00ECIEUEHUIO U
YIPABJICHUIO KAa4eCTBOM. 3Hay€HHUE CTaHAApTU3AlMK TpeOoBaHMI K OOECHnedYeHHIo U
yrnpasieHuto kauectBoM. Ctpykrypa cranaaptoB ISO cepuu 9000 IToctpoenust cuctemsl
KayecTBa B COOTBETCTBHH ¢ TpeboBanusimu ctaHaaptoB [SO cepuu 9000. Tpu moxenu
cucteM kadectBa (ctanmaptel ISO 9001, ISO 9002, ISO 9003). DneMeHThI CHCTEMBI
KauecTBa B COOTBETCTBUHU ¢ TpeboBaHusimu ctanaapra [SO 9001
Tema 3. MeTonoJiorusi MeHeKMeHTa KadecTBa. .Kitaccnueckue METO/IbI
MEHEI)KMEHTa KauecTBa. HoBble METObI MEHEIKMEHTA KauecTBa 3HaUCHUE YIPaBICHUS
KayeCcTBOM B CHCTEME OOIero MEHEIKMeHTa. ‘DKOHOMHYEcKoe uyno” SnoHuu.
VYrpaBneHrne KaueCTBOM KaK CIEHHUATM3UPOBAHHBIN BUJT YIIPABIECHYECKOU €SI TEIbHOCTH.
KauectBo B cucTeme AMOHCKOrO MEHEIKMEHTA. SMOHCKas MIKOJa MEHEIKMEHTa —
cpena (popmMupoBaHus MEHeIKMeHTa KadecTBa. OOuiepupMeHHasl cucTemMa yrpaBleHUs
kauecTBOM. KpyxKku kauecTna.
Tema 4. KoHuenmusi “BceoOmiero ymnpabjeHusi kKadecTBoM”. OcoOeHHOCTH
KOHLIETIIINK “BceolIiero ympasieHus kadyectBom™. Llukn ynpaBnenus B cucteme TQM.
OcHoBHble cTpaternn TQM.
Tema 5. DxkoHOMHMKa KayecTBa. YNPaBJICHHE HPKOHOMHUKOW KauecTBa. YMpaBJICHUE
3aTparaMM Ha KayecTBO. HalMoOHanpHbIE M MEXAYHAPOAHBIE IMPEMHHM IO KadecTBY.
OcCHOBHBIE MOHATHS O NPEMHIX MO KauyecTBY. Mojenn aMepuKaHCKONW U €BpOINEHCKON
IIPpEMUU 110 KayecTBy. EBponeiickas npemus o Ka4ecTBy.
Tema 6. Ceprudukamus u ayauTr cucTeMbl KkadecTBa. OOmme CBEICHHS O
cepTuduKanuu cucTeMsl kauectsa. Llenn ceptudukanym cucremsl kadectBa. Opransl o
cepTuduKanuu cucreM kadectsa. [Iporeaypbl cepTuUKay CUCTEMBI KauecTBa. AyANUT
cucTembl kauecTBa. HazHaueHue u BuIbl ayauTa kadecTBa. OOBEKTHI ayuTa KauecTBa.
Crangaptel ISO cepun 10011.




4.3. Jleknun

Ne Ha3Banue Tembl O0beM yacoB
n/n Ounas 3aouHas
dopma dopma
1 OCHOBHEIC ONPEICIICHUS U TOHATHUS YIIPABJICHUS 2 2
Ka4eCTBOM.
) CranmapTs! yrpaBieHus u obecriedenns kadectna (ISO 2
' cepuu 9000).
3. MeTo/10710THs] MEHEPKMEHTa KavyecTRa. 2
4, Konnenmms “BceoOrrero ynpaBieHHsI KAaUeCTBOM . 2
5. OKOHOMHKA KauecTBa. 2
6. CepTuduKkariyisi 1 ayJTuT CUCTEMBI Ka4eCTBa. 2
Hroro: 12 2
4.4. llpakTHyecKue (ceMUHAPCKHUE) 3aHATHUSA
Ne Ha3Banue Tembl O0beM yacoB
n/n Ounas 3aouHas
¢popma ¢opma
1 OCHOBHEBIC ONPE/ICIICHUS ¥ TTOHSITUS YIIPABJICHUS 4 2
Ka4eCTBOM.
) CrangapTel  ympaBieHHS ©  OOecTeueHus 4
' kadectBa (ISO cepuu 9000).
3. Metoponorus MEHEPKMEHTA KaueCTBaA. 4 2
4, Konnenmust “BceoOIiero ynpapieHHsI KaueCTBOM . 4
5. DKOHOMHKA KayeCTBa. 4
6. CepTuduKanys u ayJIMT CHCTEMbI KAUECTBA. 4
Hroro: 24 6
4.5. CamocTosiTesibHasi padoTa CTYAEHTOB
Ne Ha3Banue Tembl Bup CPC O0beM yacoB
n/n Ounas 3aouHas
dopma dopma
OcHoBHEIe onpesienieHust | [1oaroToBKa K MPaKTUYECKUM 3aHSATHSIM,
Y TIOHSATUS YIIPABICHUS CaMOCTOSITEIbHBIH TOUCK HCTOYHUKOB
1. Ka4eCTBOM. HaY4YHO-TEXHUUYECKOU MH(popMaIuy, 12 18
MOITOTOBKA OTBETOB Ha
MpeJICTaBICHHBIC BOITPOCHI
Crannaptsl ynipasieHus | [ToAroTOBKa K IPAKTHYECKIM 3aHATHSM,
oOecrieveHus KayecTBa CaMOCTOSITEIIHHBIN TIOUCK UCTOYHUKOB
2. (ISO cepuu 9000). HAYYHO-TEXHUYECKON MH(POpPMALIUH, 12 18
MOJITOTOBKA OTBETOB Ha
MPEJICTABICHHBIC BOIPOCHI
Mertomonmorus [ToaroTroBKa K MPaKTHYECKUM 3aHITHSIM,
MEHEPKMEHTa KaueCTBa. CaMOCTOSITEIbHBIH TTOUCK HCTOYHUKOB
3. HayYHO-TeXHHUECKOW MH(opMarmy, 12 18
MOITOTOBKA OTBETOB Ha
MPEJICTABICHHBIC BOPOCHI
Konnermus “Bceobmmero | [ToaroroBka k MpakTHYECKUM 3aHITHM,
yIpaBIIeHUS KAYECTBOM™. | CaMOCTOSITEIIHLHBII MOUCK UCTOUHUKOB
4. HaY4YHO-TEXHUUYECKOU MH(popMaIuy, 12 18
MOJIrOTOBKA OTBETOB Ha
MpeJICTaBICHHBIC BOITPOCHI




OKOHOMUKA Ka4yecTBa. [TonroroBka K MPaKTHYECKUM 3aHITHAM,
CaMOCTOSITEIbHBIN IOUCK UCTOYHUKOB
5. HaY4YHO-TEXHUUYECKOU MH(popMaIuy, 12 16
MOArOTOBKA OTBETOB HA
IIPEJCTaBIECHHBIE BOIIPOCHI

Ceptudukanns u aynur | [ToaroroBka K MpakTHYECKUM 3aHITHSM,
CUCTEMBI Ka4eCTBa. CaMOCTOSITEIbHBIN TOUCK UCTOYHHUKOB

6. Hay4YHO-TEXHUUECKOU MH(popManuy, 12 14
MOJTrOTOBKA OTBETOB HA

IIPEJCTaBIECHHBIE BOIIPOCHI

72

HToro 102

4.6. KypcoBble paldOTBI/MPOEKTHI MO JUCHUIVIMHE «YTIpaBJieHHE
Ka4eCTBOM I'OCTHHHYHBIX YCJIYD» He NPeANnoJaralTcs y4eOHbIM MJIAHOM.

5. O0pa3oBaresibHbIE TEXHOJIOTHHU

[IpenogaBanme MUCIUIUIMHBI BEAETCS C MPUMEHEHHEM CIICAYIOINUX BHUIOB
00pa3oBaTENbHBIX TEXHOJIOTHIA:

TpPaJULUOHHBIE OOBICHUTEIbHO-UUTIOCTPATUBHBIE TEXHOJIOTHH, KOTOPHIE
o0ecrnevynBaroT AOCTYIHOCTh YYEOHOr0 MaTepHaia i OOJIBIIUHCTBA CTYJEHTOB,
CUCTEMHOCTh, OTPa0OTAHHOCTh OPTaHU3ALUOHHBIX ()OPM U MPUBBIYHBIX METOJIOB,
OTHOCHUTEJIbHO MaJIbl€ 3aTpaThl BPEMEHH;

TEXHOJOTMH MpPOOJEeMHOro OOy4eHMs, HallpaBJI€HHbIE Ha pa3BUTHE
MIO3HABATEJIbHON aKTHBHOCTH, TBOPYECKOH CaMOCTOSATEIbHOCTH CTYIEHTOB W
IpeIoiaratoliue Mocie10BaTeIbHOe U 1EJCHANPaBICHHOE BBIABIDKEHUE TEpes
CTYJIEHTOM TO3HABATEIbHBIX 3aj/lad, pa3pelieHHe KOTOPHIX MO3BOJIAET CTyACHTaM
aKTUBHO YCBaWBaTh 3HAHMUS (MCIOJB3YIOTCS IOWCKOBBIE METOJIbI; TMOCTAaHOBKA
MO03HABATEJIbHBIX 33/1a4);

TEXHOJOTHUH pPa3BUBAIOIIETO OOYYEHHs, TO3BOJSIONIME OPHUEHTUPOBATH
y4eOHBIN MPOLIeCcC Ha MOTEHIIMAIbHBIE BO3MOKHOCTH CTYJIEHTOB, UX PEaTU3aIINI0
U pPa3BUTHE;

TE€XHOJOTMH KOHLIEHTPUPOBAHHOIO OOy4Y€HHS, CYTh KOTOPBIX COCTOMT B
CO3JaHUM  MaKCUMalbHO OJM3KOM K  €CTECTBEHHBIM  IICHUXOJIOTMYECKUM
OCOOCHHOCTSIM 4EJIOBEUECKOI'0 BOCHPUATUS CTPYKTYypbl Y4eOHOro mporecca U
KOTOpBIE JAIOT BO3MO>KHOCTh TJIyOOKOTO M CHCTEMHOTO H3YYEHMs COJEp KaHUsA
y4€OHBIX IUCLUUIUIMH 32 CYET 0ObEIUHEHUS 3aHATHI B TeMaTu4yeckue OJI0KH;

TE€XHOJOTMH MOJYJBHOTO OOy4Y€HHs, NAIOUIMe BO3MOKHOCTh OOeCredeHHus
THOKOCTH TIpoliecca o0ydeHusl, aIaNnTaluy €ro K HHINBUYaJIbHbIM MMOTPEOHOCTAM
U OCOOCHHOCTSIM  oOywarommxcs (TMPUMEHSIOTCA, KaK TMpaBujo, Tpu
CaMOCTOSITEIbHOM O0YYEHHH CTYACHTOB 10 HHANBUAYAIbHOMY Y4eOHOMY IUIaHY);

TEXHOJOTHH  AU(PPEpPeHIUPOBAHHOTO  O0y4YeHHs,  00ecrnednBaroIne
BO3MOXXHOCTh CO37]aHUSl ONTHMAJBHBIX YCJIOBUW Jisi Pa3BUTHUS HHTEPECOB WU
CIOCOOHOCTEHl  CTYJIEHTOB, B TOM YHCI€ M CTYJEHTOB C OCOOBIMHU
o0pa3oBaTeNbHBIMH MOTPEOHOCTSIMH, YTO MO3BOJISIET PEATU30BATh B KYJIbTYpPHO-
00pa3oBaTEIbHOM TPOCTPAHCTBE YHUBEPCUTETa HJCI0 CO3JaHUSA  PaBHBIX
BO3MOYKHOCTEH I OJTy4eHUs 00pa30BaHus
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TEXHOJIOTHH aKTUBHOTO (KOHTEKCTHOT'O) OOYYCHHsI, C MOMOIIBIO KOTOPBIX
OCYILECTBIIACTCS MOJCIMPOBAHUE IMPEIMETHOTO, MPOOJEMHOTO M COIHAILHOTO
colepxaHus ~ Oyaymied  npo(eCCHOHAIBHOW  JESITEIBHOCTH  CTYJICHTOB
(MCTIONTB3YFOTCS AKTUBHBIC U HHTEPAKTUBHBIC METO/IbI OOYUYCHHMS) U T. .

MakcumanbHast 3()()EeKTUBHOCTD TMEAarorHuecKoro IMporecca JOCTUTACTCS
IyTEM KOHCTPYHUPOBAHUS ONTUMAIILHOTO KOMIUIEKCA MEJaroru4eCKUX TEXHOJIOTHIA
U (WIM) WX DJIEMEHTOB Ha JMYHOCTHO-OPUCHTHPOBAHHOMW, JIEATEIHHOCTHOM,
JTUAIOTUYECKON OCHOBE M WCIOJB30BaHUS HEOOXOIMMBIX COBPEMECHHBIX CPEJICTB
oOy4eHwus.

6. YueOHO-MeTOAMUYEeCKOE M HH(OPMAITMOHHOE o0ecriedeHue U CIUIIHHBI:
a) OCHOBHAsI JIUTEeparypa

l. EdpemoBa, M. B. VYmpaBieHue KadyecTBOM T'OCTUHHYHBIX YCIYI: Y4YEOHHK U
npakTukym 11s By30B / M. B. EdbpemoBa. — Mocksa: U3natenscTBo FOpaiit, 2020. — 350 c.
2. OBanc, /JI. Ympaenenue kauecTBoM : ydeOHoe mocobue / JI. DOBanc. — Mocksa :

Onutn, 2015. — 671 c.

3. Bbaymrapten JI.B. Yrpasnenue kauectBoMm B TypusMme. [Ipaktukym. Yue6HOe mocobue. /
baymrapren JI.B. — M., KnoPyc., 2012. - 284c.

4. Kobsx M.B. Ympasnenue kauectBoMm B roctunuie / M.B.Ko6sk, C.C.CkoOkun.. —M.:
Marwuctp, 2008. — 511 c.

0) 10MOJIHUTEIbHAA JIUTepaTypa

1. BypuakoBa M.A. YnpaBnenue kauectBom / M.A. bBypuakoa, M.®. Mususnresa. - M. :
Wzn-Bo Poc. yH-Ta npy»x06561 HapoaoB, 2004. - 176 c.

2. Ixopmk C. Beeobiiee ynpapiieHHe Ka4eCTBOM: CTPATETHH U TEXHOJIOTHH, TPUMEHSIEMbIC
cerogHsa B caMbix ycremHbix kommanusx (TCuM) / C. Jlxopmxk, A. Baitmepckux. - CIIO. :
Buxropus mmoc, 2002. -256 c.

3. OrBoznmua B.IO. VYmpasnenue kadectBom. OcHOBBI Teopuu u mpaktuku / B.1O.
OrBozauH. - M. : [leno u Cepauc, 2002. - 160 c.

4. Yupasnenue kadectBoMm / C.J[. UnvenkoBa, H.JI. Unbenkora, B.C. Mxurapsiu u nip.. - M.
: FOuutu-Jlana, 2004. - 334 c.

B) MeTOIMYeCcKHe PeKOMEHIaluu:

1. Meroauueckue yKa3aHus K MPAKTHYECKUM 3aHATHIM U CaMOCTOSTEIbHON paboTe 1o
yueOHOM TUCHUIUIMHE «YTpaBlIeHHE KadyeCTBOM T'OCTUHUYHBIX YCIyI» JJIsi MarucTpaHToB 6
Kypca HampasiieHus 1moarotoBku 43.04.03 «l'octuHMuyHOE 1eno» (Marucrepckas Iporpamma
«YTpaBlieHHEe TOCTUHUYHBIM X03iCTBOMY) / A.B. MensHuK, KaH. 5KOH. HayK, JOIICHT.

2. Meroauueckue yKazaHus IS BBIIOJHEHHS KOHTPOJIBHBIX paboT mo ydyeOHOU
TUCIUIUINHE «YTpaBiIeHUE KauyeCTBOM TOCTHHHYHBIX YCIYr» JUIsi MarucTpaHToB 6 Kypca
HanpasieHuss noaArotoBku 43.04.03 «'octuHHMYHOE [n€n0» (Marucrepckas IporpaMmma
«YTpaBlieHHEe TOCTUHHYHBIM XO3SIICTBOM») 3a04HOM (opmbl oOyuenus / A.B. MensHuk,
KaH/.9KOH.HayK, JIOLEHT.

I') HHTEPHET-PecypcChl:

1. Hayunast osnextponnass Oubnmuoteka Elibrary — Pexum pocryma: URL:
http://elibrary.ru/

2. CnpaBounas npasoBas cuctema «Koncynprant Ilmoc» — Pexxum gocryna: URL:
https://www.consultant.ru/sys/

3. Hayuynas OuGmuoreka umenu A.H. Komseea — Pexum goctynma: URL:

http://biblio.dahluniver.ru/


http://elibrary.ru/
https://www.consultant.ru/sys/

7. MaTepI/IaﬂbHO-TeXHH‘{eCKoe H nMporpammMHoe obecreueHue ANCIHHUIIJINHBI

OcBoeHue
npeAnoaraet

TUCIUTIIAHBI
HUCIOJIL30BAaHHE

«YTpaBjcHue
aKaJIEMAYECKUX

KaueCTBOM TOCTUHHMYHBIX  YCIIYI»
ayIUTOPUH, COOTBETCTBYIOLIUX

JEUCTBYIOIIMM CAaHUTAPHBIM U IIPOTUBOIIOKAPHBIM IIPABWJIAM U HOPMaM.
[Ipouee: pabouee MecTO MpenojaBaTeis, OCHAIICHHOE KOMIIBIOTEPOM C

AOCTYIIOM B I/IHTGPHGT.

[IporpammHoe obOecrieyeHue:

DYHKIMOHAJILHOE
Ha3HA4YeHHe

BecniarHoe
MporpaMMHoOe
odecrneyeHue

CceplIkn

OducHbIif TakeT

Libre Office 6.3.1

https://www.libreoffice.org/
https://ru.wikipedia.org/wiki/LibreOffice

https://ubuntu.com/

Onepannonyas cucrema UBUNTU 19.04 https:/ru, wikipedia.org/wiki/Ubuntu
Bbpayzep FirefoxMozilla http://www.mozilla.org/ru/firefox/fx
Bpayzep Opera http://www.opera.com
[To4TOBBIN KITUEHT MozillaThunderbird http://www.mozilla.org/ru/thunderbird
daiin-MeHemKep FarManager http://www.farmanager.com/download.php
ApxuBarop 7Zip http:// www.7-zip.org/
GIMP (GNU Image http://www.gimp.org/
I'paduaeckuii pemakTop Manipulation http://gimp.ru/viewpage.php?page 1d=8
Program) http://ru.wikipedia.org/wiki/GIMP
Penakrop PDF PDFCreator http://www.pdfforge.org/pdfcreator
Aynuornetiep VLC http://www.videolan.org/vlc/



https://www.libreoffice.org/
https://ru.wikipedia.org/wiki/LibreOffice
https://ubuntu.com/
https://ru.wikipedia.org/wiki/Ubuntu
http://www.mozilla.org/ru/firefox/fx
http://www.opera.com/
http://www.mozilla.org/ru/thunderbird
http://www.farmanager.com/download.php
http://www.7-zip.org/
http://www.gimp.org/
http://gimp.ru/viewpage.php?page_id=8
http://ru.wikipedia.org/wiki/GIMP
http://www.pdfforge.org/pdfcreator
http://www.videolan.org/vlc/

8. OueHouHble cpeacTBa MO JUCUMILIMHE

MacnopT
OLICHOYHBIX CPEICTB M0 Y4eOHOM IMCHUILIMHE
«YnupaBJ/ieHHe Ka4eCTBOM IOCTUHMYHBIX YCJIyI»

Onucanue ypoBHEH chOPMUPOBAHHOCTH U KPUTEPUEB OTICHUBAHUS
KOMITETCHIIUM Ha dTanax ux (OpMUPOBAHUS B XOJ€ U3yUCHUS TUCIUTITUHBI

Iran Kon YpoBHHU Kpurepun

KOMIeTeHIIMH | c()OPMHUPOBAHHOCTH OLlCHUBAHMS KOMIIETEHIHH

KOMIIeTeHIIMH
= OIIK-3. IHoporoBsrii 3HaeT CUCTEMbl MEHEKMEHTa KadecTBa B
2 Crioco0eH COOTBETCTBUU c HallMOHAJIbHBIMU u
E paspabatbiBaTh 1 MEXIyHapOIHBIMHU CTaHAApTaAMU KauecTBa;
S BHEAPSTDH npoueaypy BHEAPECHHUS CHUCTEMBI
é CHCTEMBI MEHE/UKMEHTAa  KadecTBa B JICATENBHOCTD
YTIpaBJICHUS opraHu3aImii chepsl TypU3Ma;

KayecTBOM yCIyT Ba3oBsiii yMeeT BHEIPSITh CUCTEMY MEHEIKMEHTa

B chepe Typu3Ma KayecTBa B COOTBETCTBUU C HAIMOHAJIBHBIMH U
= MEKIyHApOIHBIMU CTaHIapTaMH KauecTBa;
% NPUMEHSATh METOABI KOHTPOJI KadecTBa
o OKa3aHus yCiIyr B chepe Typu3Ma B COOTBETCTBUH
5 ¢ TpeOOBaHMSIMH HOPMAaTHBHO-IIPABOBBIX aKTOB,
© npoecCHOHANBHBIX CTAaHAApTOB, a TaKKe ¢

y4e€TOM MHEHHUS MNOoTpeOuTenel u  Jpyrux
3aMHTEPECOBAaHHBIX CTOPOH;

@ Boicoxmii BJaJieeT HaBBIKAMH (HOPMHUPOBAHUS CUCTEMBI
S = Ka4ecTBa B OPraHU3aIMAX chepsl Typu3Ma ;
E E HaBBIKAMH MPAKTUYECKOTO BHEJIPEHUSI CUCTEMBI
E A MEHE/DKMEHTa  KadecTBa B JAEATEIBHOCTD
55 opranmzauuii  cdepbl  roCTENPUUMCTBA U
i 0O0IIECTBEHHOT'O TUTAHHS
= e [K-3. Cnocoben IHoporoBsrii SHACT METO/ONOTHIO CHCTEMHOTO aHAIH3a
= 23 YIpaBIIsATh OM3HEC-TIPOLIECCOB NpeanpUsITHI cdepsl
= pedopmupoBanue TOCTEIPUHUMCTBA M OOIIECTBEHHOTO MTUTAHHUS;
= MU BbazoBbrii yMeeT aHaJIM3UpOBaTh, CUCTEMATU3HPOBAThH
§,§ PECTPYKTypH3aLK u  o0o0marb  Momenu  (QYHKIHOHAJIbHBIX,
S el nesTenbHOCTH OpraHU3allMOHHBIX u MH(QOPMALUOHHBIX
© HpeANpUATHI npoleccoB Ou3Heca;
¢ o = | cbepsl Typusma Boicoxmii BJIaJIeeT HaBBIKAMH MPOBEACHUS B O)OPMIICHHS
K g E WHKUHUPUHTAa W PEHHKMHUpUHTa  Om3Hec-

MPOIIECCOB
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[lepeuens KomMneTeHIUH (IEMEHTOB KOMITETEHIHH ), (HOPMUPYEMBIX B
pe3yJIbTaTe OCBOEHUS YUEOHON NUCUUILIMHBI.

No DopMynHpoB NHpaukatopsl JOCTHXEHUN TeMmbl = _
/1 § Ka KOMIIETEHIINHU y4eOHOH TUCTIUTUIAHEI z =
=) KOHTPOJIUPYE (TI0 TUCTTUTIITIHE) 8 §
% MOM E‘ 2
E KOMIIETCHITUHA & n
: 2
X 2 2
oz 838
£ 2
Q)
1 Criocoben Tema 1. OCHOBHBIC OTIPEICIICHIS 3
5 OIIK-3.1. PazpabareiBacT pen
a3pa0arbIBaT
pasp CHCTEMBI MeHemkMenTa | 1 TTIOHATHA YIDABICHIS
b ¥ BHEAPSATH)
CAPATH yauectBa B CcooTBeTcTBHM C | KAUECTBOM.
CHCTEMBI HAIHOHATBHBIMH u | Tema 2. CtangapTsl ynpaBieHHs
YUpaBJICHHA MEXKIYHapOIHBIMUA 1 o0ecTieueHHs Ka4ecTBa (ISO
Ka4eCTBOM
craHmapraMmu  kadectBa B | cepuu 9000).
(o} B
. yenyr OpraHHU3aIusIx chepsl | Tema 4. Konuenuus “BceodIero
o« JIESITETBHOCTD ,
< .. | TOCTEITPUUMCTBA U | yOpaBiCHHUS KaueCTBOM .
= OpraHu3anui
OOIIIECTBEHHOTO ITUTAHUS
o chepsr
rocrenpunmc | OIIK-3.2. Buenpser cuctemsl | Tema 5. DKOHOMHMKA KaueCTBa.
TBa y| MCHEeDKMCHTa  KadecTBa B | Tema 6. Ceprudmkanus u ayauT
00IIIECTBEHHO | ACATCIBHOCTh OpraHu3aluil | CUCTEMBI KA4eCTBA.
ro muTanus | CPepbl  TOCTENPUUMCTBA H
OOIIIECTBEHHOT'O MTUTAHUS
CriocoGeH TIK-3.2. PazpabateiBaet | Tema 3. Meromonorus
YIpPaBIsTh MporpaMMbl WU3MCHEHHH Ha | MEHEPKMEHTA KaueCTBa
pedopmupoBa| npeAnpPUATHSX chepst | Tema 4. Konnenmus “BceobIero
s | HHCM U TypusMma, MPEOAOICBATE | yypaBiieHHsT KAYECTBOM .
5 < | pECTPYKTypH3| CONPOTUBIECHHE 170:¢ 3
= anuemu BHEAPEHUIO
JESTEILHOCTH
MpeapUATHN
cepsl
Typu3Ma

ITokazarenu u KPpUTCPHUH OLICHHUBAHUA KOMHeTeHI_[I/Iﬁ, OIMNCAaHMEC IIKaJ OICHUBAaHUA

No Kog WNnaukaTtopst [Inanupyemsbie pe3yabTaThl Kontpomupyemsle Haumeno
T/ [KOMIIETEHIH | TOCTHKECHHUH 00yd4eHus 10 TUCLUIUINHE TeMbl Y4eOHOH BaHUE
51 KOMIIETCHIINN JUCLTIIINHBI OLICHOYH
oro
CpencTBa
1. OIIK-3. OIIK-3.1. 3HaeT CHUCTeMBl MeHemkMeHTa [[ema 1. OCHOBHBIE  |pa3HOYD
Cnocoben  [PaspabateiBae kadecTBa B COOTBETCTBHH  C DIpejesICHHUS U OBHEBBIE
pa3pa6aTbIBa T CUCTCMBbI HallMOHAJIbHbIMH " [TOHSTUA YIpaBJICHUS Bagadyu u
Tb U MCHEDKMEHTA MEXKTYHapOIHbIMU CTaHAAPTAMH aqecTBOM. BaJaHN,
BHEJPATH KauecTBa B Ka4eCTBa; Tema 2. Cranpaprer  [PAKTHY
CUCTEMBI  |COOTBETCTBHM | YMEET BHEJPATH CHCTEMY |11 b iehms 1 €cKoe
YIPaBICHUS c MEHEIPKMEHTA Ka4ecTBa B TIPUKJIA]
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KaueCTBOM |HAI[MOHAJHHBI [OOTBETCTBUU C HAI[MOHAIBHBIMH W DOECICUCHUS HOE
YyCIIyT B MU U MEKIYHAPOTHBIMU cranaapramu kauectsa (ISO cepum panaHue)
MEeSITeIbHOCT MEXKIYHApPOJIH KadyecTBa, D000).
b BIMH BJaJIceT HaBbIKaMU (HOPMHUPOBAHUS [Tepq 4. KoHIermums
DpraHu3alii |CTaHIapTaMd [HCTEMbl Ka4yecTBa B OPraHM3ALMAX |‘pceobiero
cepsr KauecTBa B [depbl TypH3Ma VTIpaBIIeHNs
FOCTENIPUUMC OpPTaHU3aIUSIX ca9eCTBOM”.
TBa U cepsl
OOIIIECTBEHH [OCTCTIPUAMCT
OTO TTUTAHU Ba U
DOIIIECTBEHHOT
0 MTUTaHHSA
OIIK-3.2. 3HaeT  mpomenypy — BHeapeHus [ema 5. DxkoHOMHKaA |pa3sHOYD
Buenpsier  fucTeMBbl MEHEKMEHTa KauecTBa B kadyecTBa. OBHEBBIC
CUCTEMBI  [CSATENHLHOCTh OpraHu3anuil CHEepbl Temq 6. Bajadu u
MCHCDKMCHTA [ypHU3Ma, :epTI/I(I)I/IKaHI/Iﬂ u BaJaHus,
KauecTBa B yMeeT MPUMECHSATh METOABI hyIUT CHCTEMBI MPAKTHY
JESATSILHOCTh KOHTPOJISI KA4eCTBA OKAa3aHWS YCIYT kayecTRa. ecKoe
opranuzanuii B chepe Typu3Ma B COOTBETCTBUH C TIPUKIIA]]
cheprr rpeOOBaHUSIME HOPMAaTHBHO- HOE
FOCTSTIPUUMCT [IPABOBBIX aKTOB, Ba/IaHNUEC)
Ba U TpOECCHOHANBHBIX CTaHAAPTOB, a
DOIIIECTBEHHOT [aKKe c Y4eTOM MHEHUS
O MMUTaHWs  [IOTpeOUTENCH u PYTUX
AUHTEPECOBAHHBIX CTOPOH;
BJIa/Ie€T HaBBIKAMU MPAKTHIECKOTO
BHEJIPCHUSI CHUCTEMBbI MEHEDKMEHTA
kauecTBa B JIESATEITLHOCTh
DpraHu3alfi chepsl
"OCTENIPUMMCTBA W OOIIECTBEHHOTO
TATaHU
3HaeT METOMAOJOrUI0 cucteMHoro [lema 3. pazHoyp
K3 Hammsa OmM3HEC-TIPOIIECCOB MeTOH0NIOT U OBHEBBIE
CrocoGen [IK-3.2. TPEIPUATHI cepsl \rememxmenta 3ajladd u
U — PaspabarbiBae [OCTENIPUMMCTBA U OOIIECTBEHHOTO |qyecTBa BaaHVs,
bedopMHpPOB T IIPOTPaMMBI  THTAHN; Tema 4. Kouneruss  |1PAKTHY
afper y POMCHEHHA Ha | ymeer AHATTM3UPOBATD, | oo 611 iaro ecKoe
MPEATIPUATHAX [UCTEMATH3MPOBaTh H  0000IIaTh TIPHKIIA]]
peCTPYKTYPH cepsl MOZEIIH (hyHKITMOHATBHBIX, praBJ‘IeHI/I’},I HOE
3anuei KauecTBOM .
ESTEBHOCT Typu3Ma,  DPTraHM3alHMOHHBIX " Ba/IaHNUE)
Mpeoo0aeBaTh THHOPMAITMOHHBIX MPOIIECCOB
" CONPOTHBIICHU DHU3HECA;
[peIPUITH
it cdepbl e ux BJIa/IE€T HAaBBIKAMU MPOBEIACHUS U
Typu3Ma BHEApEHUIO DGOPMIICEHHS  HWHXWHUPUHTA U
DEMHKUHUPHUHTA OU3HEC-TTPOIIECCOB
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1. TunoBble TeCTOBLIE 3aJaHUSA
(nopo2oswlii yposenn)

1. ®opma OCyIIECTBISIEMOTO OPTraHOM IO CepTU(UKALUN MOATBEPKIACHUS
COOTBETCTBUSI OOBEKTOB TPEOOBAHUSM TEXHUYECKHUX PETJAMEHTOB, MOJIOKEHUSIM
CTaHJAapTOB WM YCIOBHUSM JOTOBOPA - 3TO:

cepTuduUKaIus;

aTTeCTaIlus;

aKKpeIUTaIus;

COIJJaCOBaHUE.

2. HopmaTuBHBIH [OKyMEHT, B KOTOPOM B IeJliX J0OpPOBOJIBHOIO
MHOTOKPAaTHOTO HCIIOJIb30BAaHUS YCTaHABIUBAIOTCS XapPAKTEPUCTUKH OOBEKTOB
CTaHAAapTU3ALUH, IPUHUMAEMBIN 10 COMIAIIEHUIO CTOPOH, - 3TO:

CTaH/IapT;

cepTuduKar;

JULIECH3US;

JIOTOBOP

3. Ilpunmunamu koHuenuuu TQM u  cUCTEMBl MEXIyHApOIHOM
cragaaptuzanuu MCO 9000 siBnsrores:

npobJieMa ynpaBieHHs KauecTBOM C(OKYyCHpPOBaHA Ha IOTPEOUTETIE;

npoOsieMa yIpaBi€HHMs KauyecTBOM C(OKyCHpOBaHAa Ha TEXHUYECKOU
CTOpOHE MEHEI)KMEHTA KaueCTBa,;

npo0JsemMa yrnpaBiieHUs KaueCTBOM HE MPEANOJIaraeT JajJbHENIIEro pa3BUTHS
B IIpe/iesiax UMEIOLIEHCS CEpUU CTaHIapTOB;

MEHEKMEHT KayecTBa JOJIKEH ITOCTOSSHHO COBEPILIEHCTBOBATHCS.

4. 11CO - 3to0:

CUCTEMA KayeCTBa;

CTaHAapThl KAYECTBA;

KOHLIETILIMS KAaYeCTBa,;

MEXIyHApOIHAs] OpraHU3alus.

5.CoctaB QpyHKITUH yIIpaBIIeHUS KAYECTBOM HE BKITIOYAET:

NPUHITHE PEIICHUH PYKOBOJCTBOM MPEANPHUATHS B O0JACTH MOJUTUKU
KaueCcTBa;

UCCJIEIOBaHKE B 00JIACTH KaueCTBa yCIyT;

BHEJIPEHUE OTPACJIEBOr0 CTaHAApTa KAYECTBA;

aHaJIu3 MOTpeOHOCTEN phIHKA B TOBAapax, yclIyrax.

6. ABTOp CUCTEMHOI0 MOJAX0/a K YIIPABICHUIO KaYE€CTBOM:

B. lyxapx;

A. @eiirendaywm;

0. JleMuHr;

I'. ©opn

7. IlpuHUMO ympaBieHHS KadeCTBOM, OMPEACISIONUNA HEe0O0X0IUMOCTh
UMETh YETKYIO 1IeIb B 00JACTH KaYeCTBa, - 3TO:

MIPUHLINI TJIAHOBOCTH;

MPUHIUI 1[€JICHANPABIEHHOCTH;

MIPUHIIUAT CUCTEMHOCTH;
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MPUHLNAN KOMITJIEKCHOCTH.

8.OCHOBOMOJIOKHUK MPOLECCHOTO MOAX0Aa K YIPABJIECHUIO KAU€CTBOM:

B. llyxapx;

A. @elirendaywm;

Jx. XKypan;

@. Teumnop.

9. [IpuHIMIT yIpaBJICHUSI KAY€CTBOM, ONPEACISAIONIMNA CUCTEMHBIN MOIXO0J K
o0ecrneyeHnI0 KauyecTBa, - 3TO:

MIPUHIINI 1IeJICHANPaBICHHOCTH;

MIPUHIINI TJIAHOBOCTH;

MIPUHIIAN CUCTEMHOCTH;

MPUHLUAT KOMITJIEKCHOCTH.

10. I'maBHbI puHLKI cUcTEMBI KadecTBa TQM:

MOJIy4eHUe NpUObLIH;

(YHKIITMOHUPOBAHUE MPEINPUSATHUS;

YAOBJIETBOPEHHOCTD MOTPEOUTES;

KOHKYPEHTOCTIOCOOHOCTh MPENPHUATHS.

11. MeHemKMEHT KadyecTBa  OpraHM3alMy, OXBAaThIBAIOIIMM  BCIO
OpPraHu3alyi0, OCHOBAaHHBIM HA YYaCTUM BCEX WYJICHOB OpraHu3alud |
HANpaBJICHHBIN HA JOCTHKEHUE JOITOCPOYHOIO yCIexa, - 3TO:

TOTaJbHbIA MEHEI)KMEHT KaueCTBa,;

BCEOOIINI KOHTPOJIb KaUueCTBa,

TQM;

TQC.

12. IToHATHE «KAYECTBOY» BKJIKOYAET AJIEMEHTHI:

00BEKT, CYOBEKT, YCIOBHS IKCILTyaTallNH;

CBOMCTBA, MOTPEOHOCTH, OOBEKT;

00BEKT, MOTPEOHOCTH, XapaKTEPUCTUKH;

nOTpeOHOCTH, CYOBEKT, CBOMCTBA.

13. B TpakToBke MexayHapoaHoro crangapra MCO 8402 BeigeneHbl
CJIEAYIOUIUE ACIEKThI YIIPABJICHUS KAUECTBOM:

IJIAHUPOBAHUE U KOHTPOJIb KAU€CTBA;

IJIAHUPOBAHUE U MPOTHO3UPOBAHUE KAYECTBA;

ONIEpPaTUBHAS IESITEIBHOCTD U IIJIAHUPOBAHNUE;

o0111ee pyKOBOJICTBO M KOHTPOJIb KaYECTBA.

14. OO6oOmeHHass MoOJelIb CHUCTEMBbl  KauecTBa, OOYCJIOBJICHHAs
tpeboBanusiMu MUICO wu saBnastomasicss pa3ButueM mnojaxojnoB  DeitreHbayma,
Ottunrepa — Cutrtura u [[>xypaHa, Ha3bIBaeTCS:

3B€3/1a KAUECTBA;

IIUKJI Ka4eCTBa;

CIHUpAJIb KAYECTBA;

METIIs1 KAa4eCTBa.

15. K sramy npeaBapuTeabHON MPOBEPKU U OLIEHKH CHCTEMBbI Ka4ecTBa MpHU
ee cepTU(UKAIIMA OTHOCUTCS:
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IIPOBEICHUE  MPEIBAPUTEIBHOIO  COBELIAHWS [0 OpraHu3alMM  Ha
NPEANPUATAN POBEPKU CUCTEMBI KAUECTBA;

NOATOTOBKA IPEIBAPUTEIIBHBIX BBIBOJAOB 110 PE3yJIbTaTaM IPOBEPKHU IS
3aKIIFOUUTENBHOTO COBEILIAHHUS;

MMOATOTOBKA CHCTEMBI KayecTBa M €€  JOKYMEHTAMU K IPOBEICHUIO
ceptudukanmy;

MPOBEpPKa COOTBETCTBUS TPEOOBAHUSIM CTaHJapTaM KayecTBa.

16. Tlonstue «BceoOwmMiA  (TOTaNbHBIA) MEHEIKMEHT  KadyeCTBa»
COOTBETCTBYET a00peBUartype:

MBQ;

TQC;

TQM;

UQM.

17. TQM ot TQC otnuuaercs Tem, 4To:

TQC He BkitovaeT B ce0s (QYHKIMIO YNpPaBIEHUS LEIIMU U TPeOOBAHUSAMHU
K KauecTBy, a TQM Bkit0oUaeT;

TQC wne BrmaoyaeT B ceOs (YHKUMIO yOpaBICHUS  KavyeCTBOM
(orpannuuBasch KOHTPOJEM KauecTBa), a TQM BkitoUaeT;

TQC ne otBeuaet TpedoBanusam MCO, a TQM oTBeuaer;

TQC sBnsgercs y3kocnemUalIu3upoBaHHOW cucteMoi, a TQM — 0Oonee
YHUBEPCAIBHOM.

18. «KpyxKu kauecTBa» BIEPBbIE BOZHUKIIU:

B CIIIA;

B CCCP;

B SlnoHuu;

B ['epmanum.

19. CyTp OpraHu3allMOHHOTO TIPOEKTUPOBAHHUS CUCTEMBI KadyeCcTBa
3aKITFOYAETCH:

B pa3palboTKe IUIaHA OPraHU3AIMOHHBIX MEPOMNPUITHH MO YIPABICHUIO
Ka4eCTBOM;

B pa3paboTKe TMpeIoKEeHUH 10 (QOPMUPOBAHUIO OPraHU3ALUOHHOM
CTPYKTYPBI CUCTEMBI YIIPABIICHHS KAUE€CTBOM;

B pa3paboTke U pealu3aludd CHUCTEeMHOrO0 TMOJX0Ja K YIPaBICHUIO
Ka4eCTBOM;

B peasin3anuu QyHKIUNA yIPaBICHHUS KAYECTBOM.

20. Yro mnoapazyMeBaercsi MO NPUHIMUIOM OpPUEHTUPOBAHHOMW Ha
MOTPEOUTENST KOMITAaHU U ?

HE0OXOAMMOCTbH MPOU3BOJICTBA COBPEMEHHOM 3(PPEKTUBHOM MPOAYKIIHH;

MMOHMMAaHUE U BHITIOJTHEHUE TPEOOBAHUM MOTpeOUTENEH;

YCTaHOBKA TECHBIX CBS3EH CO CBOMMU MOCTOSSHHBIMU KJIUEHTAMH.

21. KTo oTBe4aeT 3a MOJIUTUKY OpraHu3aluu B chepe kauecTna?

COBET JIUPEKTOPOB;

PYKOBOJIUTEIb OPTaHU3ALINY;

HaéMHBIN KBATH(UIIUPOBAHHBIA MEHEHKMEHT.
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22. Ilpeanaznauenue ctanaapra MCO 9004:2000:

KOHTPOJIb Ka4eCTBa;

YCOBEPIIEHCTBOBAHUE KAUECTBEHHBIX MIOKA3aTENEMH;

YIpaBJICHHUE CTAaHAAPTAMH KA4ECTBA.

23. Kakas oCHOBHas 3ajlaya CTOMT IME€pe] HE3aBUCUMOW ayJIMTOPCKOMN
nposepkori CMK?

OLICHKa BO3MOKHOCTH pealli3allii MOCTPOEHUSI CTPATernyecKux 3ajad Mo
Ka4eCTBY;

peanu3anus NpeABapUTeNIbHOIO Tana nepena cepTudukanuei;

OLIEHKa IIporpecca peain3aluy NPou3BOACTBEHHON MOJTUTUKA KOMITAHUH.

24. MexaHu3M yIIpaBJICHUS KAY€CTBOM BKJIFOYAET:

W3ACPKKHU TIPEATPUSITHUS;

3a/1ayu CTPATETUYECKOTO MIIaHUPOBAHMUS;

peanu3anuio NpOayKIIHH.

25. Yo siBnsieTcst 00BEKTOM CTaHAApPTU3ALMK YCIYT B TypU3ME:

TYpUCTCKasi, TOCTUHUYHAS yCIIyTa;

MPOU3BOACTBEHHBIN MPOIECC OKa3aHUS YCIYTH;

Typpupma, okazpIBaroOLas yciayry.

26. llenu crangapTU3alun:

YCTaHOBJICHHE 0053aTeIbHBIX HOPM U TpeOOBaHUM;

YCTaHOBJICHUE PEKOMEHAATEIBHBIX HOPM U TpeOOBaHU;

YCTaHOBJICHHE TEXHUYECKUX OAPbEPOB B MEKTYHAPOIHON TOPTOBIIE.

27. Cucrema Teitnopa ciayxuiia 1jsl IPOBEPKH KauecTBa:

npoliecca;

OJIHOTO U3JIEIN;

bupMBI;

y IOoTpeOuTes.

28. CucreMa CTaTUCTUYECKOrO YIpaBieHUS Oblla MpeiokKeHa IS
MIPOBEPKH KayecTBa:

npoliecca;

bupMBI;

OJIHOTO U3JIEINS;

OTpeOuTEIs.

29. Cuctema TQM- TOTAJIBHOTO BCEOOIIETO YIPABICHHUS KayeCTBOM
CITY)KWJIa JJIS:

IPOBEPKU KAYECTBA OJHOTO W3/CIIHS;

KOHTPOJISl TPOU3BOACTBEHHOTO MPOILIECCa;

BCETO PYKOBOJCTBA MPEANPUSITHSI;

BBISICHEHUSI MHEHUI TOTpeOUTenel 0 KauecTBe ToBapa.

30. [letns ( cnupaib) KauecTra - 3TO:

0001 TOKYMEHT O COOTBETCTBUHU MPOJIYKTa TPEOYyEMOMY KaueCTRBY;

COBOKYITHOCTh IUIAHUPYEMBIX M OCYIIECTBIISIEMBIX OMNEpAIUil JJIsl CO3IaHUs
OTIpEJICIICHHBIX TPEOOBAaHUHN K KAYECTBY;
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TO TporpaMma, perjaMeHTHpYIollash KOHKPETHble Mephl B o01acTu
KauecTBa U paclpeiesieHUs: PeCypCoB;

KOHIETITyaJIbHasT ~ MOJIEb  B3aMMOCBSA3aHHBIX  BHUJOB  JI€ATEIBHOCTH,
BIUSIOIIMX HA KAYECTBO HA PA3JIMYHBIX CTAIUSX OT OMNpeleNeHUs moTpeOdHOoCTEn
JI0 OLEHKH UX yJIOBJIETBOPEHHUS.

31. Jlns oOecrieyeHusi KayecTBa COIJACHO MEXIYHAPOJAHOMY CTAHIAPTY
NCO 9000 Tpebdyercs:

a) HeoOxouMas MatepuaibHas 0a3a (CpecTBa pa3MeIleHus );

0) HOpMaJIbHBIN MICUXOJOTUUECKUN KIMMAT B OpTraHU3aluU

B) KBaJIM(UUMPOBAHHBINA MEPCOHAN, 3aMHTEPECOBAHHBINA B XOpolIeill padoTe
(uenoBeueckuii pakTop)

r) DIyOOKO TMpOJAYyMaHHas OpraHu3allMOHHAs CTPYKTypa W YETKOe
YIOPABJICHUE MPEITPUITHEM B LEIOM U YIPABICHUE KAYECTBOM B YACTHOCTH

1) TOJYMHEHUE €IMHOMY PYKOBOAUTEIIO

32. Meton SERVQUAL 6511 pazpaboTaH:

a) B 60-e roanl XX Beka

0) B 80-¢ ronbl XX Beka

r) B 50-¢ ronpl XX Beka

33. IIpeacraBiieHue 0 Ka4YECTBE OCHOBAHO HA!

a) TpeOOBaHUAX U MOKEIAHUIX TOTpeOUuTeneit

0) MpUHITUTIAX AEITSILHOCTH IPOU3BOIUTEIICH

B) 3aKOHOJIATENIHHBIX TPEOOBAHHUAX TOCYIAPCTBA

33. Mexnynapoansie ctangaptel MCO cepun 9000 B Poccum HocsAT
XapaKkTep:

a) o0s13aTeNbHBIN

0) 100POBOJIbHBIN

34. Meton INDSERYV 0b11 pazpaboran:

a) JIx. Kpouunowm u C.Teiinopom

0) B.A.3elitramn, A.Ilapacypamanom u JI.JI.beppu

B) JI)x. drenaranom

r) C.I'oynapucom

35.Metoaosiorust BceoOiiero ynpapieHus: kauectBoM TQM — 3t10:

a) cucreMa 00ecreyeHus: KayecTBa MPOIyKIUU

0) sKcIepTH3a NPOIYKIIMH TIPEATPUITHUS

B) COBOKYIHOCTbh METOJIOB yIPABIICHUS MPEANPUITHEM, OCHOBHBIM PhIYAarOM
KOTOPBIX SIBJISIETCSI KAY€CTBO

Meroanyeckue peKOMEHJALINHN:
IIpu ucnonvzosanuu ghopmvl mexywezo konmpons « Tecmuposanuey
CMYyOeHmam Mo2ym npeoia2aromces 3a0aHus Ha OYMaNCHOM Hocumere.
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Kputepnu 1 mkana OLleHUBAHUS 11O OLIEHOYHOMY CPEACTBY «TECTUPOBAHUE)

Ixana oreHuBaHusg Kputepuit onennBanus
(uHTEpBaAN OANITIOB)

5 85 -100% npaBHIBHBIX OTBETOB

4 71-85% npaBUIIBHBIX OTBETOB

3 61-70% npaBUIIBHBIX OTBETOB

2 60% TmpaBUIILHBIX OTBETOB U HUXKE

Kputepnu u 1ikaiia oleHUBaHUS IO OICHOYHOMY CPEICTBY
«IOKJaJI, COOOIIEHNEY

IIxana oneHUBaHUA Kpurepuii onienuBanus
(nHTEpBaN OAIIIOB)
5 Joxuan (coobmienue) npeacrtabieH(0) Ha BBICOKOM YPOBHE (CTYACHT

B IIOJHOM OOBEME OCBETHJ pPacCMAaTPUBACMYIO MPOOJIEMATHKY,
OpuUBeJl apryMEHTHI B TMOJIb3y CBOMX CYXKACHHH, BJIaJeeT
PO UIHHBIM MMOHATUWHBIM (KaTEropruaIbHbIM) almapaToM H T.11.)

4 Hoxnan (cooOmieHue) npeacTaBieH(0) Ha cpeHEM ypOBHE (CTYIEHT
B IIEJIOM OCBETHJI PAacCMATpUBAEMYIO0 MpPOOJIEMATUKY, TPHUBEI
apryMEHTbl B II0Jb3y CBOUX CYXACHUH, IOIYCTUB HEKOTOPHIE
HETOYHOCTH U T.I1.)

3 Hoxnan (cooOuieHne) mpeacTaBieH(0) Ha HU3KOM YpOBHE (CTYIEHT
A0MMYCTHUT CYHICCTBCHHBIC HCTOYHOCTH, HM3JIOKUIT MATCpUall C
OomMOKaMH, HE BIAIEET B JOCTATOYHOH CTENEHH MPOQUIBHBIM
KaTE€rOpHaJIbHBIM allapaToM U T.I1.)

2 Hoxnan (cooOmieHue) mpeacTaBieH(0) Ha HEYIOBICTBOPUTEIHHOM
YPOBHE WM HE MPEICTaBICH (CTYIACHT HE TOTOB, HE BBHIMOTHUII
3aJIaHKE U T.I1.)

3. Pa3HoypoBHeBbIE 3a1a4M U 3a]aHUA
(6az086viil yposeHy)

CuryanunonHas 3aagada

. B 70-x rr. npu TpaguuMOHHOM MOAXOJE K YIPABJICHUIO JESATEIbHOCTHIO B
kopriopaunu Ford Oputo mpuHSTO cremyroiee onpeneieHue kayectra: «KauectBo
— 3TO COOTBETCTBHE BCEM HEOOXOJIMMBIM TEXHUYECKUM TPEOOBAHUSAM, KOTOpHIE
orpezeNieHbl B pab0vHNX uYepTekax, TEXHUUECKUX YCIOBHUSX U JPYTHUX MOJO0OHBIX
JOKYMEHTaxX).

OpHako mpu pa3BUTHH B3aMMOOTHOIIEHUN C MOTPEOUTENISIMH U B TEPBYIO
odepenr Omaromaps ycrexam SIMOHCKUX (UPM, TOCTABUBIINX YIOBICTBOPECHUE
noTpeOuTENe TJIAaBHOW IENbI0 CBOMX CTpaTeruil pa3BuTHs, B KOHIE 80-x TT.
kopnopauus Ford npunsima napyroe omnpenenenue kaudectBa: «KauectBo
ONPENEISIETCA TOKyNaTeJIeM; IOKYIATellb XOYeT HWMEThb W3IAEAus U YCIYTH,
KOTOpbIE B TEUEHHUE BCETO CPOKAa MX CIYXKObl YAOBIETBOPSIOT €ro WM €€
NOTPEOHOCTSIM U OKUIJAHUSM 10 [IEHE, COOTBETCTBYIOIIEH [IEHHOCTH.

Kakue MIPOU30LLIN VU3MEHEHHUS B OTIPENICIICHUU KadecTBa?
[IpOKOMMEHTUPYWUTE UX.

CutyalnimoHHas 3aja4a
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. Toyota OoTKpbIJIa HOBOE TOHUMAHUE KAY€CTBA, BBIIYCTHUB JIYYIyI0 B MUPE
IPOAYKIIMIO, HO y’K€ TOTOBA CIPOCUTH ce0s, Kak Jienarh eule jgydie. «Heycrannas
IIOTOHSI 3@ COBEPIICHCTBOM» — 3TOT JIO3YHI MOYKHO OTHECTH HE TOJIBKO K
IPOAYKIMH KoMmnaHuu Toyota, HO U K caMOM KOMITAHUH. DTO U €CTh HATJISAAHBINA
npuMep (YHKIMOHMPOBAHMSI JMHAMUKHM KadyecTBa B IIOHUMAHUM SIIIOHCKHUX
cnenquanucToB. B.A. Jlanuayc Kak-TO CHPOCHI YYaCTHUKOB KOH(EPEHLHH IO
kadecTBY Ha ABToBA3e: «Uto BBl npousBoguTe?» OTBETHI ObUIM OYEBUIHBIMU —
aBTOMOOWIIN, TPAHCTIIOPTHBIE CPE/ICTBA, 3alacHble YacTH. Torna aBTop mpeaioxKiI
Ipyrou B3rsiA: «Bbl yuacTByeTe B IpeAOCTABIEHNHN YCIIYT 110 TPAHCHOPTUPOBKE.

CpaBHHTE M NPOAHAMZUPYUTE MOAXOABI YIPABICHUS KAayeCTBOM B
SITIOHCKOM M POCCUHCKOM aBTOMOOMIIBHBIX KOMIIAHHUSX.
3ananus
[TpoBepbTe NPAaBUIBHOCTh HUKENEPEUNCIECHHBIX YTBEPKIACHUM:

a) OTBETCTBEHHOCTD 32 KQUECTBO JIOJKHA OBITh KOJIJIEKTUBHOM;
0) peanbHOE TMOBBIIICHHE KAa4eCcTBa MOXET ObITh peajM30BaHO KaK Ha
OCHOBE HOBBIX TEXHOJIOTHH, TaK U 0€3 OHBIX;
B) Ka4€CTBO — ATO TO, YTO TOBOPUT MOTPEOUTEND, @ HE U3TOTOBUTEI;
I) NOJIUTUKA TPEANpUATHS AOJHKHA YUUTHIBATh MOJUTUKY B 00JAcTH
KAa4eCTBa.
VYKaXute HETOYHOCTH B HHKEIPUBEIECHHON MOCIEN0BATEIBHOCTH Pa3padOTKU
CUCTEMBI MEHE/PKMEHTA KaueCTBa!
a) TPOBOAUTCA OOCIEOBaHME TNPOM3BOACTBA M IOATOTABIMBAETCS
CIIELMAJIbHBIN JTOKJIA;
0) pa3pabaTbIBaeTCs PyKOBOACTBO IO peaJIM3allMy IPOrpaMMbl KaUeCTBa;
B) Ha CIEUUAJIbHOM COBEIIaHUU OOCYXKIAIOTCS JAETajdd, CPOKH U
opraHuzanvs BbinojgHeHHs IIporpammsel kadectBa u  PykoBojcTsa,
BHOCSITCA HEOOXOIMMBIE UCIIPABIIEHUS U IPUHUMAIOTCS peIeHus (B TOM
qHclie IO 00YYEHUIO U aTTECTAlUU TIEPCOHAIIA);
r) meponpusaTis u3 [Iporpammel 1 PykoBosicTBa BKIIIOYAKOTCA B OOIIMIA
TUTaH TIPEINPHUATHS/ KOMITAaHUH/TIPOCKTA,
1) IPOU3BOJIUTCS BBIOOP CUCTEMBI MEHEIPKMEHTA KaueCTBa;
e) [IporpamMma kadectBa 1 PyKOBOJICTBO 3aITyCKarOTCSl B TPOU3BOCTBO;
) OCYLIECTBISIETCA MOJAEpKKAa CHUCTEMbl W 3allUTa HWHTEPECOB
IPEANPUATHSL.
JUig yero nuuaMm M OpraHu3alusM, OTBETCTBEHHBIM 3a OOECIeUeHUE KauecTBa,
HY’KHO 00JaJlaHu€e JIOCTaTOYHBIMHU IOJIHOMOuusIMU? BHecure HeoOXoauMBbIE,
Ha Balll B3IJIs]], YTOUHEHHUS B IPEJIOKEHHBIN [IEPEUYECHb:
* IMETh IPAaBO YYaCTBOBATh B PEIIEHUU IIPOOIJIEM KaUeCTBa;
* (hopmynrpoBaTh NPOOIEMBI KAUECTBA;
* IPOBEPSATH UCIIOJHEHUE PELICHHIA;
* 3alpelarh MOCTaBKy WM YCTaHOBKY OOOpYAOBaHHWSA, KOHCTPYKIHHI U
MaTepuasoB, HE YJOBIECTBOPAIOIIUX YCTAHOBICHHBIM TPEOOBAHUSIM.

CurtyanmonHas 3ajgada
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. Ha omHOM M3 poccHiCKMX 3aBOJOB BO BpEMS €r0 OCMOTpa MEXIyHapOIHOU
neneranueil sxkcneproB B.A. Jlanuayc 3anepkancss okoso ofHOM paOOTHHLBI. 3a
OYEHb KOpPOTKOE BpEMsI OHa CJellaja CTOJIbKO IMPEIJIOKECHHHM M0 YIy4YUICHUIO
KAa4eCTBA, CKOJIBKO HE KAKIBIM JOPOrOCTOSAUINN KOHCYJIBTAaHT CMOXET CIEIaTh 3a
nenslii rox padotel. Ho He 5T0 rnaBHoe. B KoHIlE pasroBopa oHa cKazala
3aMeuaTesbHbIE, MOXKET OBbITh, caMble BakHble cioBa: «Crnacu0o, uto Bbl MeHs
BBICTYIIAIW». YTO MOYYUTETHHOIO MOXKHO BBIICHUTH U3 3TOTO IpuMepa?

CutyanmonHas 3aagada

Jlo cux Top CcuUMTaIOCh, 4YTO COOpOYHAs JUHUS JJIWHOM B OJHY MUJIIO
obOecreunBaeT HAWIYyYIIUd OajaHC MEXIy YIPaBIECHHEM M MPOAYKTHBHOCTHIO.
[IprTasich HalTH Jydiee pemieHue, 3aBoj B Kiocio paspaboTan HMpUHIUITHAIBHO
HOBYIO IIJIAHUPOBKY. BBIJIO YCTAHOBIIEHO, UTO MYTh K COBEPIICHCTBOBAHUIO JICKUT
HE B JIaJIbHEHIIIEM TMOBBIIICHUH ABTOMATH3allMM, a B JIy4YIlIEeM HCIOJIb30BaHUU
yejoBeduckoro (akropa. OnHa JvMHHAA JUHUA ObUla 3aMeHeHa 11 KOpoTKuMH,
pacnojoXeHHbIMU 00K 0 OOK Ha KBaapaTHOUM mmiomaau. Ilpenmnonoxure, 4To
MIPOU30IILIO HA 3aBOJIE B PE3yJIbTaTe U3MECHECHUH.

CuryanunonHas 3aagada
AHITIMACKUN CHENUaNuMCT 1O BompocaM Kauectsa /[owcon  OKnanod NIPUBOIUT
ciaeayroumi npumep: «Hacto, CHAB CO CBOErO 3amsCThsl 4Yachl M MOKa3bIBas HMX
KJIacCy — CTYAEHTaM YHUBEPCHUTETA, ACIHUpPAHTaM, OIBITHBIM MEHEIKepam, s
3a71aBajl OIMH U TOT € BOIPOC: «ITO KAUECTBEHHBIE Yachl?»
OTBeThI HE OTIMYANIUCH pa3HooOpasuem: — Hert, onu caenansl B Anonun.— Her,
OHM TIoxue. — Her, Ha HUX HapanvHbl.— A HAaCKOJIbKO OHU HaJeXHbI?— S He
HaJien Obl Takue!
MouM uyacaM HAaHOCHIM ocKopOienue Besze B Mupe — Jlonnone, Hero-Hopke,
[Tapmwke, Cumnee, bproccene, Amcrepmame, bpendopae! Odenp pemko MHE
PUXOJIUIIOCH OOBSACHATH, UTO KAY€CTBO YaCOB 3aBUCUT OT TOTO, KaKUE TPEOOBAHMUS
K HUM MPEABSBISIET BaJelel: BO3MOXHO, OOMIIME IPArolleHHbIX KaMHEN pH1aeT
BIICUATIICHUE OOTaTCTBA, a MU(PPOBOE Ta0JI0, MOKA3BIBAIOIIEE HE TOIBKO BpEeMsi, HO
€lle ICHb HEeNENU U JaTy, MPECTUKHO JJIA JEJOBBIX JIIOJEH, KAK U BO3MOKHOCTh
NOTPYKEHHsI B MOpe Ha riayouHy 50 MeTpoB — 11 akBajJaHTHCTOB. O4eBUIHO,
BBITIOJIHEHUE 3TUX TPEOOBAaHUH U ONpPEENsieT KAYeCTBO YACOBY.
[IpokoMMeHTUPYITE JaHHBIN pacckas ¢ no3uruii TQM.

CuryanuoHnHas 3agadya

3aBon mnpousBoauT Tpu Buma npoaykuuu: A, B, C. Ha cragum
MPOCKTUPOBAHMS CIIO)KHOTO TEXHUYECKOro u3fenuss A pemaercs Bormpoc 00
o0BeMe U ypOBHE JETaIN3alUU TEXHUUECKOTO OMHUCAHMS.

[Ipenmnonoxum, pa3zpaboTka MOAPOOHBIX HHCTPYKIHMHM MO OOCITYKHUBAaHHUIO
OyZeT CTOUTh 25 ThIC. PyO. TUIFOC U3aHNe TS KaXA0T0 KOMIUIEKTa 000PYI0BaHUS
— eme 10 pyO. Ilpyuem Hanmuuue WU OTCYTCTBHE HHCTPYKIUN HUKAaK He
oTpazuTcs Ha 1ene npojaxu (10 Teic. py0.), Tak Kak rapaHTUNHbBIE 0053aTEeIHLCTBA
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BKJIFOYAIOT OOCTYXKMBAaHUE C BBIE3IOM K 3aKa3uMKy, T.e. MOTpeOUTEens He Oynaer
UHTEPECOBAThCS  CONMPOBOJIUTENBHOM JOKYMEHTAllUe H3-32 YBEPEHHOCTH B
TeXHUYeCKol mnoaaepkke. CepBUCHBIM OTHEN mnpeanpusTus padoTaeT Mo
OKJIQJIHOMY IIPUHIUITY, U PACXOJIbl Ha €ro cofiep:kaHue cocTapisitoT 50 Thic. pyO. B
MECHILI.

CpenHsii CTOMMOCTh OJHOTO BbI3oBa cocTaBiasier 400 py6. (cpemHue
TPAHCIOPTHBIE PACXO/bl IUIIOC MOYacoBas CTaBKa MepcoHajia, YMHOXEHHas Ha
CpeaHee BpeMs BbI30BA), CPEIHEE KOJIMYECTBO BbI30BOB — 100 B mecdll, U OHU
pacnpeziesieHbl cleAyomuM o0pa3om: uzaenue A (BbIIYCK 0e3 MHCTPYKIMHU IO
o0cnyxkuBanuto) — 60; mgenme B u C — mo 20 xaxgoe (CHaOXeHbBI
UHCTPYKIIUSIMUA).

W3 ombiTa nmpousBojacTBa U obcmyxkuBanusa uznenuit B u C cienyer, 4yro B
pe3ynbTare BBITYCKA HWHCTPYKLMI 10 3KCIUIyaTallMd KOJMYECTBO BBI30BOB
causutcy ¢ 60 1o 20 B mecs1L.

O6ocHyliTe, cieayeT JM BBIMYCKaTh HWHCTPYKLIHH MO OOCIY>KHMBaHUIO
W30CIUI.

3aganme 11 pa3pabOTKU NOJUTUKH NPEIIPUATHS B 00JACTH KayecTBa.

Pazpaborare 3-4 nenu s npeanpusitys. JJisi OMMCaHHBIX IPOIECCOB
ONpENENUTh KPUTEPUU W METOJbl HMX U3MepeHus u aHanuza. OnpenenuThb
BO3MOXKHBIE ~ MEPONpPHUATHS 1O  yiaydmeHHro. Onpenenuts  BO3MOXHBIE
KOPPEKTUPYIOIIKE U NIpeaynpexaaromuye meponpusatus. [lomydeHHsle pe3yabTaTsl
3aHectu B: bmank «llonuTka u nenu B o0sacTu KadyecTBa» , KapTy Ipolecca -
pasznen « MOHUTOPHHT, U3MEPEHUE U aHAJIU3.

MeToan4eckne peKOMEH 1A u:

Ha ocnose usyuenusi ocHOBHbIX meopemuyeckux NONONHCEHUl cledyem
cghopmynuposame cobcmeeHHOe 00O0CHOBAHHOE MHEHUue Nno npooremam u
B03MOJICHbIM ~NYMAM UX peuleHus 6 OaHHOU obnacmu ynpaeneHus (8
3a8UCUMOCMU OM KOHKPEMHOU NOCMAHOBKU 80NPOCA).

Kpurepuu u 1mkana oueHUBaHMS 10 OLIEHOYHOMY CPEICTBY
«pa3HOYPOBHEBBIE 3aJaHUS U 3aJaUN»

IIxana oneHuBaHUA Kpurepuu onieHuBanus
(uHTEpBAN OAIITOB)

5 OOy4Jaromuiics MOTHOCTBIO U MPABUIIHLHO BBITTONHWII 3aanue. [Tokaszan

IpH pelIeHHH 3aJad B paMKax yCBOGHHOTO Y4YeOHOro marepuana.
Pabora odopmiieHa aKkKypaTHO B COOTBETCTBHH C TPEAbSBISCMBIMH
TpeOOBaHUSIMU

OTJIMYHBIC 3HAHWA, YMCHUSA W BJIAJICHUSA HABbIKaMU INPUMCHCHHA HX

4 OOyuaromuiicsi BBIMTOTHUI 3aJaHUE C HEOOJIBIIMMU HETOYHOCTSIMHU.
[lokazan xopomme 3HaHUS, YMEHUS U BJIQJCHHUS HaBBIKAMU
MMPUMEHEHHUsSI MX TPH PEIICHUH 3a7a4 B paMKaX OCBOCHHOT'O y4eOHOTO
Mmatepuana. EcTb HegocTaTku B 0pOpMICHHH PaOOTHI
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O6yqa}om1/n710${ BBIITOJIHHAIT 3aJaHUC C CYIICCTBCHHBIMHU HCTOYHOCTAMMU.
ITokazan YAOBJICTBOPUTCIIBHLIC  3HAHUSA, YMCHUA W BJIAACHUA
HaBbIKaMMW TPHUMCHCHHA HX IIpHU PCIICHHUU 3aaad

OOyuaromumiicsi BBITIOJIHWI 3aJaHWe HempaBuibHO. [Ipu BBIMOTHEHUH|
00y4aromuics IpoIEMOHCTPUPOBAT HEJOCTATOYHBI YPOBEHb 3HAHMI,
YMEHMM M BIAJEHUS HMMHU IIpHPELICHUU 33a]a4 B paMKaX YCBOEHHOIO

y4aeOHOTro MaTepuasia

4. IlpakTHyeckoe (MPpUKJIATHOE) 3a]aHHE
(3axrouumenbHslil ypoeets)

«CAMOOIEHKA KAYECTBA ®YHKIIMOHMUPOBAHUA OPT AHU3ALIUI»
Heab: ocBOGHKHE CpelICTBAMH, METOJaMHU W HWHCTPYMEHTApUEM CaMOOILICHKU
NeATEeILHOCTH OpraHW3alii B 00JlacTH KauecTBa Ha 0a3e MOJENe JeI0BOro
COBEpIICHCTRA.
3a1aHus K BBINOJHEHUIO IPAKTUYECKON YaCTH
O3HaKOMHBIIUCh C TEOPETHUUYECKUM MATEPUAJIOM, COJICPKAHUEM, 3HAYEHUEM U
METOJMKAMH CaMOOIICHKM KaudecTBa (DYHKIIMOHMPOBAHUSA TMPEANPUATHA U
OpraHu3alnii, OTBEThTE HA KOHTPOJIbHBIE BOMPOCHI U BHITIOJIHUTE 3a/IaHUE.
CuryaunoHHas 3aga4ya
BriOepure  opraHuzanuMi U IPOBEAUTE  CAMOOIICHKY  KayecTBa €€
(GYHKIITMOHUPOBAHUS Ha OCHOBE HUKECIEAYIOIIUX PEKOMEH AU,
OneHka kadecTBa (DYHKIIMOHUPOBAHUSI OPraHU3AIMU MPOUCXOIUT IO JIEBSTU
KPUTEPHUSM, KKl U3 KOTOPBHIX HMEeT COOCTBEHHbIH «Bec»! : 1) PykoBoacTBO -
10 yen. exn.; 2) llonuTtuka u crpaterus - § yen. ea.; 3) YopaBieHue J0bMH — 9
yen. en.; 4) Pecypcet — 9 yen. en.; 5) Ilpoueccst — 14 yen. en.; 6)
VY noBnerBopeHue 3aka3zunkoB — 20 yen. ef.; 7) YI0BIETBOPEHHOCTh NEpCcoHaa
— 9 yen. en.; 8) Bausaue Ha oOmiectBo — 6 yeu. en.; 9) Pesynprarel OusHeca —
15 yen. en.
Kaxnpii kputepuil aHAUIM3UPYETCS IO ACCATH UHIAWBUAYAIbHBIM IOKA3aTEIIsIM,
KOTOpble MOTYT NpUHUMAaTh 3HaueHus B Oamtax ot O nmo 1. Jlns moacuera
UTOTOBOTO pe3yJibTaTa Mo KaXJAOMY KPUTEPHUIO CKJIaJbIBAlOT OBl MOKa3aTesen
KOXJIOr0o W3 HHUX M YMHOXAKT Ha ero yaenbHbl Bec. OIlleHKa KadecTBa
(GYHKIIMOHUPOBAHUS ~ OpraHU3allid B IIEJIOM  OCYIIECTBISCTCS  IyTeM
CYMMUPOBAHUS PE3YJIbTATOB JEBITH KPUTEPHUEB.
[IpencraBiieHre OTHOCUTENIBHOM BaXXHOCTH TMpoOJIeM/pe3epBOB  MOBBIIIECHUS
KadecTBa (YHKIIMOHUPOBAHUS OPTraHU3allUU C IIEJIbI0 BHIOOPA «CTAPTOBOM» TOUYKHU
JUISL UX pealiu3alldd OCYLIECTBIIsSIETCss mpu nomoinu auarpamm Ilapero. Jlimsa ux
MOCTPOCHUSI HCIOJB3YIOT PE3EpPBbI, HAWAEHHBIE MPU MOMOIIU IE€PBOHAYAIBHON
CaMOOIIEHKU KpUTEPUEB MEHEIKMEHTA KaueCTBa.
B nanpHeitmem paspabatbiBaeTcsi TMporpamMma CIICHAPHBIX JEPEBBEB IIeNeh
peanu3anuu pe3epBOB MOBBIIIEHUS KauyeCcTBa OpraHMW3alMd Ha OCHOBE MPUYMHHO-
CJIEICTBEHHOW auarpamMmsl VICUKaBBI.
Kaxnpiii moka3aresib B COOTBETCTBUU ¢ EBpONENCKON MpeMuerd KauyecTBa MOXKET
OpUHUMATh cieayromue 3HaueHuss B Oamwiax: 0,00 O6asma — He NpeanpuHSTO
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HUKAaKUX JCHCTBHI MO pa3palOTKe WJIM BHEIPEHUIO TIUJIaHA MEPONMPUSIITHIA,
CBSI3aHHBIX C peanu3aluen nanHoro nokaszarens; 0,25 6anna — pa3paboTan METOJ
peuieHusl 3aJayd M Hayara ero peaju3alus; HMMEIOTCS OIpe/eliCeHHbIe
JI0OKa3aTeabCTBa, YTO Oyarojapss METOJy HOCTUTHYT xenaeMbid addekrt; 0,50
Oama — METOJ BHEAPEH MPUOJU3UTEIIBHO B TIOJIOBUHE TMOJApA3/IECICHUH,
HEraTUBHbIE TEHACHIIMM TPU HITOM BBISIBICHB W TOHATHBL, 0,75 Oamma —
JOCTH)KEHHE TIOCTaBJICHHBIX Ieied B OosbIIMHCTBE oOsacteld Omaromaps
CHUCTEMAaTUYECKOMY TPHUMEHEHUIO HOBBIX METOMOB M Toaxonaos; 1,00 Gamn —
METOJI YTBEP)KIEH, IIOCTOSIHHO aHAJU3UPYETCsl €ro IpPUMEHEHWE, OH CTall
COCTABHOM YaCTbIO PETYISPHOU JIESITEIbHOCTH.

Tadumna 1. AHkera CaMOOLEHKHM AESTEJHLHOCTH B 00J1aCTH YyINpPaBJICHUS
Ka4eCTBOM

Ne Ouenka,
Tloxka3arein
n/n

0aJ1J10B

1. PykoBoacTBO

PYKOBO,Z[I/ITCJ'II/I AOCTYIIHBI, TOCCIIAOT pa6oqI/Ie MCECTa nepcoHalia, XOpouio
BBHHMOHCﬁCTByIOT CO CBOUMMMH NMMOAYMHCHHBIMH, BBICIYIIIHUBAIOT UX. H_[I/IPOKO

1 MIPUMEHSIOTCS CIeTaIbHBIE TPYIIIBI U PEIISHHs TPo0IeM, OHH paboTaloT
a¢pdexTrBHO. Mex 1y rpynmnoi U pyKOBOJUTEIIEM ITOAEPKUBACTCS IBYCTOPOHHSIS CBSI3b
PykoBomuTenn oco3Hanu BaxHOCTh MeToaa TQM (Bceobiiee pyKOBOICTBO
) KauyeCTBOM) M CBOIO POJIb JIUJIEpa B 3TOM Ipoiiecce. PaboTa 1o moBBINICHUIO

KBaJTM()UKAIINU HAYUHACTCS C CAMUX PYKOBOAMTENICH, KOTOPHIC IIUPOKO MPUMEHSIFOT
COOTBETCTBYIOIIIHE METOBI B CBOCH TIOBCETHEBHON ACSATCIIBHOCTH

PykoBoauTenn craparoTcs ASHCTBOBATH HA OCHOBE aHAIN3a X COOCTBEHHOTO
3 | moBeneHuUs Kak pykoBoauTens. IMeroTcs 3aMeTHBIC U3MEHEHUS B TIOBEICHUH,
SIBJISTFOIITMIECS] CITICJICTBUEM PEAKITMU Ha pe3yiIbTaT aHaJIn3a

PykoBoguTenn 1eMOHCTPUPYIOT CBOM 00513aHHOCTH B oOactr TQM myTem aHanmm3a
CBOMX JIOCTIDKCHUH M JICWCTBUH Ha OCHOBE TIOJYYCHHBIX PE3yJIbTaTOB

PykoBoguTenu BKIIOYEHBI B IPOLIECC OIICHKU TOTO, KaK CIYXaIlle 0CO3HAIN METOM
5 | TQM, ygacTBys B AMArHOCTHIECKUX MEPOTIPUATHSIX, CEMUHAPAX, a TAKKE MPOBOIS
PETYIAPHO aHAJIN3 COCTOSTHHS JIeJI COBMECTHO C TOJYMHEHHBIMU

OreHKa ¥ MOoIepKKa AesTeNbHOCTH B 061act TQM BKITIOYEHBI B 00s13aTEIHCTBA
PYKOBOIMTENEH M ABISAIOTCS COCTaBHOM YacThio nporecca TQM

PykoBomuTenn o6eciednBaioOT NOAAEPKKY U MPU3HAHKE AESTENFHOCTH TPYIIT B UX
7 | ycIiexoB Ha BCEX YPOBHsIX (Ha pabouMX MecTaX, Ha y4acTKax, B OTJCJIICHUU U B
KOMTIAaHWH B TEJIOM)

PykoBomuTenu nmoamepxuBaiot cucreMmy TQM, BBIICISAS COOTBETCTBYIOIINE PECYPCHI,
KOTOPBIE TOKHBI BKIIIOUATh B TOM YUCJE CPEJCTBA AJIS MOATOTOBKHU TPYMI 11O
8 | yIydYIlIeHUIO AEITEILHOCTH U JUIsl BHEAPEHUS X PEKOMEHIAIUH, a TAKKe
NpeyCMaTPHUBAIOT CPEJICTBA JUISl TIEPCOHATLHOTO MOBBIIICHUS KBATU(QHKAIINT 1
00pazoBaHMs

P YKOBOAUTCIN PETYJIAPHO BCTPCUAIOTCA C HOTpe6I/ITeJ'I$IMI/I H MOCTaBIIMKAaMMH,
9 Y4aCTBYIOT B pa3BUTUU MMAPTHCPCKUX OTHOIICHUH U CO3JaHUHM COBMCCTHBIX I'PYIII I10
YIYUHICHUIO ACATCIbHOCTH

PykoBoauTenn akTUBHO moAaepkuBaroT Metoa TQM BHE opraHW3allud ITyTEM
10| yuacTus B npoecCHOHATBHBIX 00BEIMHCHUSAX, TyOIHKAINH CTAaTeH U OYKIICTOB,
BEICTYIUICHUI Ha KOH(QEPEHIUAX U CPEIN MECTHON OOIIeCTBEHHOCTH

2. ITonuTHKA U cTPaTerus
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Wmeetcs 3asBi1eHIE 0 MUCCUU OPTaHU3aIH, BKIIOYAIOIIEe TE3UC O 3HAYMMOCTH
HOAJCPIKKHI JIESITEIFHOCTH B 00JIACTH Ka4eCTBA W/MIIH TPHHIMITHI TIOAIECPKKH, a TAKKe
CTpaTeruio Ou3Heca

Coneprxanne 1.1 IMeeT HEeMOCPEICTBEHHYIO CBA3h ¢ KoHMenmuei TQM

Cy1ecTByIOT POLEAYPHI, IIO3BOJISIFOIINE YYUTHIBATH MHEHHE COTPYAHUKOB MTPH
(hopMHUPOBaHUY MTOTUTHUKU M CTPATETHH OPTaHU3AINHU (HApUMep, MPOBEJIEHHE OMPOCOB,
MpEe3eHTALus MMOJINTHKH U T. 11.), €CTh IPOLEAYPbl cOOpa MHEHUI COTPYAHUKOB O ITyTAX
YIIy4LIEHUs] eI TENIbHOCTH

Cy1iecTBYIOT NpOLEAYPHI, TO3BOJISIONIUE YYUTHIBATH MHEHHUE 3aKa3UHUKOB,
MOCTaBIIUKOB, PETYINPYIOUINX U IIOJTHOMOYHBIX OPTaHOB, a TAK)KE OOIIECTBEHHOCTH
nipu (HOPMHUPOBAHNY TIOMUTHKH U CTPATETHH

Nmetorcs 3¢ ek TUBHBIC IPOIICTyPhl PACIPOCTPAHCHUS HHPOPMAIIHH O ITOJIUTUKE U
CTpaTerny OPraHU3aNuy (BKJIOYAs, HAIPUMED, IPE3CHTAIIMIO COOTBETCTBYIOIUX
JMIOKYMEHTOB Ha OpudHHTaX U ceMUHapax). FMiMeeTcs moinoKuTenpHas peakius Ha 3TH
MepornpusaTrs. CriocoObI paclipocTpaHeHUs BEIOMPAIOTCS U MTPUCTIOCA0TMBAIOTCS B
3aBUCHMOCTH OT COOTBETCTBYIOIIETO YPOBHS MOJpa3ieicHus, 00ecrieueH CBOOOTHBIN
JIOCTYT K COOTBETCTBYIOIIEH JOKYMEHTAIINU

PerynspHo mpoBOgUTCS aHANN3 CTPATETHUECKUX OM3HEC- TUTAHOB Ha OCHOBE
UHQOPMAITUH PYKOBOIMTEICH, pe3yJIbTaToB OU3Heca, a TaKKe 00paTHOH CBSA3U OT
notpebuTenei, MOCTaBIIMKOB, PETYIHUPYIOIINX OPraHOB, MECTHOH OOLIECTBEHHOCTH,
MIPECCHI U APYTUX KOMIaHUH

[Monmutrka u ctpaterust GOPMUPYIOT OCHOBY OM3HEC-TIAHOB TIO CIICITUATEHON
cucreme, obecreunBaronieii 3Tot npoiecc. [IaHbl perynspHo MPOBEPSIOTCS HA MPEIMET
WX COOTBETCTBHS IMOJIUTUKE OPTaHU3AIUN

Kak pe3ynbrat geficTBUil 110 1. 6 ONPEACIISIOTCS U BBOJIATCS YIIYUIICHUS B IIOJIUTUKY
U CTpaTeruio, o0ecreunBas TEM caMbIM 00JIee TECHYIO CBS3b C 3aJa4aMu OM3Heca

[ponecc pa3paOOTKN MOJIUTHKH U CTPATETUH COIMOCTABIISECTCS C YPOBHEM
JOCTIKEHUH KOHKYPEHTOB M APYTHX IMEPBOKIACCHBIX HUPM

10

Muccus u OU3HEC-TIOJINTHKA OXBATHIBAIOT BCE HarpaBJICHUA JCATCIbHOCTU U BECh
IepCcoHall. TTonmuTrka OIpEaACIACT ACATCIbHOCTD, CIIYKalliue OCO3HAIOT BaXKHOCTDH
3asABJICHUA O MOJIMTUKEC, KOTOPA ABJIACTCA AJId HUX MOTUBALIMOHHBIM (baKTOpOM

3. YopasJiieHue JIIOAbMHA

Ob6ecrieueHa cBA3b CHU3Y BBEPX M CBEPXY BHHU3 MEKIY OTIEIBbHBIMH COTPYTHUKAMH,
OTJIeIaMH U TIOAPA3ICIICHUSIMH IyTeM PETYISIPHOTO MPOBEACHNS JIBYCTOPOHHHUX BCTPEH,
JUCKYCCHI U IPYTHX METO/IOB

D heKkTUBHOCTD ATHX B3aMMOCBS3EH PETYIIIPHO OIICHUBACTCS M COTIOCTABIISIETCS C
Ty4iieil MUPOBOH MPAKTUKOM, MPOIECC B3aUMOCBS3HM MOCTOSHHO YIIy4IlaeTCs

Crparernueckuil niaaH obecrieueHus OpraHu3aliy KaipaMy HalpasiieH Ha
MOJIEPAKKY ITOJIUTUKU U CTpaTernuy Komnanu. IlpeaycMoTpeHs! npoueaypsl,
o0ecreynBalonIfe YBEPEHHOCTh B TOM, YTO BCE HEOOXOIUMBIE AJISl PUPMBI CTPYKTYPBI
CO3J1aHbl ¥ NOTPEOHOCTHU B KaJlpax TOYHO OIPEEIICHEI

[MpodeccronanbHbIe BO3MOXKHOCTH PAOOTHUKOB OTIPEJIEIICHBI M COTIOCTABIICHBI C
notpedHOCTsIMH. [IpreM Ha paboTy U MOATOTOBKA KaJPOB OCYIIECTBIIIOTCS B
COOTBETCTBHH C 3TUMU NOTpeOHOCTIMHU. OTaalIeHHBIE TOTPEOHOCTH B
KBaJTM(PHUITUPOBAHHBIX PAOOTHUKAX OIEHHBAIOTCS HA OCHOBE MEPCIIEKTHBHOTO
CTPaTErMyecKOro MIIAHUPOBAHUS

Pazpaboran u peanm3oBaH I1aH MEPBUYHON MMOATOTOBKY U 00ydeHus. [Linan
JTATBHEUTIICH TTOJITOTOBKY ¥ MOBBINIICHHUS KBATU(UKAIIUN pa3paboTaH Ha OCHOBE
MOTPeOHOCTEH B KaApax M BHEAPEH

3(1)(1)CKTI/IBHOCTI: IMOATOTOBKHA KaJIpOB aHAJIM3HUPYCTCA MYTEM IMPOBCACHUS IMTOCIIC
KYPCOBBIX 3K3aME€HOB, I'OJOBBIX aTTecTanuil aHaIu3a CTEIICHU YAOBJICTBOPEHHOCTH
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3aKa34yrKa U pCryjIgapHO COIOCTABJIACTCA C HOTpe6HOCT$IMI/I (1)I/IpMI>I

3agauu v U KaXXa0ro padoTHUKA 00CYXKIAIOTCS ¢ HUM (WK C TPyNIaMH
pabOTHUKOB) TyTeM eperoBopoB. COOTBETCTBUE JESITEIBHOCTH STHM EISM H 331a4am
MOCTOSIHHO aHAJIH3UpyeTcs. ATTecTanys paboTHHKOB 3 deKkTnBHA

JIro00# COTPYAHUK YIACTBYET B JCITEIBHOCTH M0 HEMPEPHIBHOMY YIIYUIICHHUIO TyTEM
BHECCHUS MPEIOKEHHM, YIaCTHsI B paOOTE IPYIII M0 YIYUIICHUIO IEATCIBHOCTH,
BHYTPH(HUPMEHHBIX COBEIIAHUIX ¥ COOpPaHMSIX, B paOOUHX IPyIIIaX COBMECTHO C
HOTPEOUTEISIMHU/TIOC- TABITUKAMHU

CoTpyaHUKaM MPEJOCTaBICHO NPaBo AecTBOBaTh. ECTh MHOTO JOKAa3aTENbCTB
CYILIECTBOBAHMUSI TPYIII MO YIYUYIICHUIO ACSITEILHOCTH U BHEAPEHUIO PEKOMEH AN
YJIEHOB 3TUX Ipynm. VimeeTcs miaH, B COOTBETCTBHU C KOTOPBIM YCKOPSIETCS MPOIIECC
nepeaadr MoJTHOMOYUN Ha MecTa

10

IIponecc ympaBieHus JTIOACKUMHU PECypCaMU aHATU3UPYETC U yIydIIAeTCs Ha
OCHOBE MHEHU KOHTPOJIEPOB U UTOTOB PETYJIAPHBIX arTecTanuid. Takue mokasaTenu,
KaK ypOBEHb IIEHCHOHHOTO 00eCTIeYeHN s, YCIOBUS Tpya, 0€30MacHOCTh H T. TI.
COTIOCTABIIAIOTCS C HAMBBICITUMU MUPOBBIMU CTaHAAPTAMU U €CTh J1I0Ka3aTeNIbCTBA TOTO,
YTO Ha OCHOBE 3THUX COMOCTABJICHUHN MPOUCXOAUT UX HEOPEPHIBHOE YIIYUIIICHUE

b

Pecypcnl

DuHAHCOBAS CTPATETHS OTpakaeT MPUHITAIIEI TQM, B TOM 9uCIIe PEIIOKEHUSI 00
OCHOBHBIX PacXo/[ax YUUTHIBAIOT BIUSHUE, KOTOPOE OHH MOTYT UMETh Ha
YIOBJICTBOPEHUE 3aKa34UUKOB. B Or0KETe yUTEHBI 3aTPaThl, HANIPABJICHHBIC HA
TpeoTBpaIeHue 1e(eKToB, MPOBEACHIE KOHTPOJIS U Opak

NmeroTes GUHAHCOBBIC TUIAHBI, TPHOPUTETHI KOTOPHIX COOTBETCTBYIOT MOJIUTHKE U
EJISIM OPTaHW3AIMH U BKJIFOYAIOT aHAIIN3 PUCKOB C TOYKYU 3PCHUS UX BIIMSHHS HA
(bMHAHCOBBIC MTOTOKH, CO3JITAHUE CTPAXOBBIX PE3EPBOB H T.II. IEATCIHLHOCTD IO
BBITIOJTHEHHUIO TJIAHOB TIOCTOSIHHO aHAJIM3UPYETCS U YIydIIaeTcsl

JlesitenbHOCTE C(HOKYyCHpOBAHA HA YBETHUCHUN TPUOBUTLHOCTH aKIHi TOCPEICTBOM
WHUIMATHB, HAITPABICHHBIX HA CHIYKCHUE TEKYIIIMX M KAITUTAIBHBIX COCTABISIONINX
3arpar

WNudopmanmonHas cuctemMa yrpaBisieTcss U KOOPAHHUPYETCS TaK, YTOOBI IMETh
JIOCTATOYHBIA OXBAT 1 MUHIMHU3UPOBATh YMCIIO aKTOB BBOJIa HH(DOPMAIIHH.
WNubopmanmonHas cucteMa OCTOSIHHO aHATU3UPYETCs, AeITSIHHOCTh 110 cOopy
WHGOPMAITUH COBEPIICHCTBYETCS. DTH YIYUIICHUS OXBATHIBAIOT TaKXKe HH(OPMAITHIO,
MpeTHa3HAYCHHYIO Ul TOTpeOuTeNe, MOCTABIINKOB U HACEIICHUS

WNudopmaimonnas cucreMa yJoBIETBOPSAET TPEOOBAHUAM MEXTyHAPOIHBIX
CTaHAapToB. JJaHHBIE TI0 KaYeCTBY PETHCTPUPYIOTCS U CYIIECTBYIOT CIeIHaIbHbIE
nporuenypsl aHanu3a 3Toi nHpopManuu. EcTs cnenuanbHas cucteMa, obecreynBaronast
ruOKOCTh, HHTETPUPOBaHKE U 3aUTy HHPopMarun. CyecTBYIOT IPOLEAYPHL,
o0ecrevnBarone BO3MOKXHOCTh CPAaBHEHHS HH()OPMAITMOHHOW CUCTEMBI C TYUIIUMHU
aHaJIoTaMu

OCYH.[GCTBJ'I}IGTCH YIpaBJICHUC MAaTCPUATIbBHBIMU pECypCaMi U ACATCIIBHOCTBIO
IMOCTAaBIIUKOB IMOCPEACTBOM ITPUMCHCHHA CUCTEMBI 0T60pa IIOCTAaBIIMKOB U OTYCTOB 00
HX JesaTeabHoCcTH. IlocTaBuku IIPUBJICYCHEI K COBMECTHOM AEATEIIHHOCTH 1O
CHMIKCHHIO 6paKa n pa3pa60TKe HOBBIX BUJJOB ITPOAYKIHH U ITPOLICCCOB

OTXO,I[I:I MaTCprajioB MUHUMH3HUPYIOTCA 6nar0z[ap;1 HUX MOCTOSAHHOMY YUCTY U
COITOCTaBJICHHUIO C HOpMaMH. YPOBCHB OTXO0J0B COIMOCTaBUM C JIYYIINMHU
JOCTHXXKCHUSAMMU. HCHTeHBHOCTL 110 YJIYUINCHWIO HallpaBJICHA HA CHMXKCHHUE OTXO0J0B

CkJajickue 3amachl MUHUMH3UPYIOTCS O1aroapsi MPUMEHEHHUIO METO/1a TIOCTABOK
«TOYHO BOBpeMsi». ECThb j0Ka3aTenbCcTBa ONTHMU3AIUH TOCTOSTHHBIX aKTHBOB Ty TeM
CBOEBPEMEHHOTO TepepacIpe/ielieHHs] peCypcoB, OpraHu3alMd CMEHHON paboThI U T. 11.
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CYH_ICCTByeT S(b(beKTHBHaﬂ npoucaypa BbISABICHUS U aHAJIM3a AJIbTCPHATUBHBIX U
ImpearnojraracMbIix TeXHOHOFI/Iﬁ, KOTOPBIEC MOT'YT UMCTh BJIMSIHHUC HA ousnec. Ectp
J0Ka3aTCJIbCTBA TOT'O, YTO IMIPUMCHACMAA TEXHOJIOTHA JaBajila B HEJABHEM ITPOIIJIOM
MPpECUMYIICCTBA NCPC APYTUMU KOHKYPCHTAMU. Texnonorus sSBISETCS COCTABHOM
YacCTbhIO ACATCIBHOCTHU IO YIIYUYHICHUIO IMPOLICCCa U I/IH(i)OpMaLII/IOHHLIX CHUCTEM.
I/IHTCHHCKTyaHBHa}I COOCTBEHHOCTh 3aluICHa U UCIIOJIb3YCTCA
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[ToBsimeHue MPOheCCHOHATBHOIO MacTEPCTBA U CIIOCOOHOCTEH epcoHaa
COOTBETCTBYET HOBBIM TEXHOJIOTUsM. ClTyKalue MpoXo/IsT CIeIUAITBHYIO TIOJATOTOBKY B
00JIACTH HOBBIX TEXHOJOTHH 11 TOTO, YTOOEI OBITh CLIOCOOHBEIMU 00ECIICYUTE
BHEJPEHUE HOBOM MPOAYKIIMK HIIK IIPOIECCOB. YPOBEHb MacTePCTBA U
TEXHOJIOTMUYCCKUE MPOLIECCHI ABJSIOTCS MEPEIOBbIMU

5. Ilpouecceol

1

KitoueBbie OM3HEC-TTPOIIECCHI OTIPEEISIOTCS U PA3BUBAIOTCS UCXOJS U3 IeIei
OpraHU3aAINH

Bnusiaue aTux mporieccoB Ha OM3HEC IOCTOSTHHO aHAIM3UPYETCs Ha BCEX YPOBHSAX.
CMexHbIe TIPOOIEMBI PEIIAOTCs TOCPEACTBOM PETYISIPHBIX COBEIIAHUN

BryTpenHue npoueccsl TOYHO YCTAHOBIIEHBI U OTIPEIEICHBI B COOTBETCTBYIOIINX
pabounx HHCTPYKUMAX. BHyTpH OpraHn3aliii TOYHO OIpE/eIeHbl BHyTPEHHHE
MOTPEOUTENH Y TIOCTABIIUKH, JIUIS YIYUIISHUS B3aUMOJICHCTBYSI MKy HUMU
WCTIOJIB3YIOTCSI CIIEITUAIbHBIE TPYTIITHI

BryTpu oprannzannu cucTeMaTHIecKH MPOBOAUTCS paboTa 1Mo YIydIIeHHI0
MPOLIECCOB ITyTEM BHEAPEHUS CUCTEM KaueCTBa, YIOBICTBOPSIOMIUX MEXTYHAPOIHBIM
CTaHapTaMm

CraHgapThl Ha IPOLIECCHI TOYHO OTIPEAETICHBI, H HAa BCEX COOTBETCTBYIOIINX YPOBHSIX
MIPOBOJIUTCS OLIEHKA AESITEIHbHOCTH HAa COOTBETCTBHE 3TUM CTaHJApPTaM

[Ipu pazpaboTke CTaHAAPTOB U 3a7a4 UCIOJB3YyETCsS 00paTHast CBA3b OT MOTpeOuTENeH
Y TOCTaBIIMKOB, HAIPUMEP, TOCPEICTBOM HCIOIB30BaHMsI HHPOpMaLUN 00
yIIOBJICTBOPEHUH IOTPEOUTEINS

3amaun TEKyIIeH MeATeIbHOCTH COOTHOCSTCS C TIPEAIICCTBYIOIIMMHE TOCTIKCHHSIMH,
U KaXKJas Takas 3a/aya JJis KaKJ0ro KIYeBOro nporecca, Kak MUHUMYM, €KEeTr0THO
MepecMaTPUBACTCS

JI71st CTUMYJTMPOBAHMSI TBOPYESCTBA M HOBOBBEACHHH MTPUMEHSAETCS MPOLIECC 00yUCHHS
Y TIOATOTOBKY TiepcoHana. CyIecTByeT 4eTKas CHCTeMa MOANSP KKH HOBBIX HICH Ha
BCEX YPOBHSX U IOKA3aTEIHCTBA TOTO, YTO YIYUIICHHUE MPOTYKIUU U TIPOLIECCOB
SIBJISICTCSI CIICJICTBUEM BHEIPCHUS U TIPEIOKCHUA COTPYTHIKOB

HoBsie nnm n3MeHeHHbIE TPOIIECCHl OIPOOOBAHBI, 1 UX BHEIPEHNE KOHTPOIUPYETCH.
[[upokoe pacrpocTpaHEHUE NOTYUMI MSTUCTAAUUHBIN METO] peaTu3aliy MPOCKTOB MO
YCOBEPILEHCTBOBaHUIO. Bce HOBalMM TOBEACHBI O CBEJICHUS NIEPCOHANA, KOTOPBIN
MIPOIIEN COOTBETCTBYIONIYIO IOATOTOBKY 0 MPOBEACHUS H3MEHEHUN

10

Bce n3MeHeHus B mporeccax JOKHBI TPOBEPATHCS TSl 00SCIICUCHHS YBEPEHHOCTH B
TOM, UTO JKEJIA€MbIE€ PE3yIbTAaThl JOCTUTHYTHI. DTO OCYLIECTBISCTCS IIyTEM
ayIUTOPCKUX MPOBEPOK U PETYIISIPHOTO aHATN3a CO CTOPOHBI PYKOBOJUTETCH.
Pe3ynbTathl, He MOATBEPIKAAIONTIE OXKUAAHNS, CTAHOBSATCS MIPUYIUHOMN IS TPOBEICHUS
THIATETHLHOTO aHAJIN3a U MPUHITHS KOPPEKTUPYIONTUX ACHCTBUI

6

YIIOBJ'IeTBopeHl/Ie 3aKa34YuKO0B

1

CymiecTByeT cucteMa (HanmpuMep, Haa30p, PETyIIPHBIC BCTPEUH ), TO3BOJISIONIAS
YCTaHOBUTH TPEOOBAHMSI 3aKa3UMKa M ONIPEJCIUTh CTETIEHb WX Y/IOBICTBOPEHHUSI

Opraam3oBaH c6op HHPOPMAITUH TI0 OIIEHKE CTEIIEHN yIOBICTBOPEHHOCTH 3aKa34HKa
(HampuMep, OImpoC 3aKa34MKOB, UX YKAJIOOBI) M COCTOSIHES JIeJT C TIOCTaBKaMH

[MonpoOuas wHpopMaIus, OTHOCIIIASICS K TTOTPEOUTEIIO, MPEIOCTABIISETCS BCEM
COOTBETCTBYIOIIUM COTPYAHHKAM, TOCTOSIHHO aHAIM3UPYETCS U UCTIOIB3YETCs B
YIOPABICHUECKOU NESTEIHHOCTU

Bce cayxamine mOHUMAOT BaKHOCTb YPOBHSI YIOBIETBOPEHHUS 3aKa34unKa U
3HAYUMOCTH BKJIa/Ia KaXI0TO M3 HUX JIJIs TIOBBIIIEHHS TOTO YPOBHSI
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VcTaHOBICHEI aeiu AeATCIbHOCTHU, KOTOPBIC HCTIOCPCACTBCHHO CBA3AaHBI C

5
TTOBBIIIICHUEM CTETIEH! YJOBJIETBOPEHHOCTH 3aKa3UHKa
6 JesTenbHOCTh PETYISIPHO OIEHUBACTCS C TOYKHU 3PEHUS TOCTIKEHUS MIOCTABIEHHBIX
neneld. AHaTU3 OKa3bIBAET TOJI0XKUTEIbHBIE TeHESHIINH B TEUEHUE MTOCIETHIX 3 JIeT
[TocTosiHHO OCyIIECTBISETCA CPABHEHUE C MIEPBOKIACCHBIMU KOMITAHUSAMU (TA€ 3TO
7 | BO3MOXKHO) U C IPYTUMHU KOHKYPEHTAMHU, U OTPEICISIIOTCS BAXKHBIC JJIs1 OPTaHU3aL[IU
MOAXOJIbI
CreneHb yAOBIETBOPEHHS TOTPEOUTENEH JOCTUTIIA 3AITAHUPOBAHHOTO YPOBHS, U
8 | ompeneneHb! HOBBIE, O0JIee BEICOKHE YPOBHH BO BCEX HAIPABICHUSX, SBIISIONTUXCS
BaXHBIMU JIJIS TIOTPEOUTENCH
B teuyenne nocneHUX 3 NET CTENCHB YAOBICTBOPCHUS OTPEOUTENEH TEMOHCTPUPYET
9 | CBOM POCT U JOCTIKEHHUE TIOCTABIICHHBIX I1eJICH. Y IydIeHUS CBA3aHBI C TIOTUTHKON 1
cTparerven
10 PesynbTaThl yAOBIETBOPEHNUS 3aKa3YNKOB CUCTEMAaTUIECKH aHATM3UPYIOTCA U
VIIYYIIAIOTCS ¢ YIETOM WX U3MEHSIONUXCS MOTpeOHOCTEH
7. Y10BJI€TBOPEHHOCTDH MEPCOHAJIA

Cy1iecTByeT cucTeMa, MO3BOJISIONIAs OLICHUBATh CTETICHD YAOBICTBOPEHHOCTHU
COTPYIHUKOB, BKITFOUAs €XKETOTHBIE 0030PhI IO BOIPOCaM OOIIET0 COIHATHLHOTO
KJTUMaTa, B3aMMOOTHOIIEHHH, YCIIOBAN TPyia, CTUJISI pyKOBOZCTBA, TOBBIIICHHUS
KBaJTM()UKAIINU, BO3MOXHOCTH TTPOABIKEHUS TI0 CIIY>KOE M T. II.

Cucrema OIEHKH CTETICHHU YAOBICTBOPSHHOCTH COTPYTHUKOB JIONOJTHEHA
JIOBEPHUTEILHBIMH (KOH(PUACHIIMAILHBIMHI) BCTPEUaMU C HUIMH

BrIsBIEHBI KITIOYEBEIS COCTaBJIAIOIIUEC, OIIPCACIIAIONIUEC CTCIICHD YAOBJICTBOPECHHOCTHU
Ie€pCcoHaIa, KOTOPBIC ITOCTOSHHO OLICHUBAIOTCA C ITOMOIIBIO METOAOB, OITMCAHHBIX B IIII.
1 1 2. DTH coCTaBIAIONIUE OMPEACIIAIOTCA Ha OCHOBC UX BJIMUSIHHUSA Ha O6H.[I/Ie PE3YJIbTAaThI
JCATCIIBHOCTHU

3akperieHne KIF0YEBBIX COTPYTHUKOB KOHTPOJIUPYETCS U OIEHUBACTCS
MOJIOKUTENBHO. YPOBEHb MPOTrYJIOB MUHUMAJICH

Pe3ynbTaThl nprMeHEHHS] METOAOB, MOBBIIIAIOIIUX CTEICHb YAOBICTBOPEHHOCTH
MepcoHalla, aHATM3UPYIOTCS BHYTPH TOJpa3IeiIeHUN, ITyOITUKYIOTCS M MTOKA3bIBAIOT
TEHACHIINIO K YITYUIICHHUIO

BayTpeHHue xano0bl COTPYAHUKOB YUUTHIBAIOTCS, aHATU3UPYIOTCS U HMEIOT
TEHJICHIMIO K CHIDKEHHUIO B TEUCHHUE MOCIETHUX TpeX JeT. CyLIeCTBYIOT J0Ka3aTeIbCTBA
TOTO, YTO COTPYTHUKH ONIYIAIOT CBOIO 3HAYMMOCTE M MX BKJIAJ B 00IIIee IEI0 MPU3HAH

Cy1iecTByeT akTUBHAS MOAJECPKKA U NPEOCTABISIOTCS COOTBETCTBYIOLIUE
MOJTHOMOYHS COTPYTHUKAM JIJIs1 paOOTHI B COCTaBe TPYII YIIyUIIEHUs, YTO SBISIETCA
OJTHOM M3 COCTaBIISIOUINX UX yIOBJIETBOPEHHOCTH

Htorn aesaTenpHOCTH MO HOBBIIIICHHUIO YAOBJIETBOPEHHOCTHU IIEPCOHAJIA U3 1oJda B o[
HUMCIOT IMOJIOXKUTCIIbHYIO TCHACHINUIO, TOCTABJICHHBIC LCJIN JOCTUTHYTHI. Ot
AOCTHXKCHHUA HAIPAMYIO CBA3AaHBI C IIOJINTUKOH 1 C’I‘paTeI‘I/Ieﬁ

CpaBHeHHe ¢ TTOKa3aTesIMH TEPBOKIACCHBIX (PUPM MOKA3bIBAET MPHUEMIIEMBIH
YpOBEHH YAOBIETBOPEHHOCTH ITEPCOHANA

10

CreneHb yIOBIETBOPEHHOCTH MTEPCOHANA CUCTEMAaTHIECKH aHAIN3UPYETCS,
OIICHMBACTCS ¥ MOBBINIACTCS C YICTOM H3MEHSIFOIIUXCS MOTPEOHOCTEH y COTPYTHUKOB

8. Biausinue Ha 0011eCTBO

CYH.ICCTByeT CHCTEMHBIH MoAX0A K OLICHKC BJIUSAHUSA IPOU3BOACTB (1)I/IpMBI Ha

1 | OKpy’KalolIyIo Cpery U IKOJIOTHIO BHE TIPOU3BOJICTBEHHON TEPPUTOPUH C TOUKH 3PEHUS
BBIOPOCOB, IITyMa, COXpaHEeHUs JaHIadTa 1 MECTHBIX JOCTOIPUMEYaTeIbHOCTEH

) CymecTByeT CUCTEMHBIH MOAX0]T K 6€30MacHOMY MPUMEHEHHUI0, XPAaHEHUIO U
yIAIEHUIO MPOYKTOB/MAaTEPHAIOB

3 Cy1iecTByeT CUCTEMHBIN MOIX0/T K YUETy, aHalIu3y, U UMCIOTCS yIyULICHUS B

MIPUMEHEHUH SHEPTUH, IPUPOTHOTO CHIPHS, a TAKXKE B IOBTOPHOM HCTIOJIH30BAHHUU
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MaTcpUuaioB

HpI/IMCHHIOTCH TaKHUEC JOIIOJTHUTCIIBHBIC ITIOKA3aTCIIN OICHKU ACATCIIBHOCTH, KaK
JKaT00bI HaCCJICHHA, aBapuu, BJIMAIOIIUC HaA 663OH3CHOCTB, MOJIY4YCHHBIC IPCMUHU, a
TaKXXC BIIMAHUE Ha YPOBCHDb 3aHATOCTH HACCIICHUA

Cy1ecTByIOT METOABI, 00eCcTIeYnBaIONIe 00PATHYIO CBA3b OT OOIIECTBEHHOCTH,
MIPOKUBAIOIICH BOKPYT (prpMbI. DTa HHPOPMAITUS aHATHU3UPYETCS U COOTBETCTBYIOIINM
00pa3oM yUUTBIBACTCS TIPH ONPEICIICHUH 3a]1au IS TeIbHOCTH

Ha ocuore uHpOopManuu, IoTydeHHOH B pe3yIbTaTe MEPOIPHUATHH, YKa3aHHBIX B II1I.
1—3 u 5, npeanpUHUMAIOTCS TaM, TA€ 3TO BO3MOKHO, COOTBETCTBYIOIINE NCUCTBUS 110
YITyHIIEHUIO

OCyUIECTBIISIOTCS MEPOTIPUSITHS TI0 TTOIJICPKKE MECTHBIX JKUTEJICH 3a CUET y4acTust
OpTraHM3allM{ B PeaTH3aI[i MECTHBIX IPOSKTOB, IIOMOIIH IITKOJIAM U KOJUIC/DKAM
(Hampumep, yupexIeHUE IPEMUH 3a y4eOy U MPe0CTaBICHNE BO3MOXHOCTEH
MIPOXOJKICHUS TTPOU3BOJICTBECHHON TIPAKTUKH ), OJIATOTBOPUTEIIBHOCTH B 00J1aCTH
MEJIMIMHEI, CIIOPTa, TOCyTa

IIpoBoaSTCS MEPOTIPHUITHS IO TOIIEPIKKE MECTHBIX TEXHUIECKUX OOIIIECTB 3a CUET
MPEIOCTABIICHHSI BO3MOXKHOCTEH B IPOBEACHUY Pa3JIMYHBIX UCCIICOBaHUH Ha Oa3e
000pyIOBaHUS U YCTAHOBOK, UMEIOIINXCS Ha (hupme

Uroru nedarensHOCTH 10 MU. 1—4, 6—8 NOKa3bIBAIOT yAyUIIEHN. DTH YIyqLICHUS
MOYHO HaIlpsMYIO CBA3aTh C MOJUTUKON U CTpaTeruen

10

Pe3ynprathl BIUsHUA Ha OOIECTBO CUCTEMAaTHUECKH OLIEHUBAIOTCS, AHAINZUPYIOTCA U
YJIy4LIAIOTCS ¢ yUYETOM YIydIIAaloIuXcsl yCIOBUM. Bee pe3ynbTraTel cOnOCTaBUMBI C
HAWTyYIIUMH TTOKa3aTeNIIMU APYTUX GUPM U JEMOHCTPUPYIOT TOJIOKHUTEIBHYTO
TEH/ICHIIHIO

Pe3yabTaThbl 0u3Heca

Jlist KasK0ro o Ipa3ieCHUs OTPEIeICHbI KIII0UeBhIe (PMHAHCOBBIC TIOKA3aTEIH U
MOKa3aTeN! AeITeIbHOCTH. OHH TOJKHBI BKIFOYATh COOTHOIICHHE «3aTpaThl —
MpUOBLTEY, GUHAHCOBBIE TOTOKH, paclpe/ielIeHue PhIHKA, TPOU3BOUTEIHHOCTD,
CBEPXIUIAHOBBIC 3aTPAThI, YIIPABICHUE aKTUBAMU, MHJICKC aKITHi

OmnpeneseHsl TakKe MOKa3aTeH JesITeNbHOCTH, HE OTHOCALINECS K (PMHAHCOBOU
cdepe. OHM TOIKHBI BKITIOYATh MEPHI TI0 CHIDKEHUIO OTXO0/I0B, YMEHBIICHHIO 00IIET0
BPEMEHH MTPOU3BOACTBEHHOTO LIUKJIA, 110 MOBBIIEHUIO YPOBHS yIOBIETBOPEHUS
noTpeOuTeNne, ypoBHs KyJbTYpPbl HAa POU3BOJICTBE U T. JI.

I[J'ISI BCEX KIIFOUEBBIX MOKAa3aTelcit OIMpPCACICHBI LICJIN, KOTOPBIC HAIPAMYIO CBA3aHbI C
MOJIUTHKOU 1 CTpaTeFI/Ieﬁ noL[pa3;[eneHI/1ﬁ " OTpaXaroT HCIPCPBIBHOC YJIIYUIIICHUC

Ha mecTax pa3pa60TaHH IJIaHBI ACATCIIBHOCTHU HOILpaSI[CJ'ICHI/Iﬁ 10 JOCTHXKCHUTIO
ueneﬁ OusHeca. Otu IUIaHbI, TJC 3TO BO3MOXHO, TpaHC(l)OpMI/IpOBaHI:I B IICJIN U 3aJa49u
OTACIIBHBIX COTPYIHUKOB

dakTHUecKOe MON0KEHNE A PETYIAPHO aHATU3UPYETCSI C TOUKU 3PEHUS
JOCTIKEHHS TIOCTABJICHHBIX LIEJIEH, U pe3yIbTaThl aHATIM3a JOBOAATCA 10 CBEICHUS BCEX
pabOTHUKOB

Bce TCHACHI WU B ACATCILHOCTU KOMITAHUN XOPOIIO MOHATHBI IEPCOHATY.
CocTaBicHEI U PCAIMIYIOTCA IIJIAHBI IO JOCTUIKCHUIO MTOCTABJICHHBIX ueneﬁ

Jnis cpaBHEeHUs 1iesIeld ¥ 3a]1a9 BHYTPU (QUPMBI IPUMEHSIETCS METOJT CONIOCTABIICHHUS
aHAJOTUYHBIX TOKa3aTeae cpeau pa3IuyHbIX MOpa3IeICHHUMA

NmetoTcs noKa3aTenbcTBa HEMPEPHIBHOTO YIIYYIIEHS BO BCEX KITFOYEBBIX
HaIpPaBIEHUIX, 1 OHI MOTYT OBITh HANPSMYIO CBSI3aHBI C IIOJIMTUKOMN U CTpaTeruen

Pesynbrarhl Ou3Heca CHCTEMAaTHYSCKU aHATTU3UPYIOTCS U YITyUIIar0TCs, TaK e KaK u
3(PEKTUBHOCTH IPUMECHIEMBIX MEP
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P €3yJIbTAaThbl OKA3bIBAIOTCA YAOBJICTBOPUTCIBbHBIMU B CPABHCHUU C PE3YyJIbTaATaMH

10 .
KOHKYPCHTOB U IICPBOKIIACCHBIX KOMITAHUU

Tabnuya 2

Hcxonnbie nannble 15 GopMHPOBaHHs NMP00dJeM/pe3epBoB NOBbILICHUS KA4eCTBA
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Y noBneTBopeHuE
6 |24 P 20 | 200
3aKa34YUKOB
9 Pesynprate OusHeca 15 150
5 [Ipoueccol 14 140
1 PykoBoacTBo 10 100
3 YrpaBieHue JIt0IbMH 9 90
4 Pecypcnl 9 90
Y noBneTBopeHuE
7 |24 P 9 |90
nepcoHaa
2 [TonuTuka u crparerus 8 80
8 Bnusiaue Ha oOmiecTBo 6 60
HUTOro 100 | 1000
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KpuTepun camooueHKHU B Nnopaake TR PR ERMEGLSINE & nopses
yBbIBaHWA BAXHOCTH
thIBaHI‘IFI BaXXHOCTH

Puc. 1. [luarpamma [TapeTo npobiem (pe3epBoB) MEHEDKMEHTA Ka4eCTBa OPTaHU3alluu

o
1 yﬂOBﬂ'BTBOpEHHE 3aKka3vmKoB

BrusHue Ha .2 Pesynbratsl 6usHeca

obwecteo /

Monutuka m | |
cTparterns

nepcoHana

"5 YnpasneHue nioabmu

6 Pecypcol

Puc. 2. I[I/Ial"paMMa PE3CPBOB NOBLIIIICHUSA KaYCCTBA (bYHKLII/IOHI/IPOBaHI/IH OopraHu3anuu
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4. Peacpeni
PYROBOACTBA

3. Pezepbi
npoueccon

Peryaspiuit ananie cocronimm

1N B 0GAACTH KAMECTRA
COBMECTHO € NOTHHEHHEI

Toutepaka metonon TQM
VHACTHA B KOH(IPCHIMAX,
BLICTYTLICHINX NIEPE
OBIIECTBEHHOCTHIO

2. PesepBbi
Pe3yaLTaToR
Gn3neca

1. PelepBni
V/0BJIeTBOPeHHs
3AKA3UHKOB

TMposepka Beex nMereiii o
ACATENBHOCTH W NPHIATHE

- KOpeK

pesyabTaTon

ACKTCIBHOCTH

CHCTEMATHMCCKII AHATIE W YYHIICHIC
PEIYALTATOR 110 YIORICTROPEHIIO

1ANpocon noTpedureneii
o1 P pe

L nyTem

»

Pecyanpnwie scmpey
€ ROmMpedUmMeTAMU (Heumeramiy)
H ROCHIASU{UKAMI, PATEUNIIE
RAPMUEPCKUX OMUOWEHUT NO

WAPHILEHII0 DeAm e

TEPCOHaa

CTHMyIHpOBANHE TBOPYECTBA H
HOBOBBECHITE DI TEOMOLH
OBYUEHHA M NOTOTOBKH

>
- > »
AIOTIIINX nOKRTCACH MLy ocTasnemmax exsit ¢ xotecypesrras

NOAPALACTCHIAMN

»

rpatcapyaty

BHOCHIH
>

Tounoe onpedeaenne eman -
0apmos Ha HPOUECCHl, UX OUEHKa
© puemom Muenui nepconaid,
nompeGumenei u nocmasuukos

»
L

PaspaGorka nianos n

Ja7a4H TIOHATHLIC Kak10MY
COTPYAHMKY

Oprassama cGopa HibopMaLIN 0
HOTPEDITEIX, C¢ NpECTaRICHIE
COTPY.HHKAM JUIA AHATH3A H NPHHATIA
peueiit

»
Ll

Pecyanpusie sempenu ¢

>
G ceoux pesy. ¢ J; AAMH OR QAU
DOCHUNCCHUAMU KONKYPEHINOE cmenenn ux ydosremeopennocmis u

(Gedviux peuonos)

nogwix mpedosanui

>

»

=‘ La

Hpoaedenne pezyanpiror.
ammecmanui d:1s

NOGKIUIEHUA KeapuKkaniu

nepeonaia

Conocraniciine
nipodecci
BOSMOKHOCTEH NEpeonaa
© 10 MOTPEBHOCTAMM

Tposeene
PEryASpHRIX
TBY CTOPONIIX

BCTPEU, JHCKYCCHiT

—

X

Butseaenue i anaiuz
AABMEPHATNUGHBIX U

CHinkeHHE TEKYUINX H
KAHTAIBHE COCTABIAKONINK
TP! =M o16opa
NIOCTABIIKOB, CHIACHHE

OTXO10B W TA

npeOnenazaeMpix MexHoa0 it

Cucmemamunueckan oneinka,
anaaus u nOSHILENIE cimenenu

Céop muenui
COMPYOHUKOS, SAKAIIUKDE 1

OQuenka eauRHuz
deamersnocmu na

yooane

7 MU nepee
yuemon i

c noc o nymax koA U Guscdepy

nompebuocmed

Kaueemsa

Yuer MucHiii 1 xan00

VuaeT il aHaTIn RHYTPRINIX K106
31 MHEHMI COTPYRIKOR

OKPYRAIONIETO HACRICHHA
W OBUICCTBEHHOCTH

Pacnipoctpanciiie mndopmalin o
AesTeabHocTH eBoci opramannt
n obecneucnie csoGoanoro

AocTyna K nedi

TpHBICHCHICE NEpconana i
TIOCTABIILIKON K COBMECTHON

1eHeKTOR i PAIPABOTKE HOBBIX
HPOAYKTOB, YCAYF H NIPOLECCOR

AKTHBIAR NOUIEPAKA H IPEAIOCTARICHHE
NOAHOMOUMIE COTPY UMKAM Ut PaGOTHI B

Jakpernnenne i ouenka
KIIOUCRLIX COTPYAHIKOB
»

./

YuacTie AZMimiCTpaLI B
PEATHIALIN MECTHLIX HPOCK
Ton 1 GaaroTBOPHTEALKOCTH

|

IPYIIaX 110 YAYHLICHIIO
»

>/

>

MY
T AZCTpaIL

e

——

\HATHI W YAYSUICHHE PETY -
ATOR RINSHAA HA OGIIECTRO ©
FUETOM MEHAIONIIXCR VORIl

KaUECTRa, CRARAINNIOE C KOMIeN-
uneit TQM 1 OXBATRIRAIONIHX
HCEX € CYKAHX

5. Pezepebl
ynpasjaenus
nepeoHa oM

6. PezepBbi
pecypeos

7. Pezepebt
YAOBJIETBOPEHNS

nepcoHaia

8. Pezepebi { 9. Pesepebi
HOJHTHKH | BJINSIHASA HA
crparerum obecTBo

>

PesepBbi
TOBBILICHMH)

Kayecrsa

Puc.3. Tlpumep nepeBa Leneil pe3epBoB MOBHILICHUS KauecTBa (PyHKIIMOHUPOBAHUS OPTaHU3ANN

Kpurepuu u 1mkana OUeHUBAHMS 10 OLIEHOYHOMY CPEICTBY
«MPAKTHYECKOE 3aJaHUEN

[IIxana orieHNBaHUs

Kpurepuii onieHnBaHUs
(nHTEpBaN 0ATOB)

5 [IpakTnueckue 3agaHus  BBIIOJHEHBI HA  BBICOKOM
(mpaBusbHBIE 0TBETHI AaHbl Ha 90-100% Bompocos/3a1ay)

YpOBHE

4 [IpakTHueckue 3amaHusl  BBINOJHEHBI HAa  CPEIHEM
(mpaBUILHBIC OTBETHI IaHbI HA 75-89% BompocoB/3a1a4)

YpOBHE

3 [TpakTryeckue 3a/1aHKs BHITIOIIHEHBI HA HU3KOM YPOBHE (IIPaBHJIbHBIC
oTBeTHI AaHbl Ha 50-74% BompocoB/3a1a4)

2 [IpakTHueckne 3amgaHusl BBINOJIHEHBI Ha HEYIOBICTBOPUTEIHLHOM
ypOoBHE (TIpaBUIIbHBIE OTBETHI JaHbl MeHee yeM Ha 50%)

l.

1. OueHouHBbIE CPEACTBA IJIS IPOMEKYTOYHON ATTECTALIMHA
(3auer)

[lonsTus ‘“‘ynpaBieHHE KayecTBOM U ‘‘CHCTEMa YIpaBJIEHUS KadueCTBOM .
lHenn wu mnonutuka B obOmactu kKadectBa. (OOecrieyeHUe KayecTsa.
dopMupoBaHue KauecTBa. TpeOoBaHUS K KAYECTBY TYPUCTCKUX YCIYT.
[Ipupoga kadectBa W MOTPEOHOCTH. DKOHOMHYECKHE COCTABJISIOLINE
Ka4yeCTBA. CounanbHbie ACITEKTHI Ka4eCTBa. KauecTBO U
KOHKYPEHTOCIIOCOOHOCTh TYPUCTCKUX YCIYT.

[lonumanue ycayru, (GakTopbl, BIUSAIOINIME HAa KayeCTBO
npeanpuatusx Typusma. OcobeHHOocTH  (HOPMHUPOBAHUS
yIpaBJI€HUs] KauyeCTBOM YCHYT. JKU3HEHHBIA UK YCIYTH.
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Ceptudukanuss B yNOpPaBICHUH KA4eCTBOM TypucTCkux ycuyr. Llemw,
NPUHIMIBI W TpaBuia cepTUUKAMK  cucTeM  KadectBa. llopsmox
cepTU(PUKALIMKA CUCTEM KaueCTBa U MPOU3BO/JICTB.

3akoHO/IaTebHbIE TPEOOBaHUS K KayeCTBY M O€30MAaCHOCTU TYPUCTCKHUX
yCIIyT, TpeOOBaHUS MOTPEOUTEIIS.

[IpaBoBbIE OCHOBBI TOCYAApPCTBEHHOTO HOPMHPOBaHHUA. BUIbI HOpMaTHUBHBIX
JIOKYMEHTOB, COJAEpXKAIIMX TpeOOBaHUS K NPEANPUATHIO, MOPOIYKIUH U
yciyram, MepcoHaly WHAYCTPUU TOCTEIPUUMCTBA.

Texnuueckuii periaMeHT W ero posiib B (OPMHPOBAHUU OOS3ATEIBHBIX
TpeOOBaHMI K TPOIYKIIUU U YCITyTaM.

OTBETCTBEHHOCTh 32 COOJIOICHUE 005S3aTeIBHBIX HOPM.

MexnayHaponHass W €BpOICWCKas CTaHIApPTH3allds B 00JIaCTH yIpaBJICHUS
KaueCTBOM TYPHUCTCKUX YCIIYT.

VYnpasnenne kadectBOM Ha ocHOBe ctangaproB MCO. [desrenpnocts UCO B
o0nacTu obecreyeHus] KayecTBa.

Crangaptet UCO cepun 9000. VYmnpaBineHne Ha OCHOBE BEPCHM CTAHIAPTOB
NCO 9000:2000. Cps3p cHUCTEM YHOpPaBICHUS KAadye€CTBOM C CHCTEMaMU
yIpaBJICHHs OKpYKaronlen cpeaon Ha ocHoBe ctangaptos MCO.
MeTto1010THYECKHE OCHOBBI yNpaBieHUus kadecTBOM. CyObeKT, OOBEKT U
(GyHKIMK  yrpaBieHUs: kadecTBOM. DyHKIMOHAJIbHAS CXeMa YIPaBIICHUS
KauecTBOM. [IpuHIMIIBI OOECTiedeHuss U YIPaBJICHUS KadyeCTBOM TYPUCTCKHUX
YCIIYT.

CocraB, conepxkaHue, XapakTepUCTHKa (GYHKIHUNA yIpaBiICHHUS KadyeCTBOM:
MOJIUTUKA W TUIAHUPOBAHUE KadyecTBa, OpraHu3anus paboT IO KadecTBy,
MOTHBAIMs M O0y4YeHUEe MepcoHana, KOHTPOJb KauecTBa U MHGOpMAIUs O
KauecTBe, pa3paboTka MEpPONPUITHI IO KaYECTBY.

MGTOI[BI YHpaBJIICHUSA Ka4dy€CTBOM YCIIyT: OpraHU3allMOHHBIC,
3KOHOMHUYCCKHUCEC, COIMAJIBHO-TICUXOJOI'MYCCKHUC, OpraHU3alMOHHO-
TCXHOJIOTHYCCKUC.

CpenctBa M MHCTPYMEHTHI YIPaBICHUS KAYE€CTBOM TYPUCTCKHUX YCIIYT:
pa3BepThiBaHUe (YHKIMN yOpaBiICHUS, AaHAIU3 TMOCICACTBUNA W MNPUYUH
OTKa30B, CTATUCTUYECKUE METOBI.

Bo3HukHOBEHHE UM pa3BUTHE TEOPUM yHOpaBieHUs KauyecTBOM. OCHOBHBIE
ATalbl Pa3BUTHS ACATEIBHOCTU IO YNPABICHUIO KAYECTBOM.

KommiekcHoe ¥ TOoTallbHOE  ympaBieHHME  KauecTBOM.  BceoOiee
yOpaBJ€HHUE KadyecTBOM. lIpakThka ymnpaBieHUs KadeCTBOM TYPHUCTCKHUX
ycayr B Poccun.

MupoBoii peiHOK ycayr. IIpoGiema noBepuss k kadectBy. CoBpemMeHHas
NMpaKkTHUKa B3aUMOOTHOIICHUN MPEANpUiATHi B 00JacTH KayecTBa. EauHbIN
EBponenicknii pbIHOK.

Merononorndeckue OCOOCHHOCTH MEHEDKMEHTa KadecTBa B WHIYCTPUU
rocrenpuuMcTBa. Crenmduka TYpHCTCKOTO  oOcimykuBaHus.  DyHKIUSA
KaduecTBa  oOciyxkuBaHus. KadyecTBO € TOYKM 3pEHHS] HCHOJHUTENA. U
MOTpeOUTENS YCIYTH.
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CyIHOCTh MEHEPKMEHTA KayecTBa B 00CTYKUBAHUU. TUIIONIOTHSA 3JIEMEHTOB
oOcnyxuBanusi Kenorra-TepmkeHa, ucnonb3dyemasi s aHaId3a U OLICHKU
BOCHPUSTHUS TOTPEOUTENIEM MTOTYy4aEMOI0 00CITyKUBaHUS.

[loBenenue roctsi B IMpoliecce BbIOOpa M MOJYYEHHUS TYPUCTCKOW YCIYTH.
[uknuueckass Mojenb TMOBeAeHUs MoTpedutens. Bocmpusitue u oreHka
rocTeM MOJIy4aeMoOro OOCITYyKUBaHMUS.

Tunosorust 31eMEHTOB OOCIYKMBaHUS, YYUTHIBAIOIIAS 3aBHUCUMOCTb HX
BoCIIpusATUs.  BocmnpusaAtHe M OLIEHKAa TOCTEM KayecTBa TYPHUCTCKOTO
oOcy>KUBaHUSI.

[Tonstue u 3amaun TQM.

CrenuanbHasi (QyHKUHMS CHUCTEMBl YNpaBICHUS KayeCTBOM. MEHEIKMEHT
KayecTBa OOCIY)KHMBAaHMUS HAa OCHOBE CTPYKTYpHUPOBaHHs (PYHKIIMH KauecTBa.
[Ipenmer crpykrypupoBanus. CTpyKTypupoBaHHe (QYHKIMH KadyecTBa
oOcnyxuBaHusi Ha ocHoBe Tunojoruu Kenorra-Tepmkena.
CrpykTypupoBaHue (GyHKIHUM KauecTBa HAa OCHOBE THUIIOJIOTMH MEXaHH3Ma
3aBUCUMOTO BJIMSHUS DJIEMEHTOB OOCITYy>KHUBaHUS.

MeHemxMeHT KauecTBa oOCiIykuBaHus. BHenpenue B cdepy TOCTUHHUYHOTO
o0ciy:kuBaHusl MeXIyHapoaHbIx ctangapToB MCO 9000.

Pazpabotka u obecrieueHue GYHKIIMOHUPOBAHUS CHUCTEM MEHEIKMEHTA
kadyectBa Ha ocHoBe MC 9001-2000 B mpeanpuaTHsiX TypUCTCKOTO CEpBHUCA.
[lopsmox pa3paboTKM M BHEAPEHHWE CUCTEM KauecTBa C  Y4YETOM
pEKOMEHJauuii CcTaHaapToB. JIOKYMEHTHPOBAaHHWE CHCTEMBI MEHEIKMEHTA
Ka4ecTBa.

Pacnipenienienrie  OTBETCTBEHHOCTHM B 00JacTH KadecTBa. OTBETCTBEHHOCTD
pykoBoAuTens, MEHEIKMEHT  pecypcoB,  OOecCleueHHue  pecypcamu.
MeHeHKMEHT TepcoHala.

[Iponecchl  KM3HEHHOTO LMKJIA TYPUCTCKHUX YCIyr. JKW3HEHHBIA LUK
TypUCTCKHUX ycayr B cooTrBeTcTBUU ¢ M1CO 9001.

[Iporpamma mepexoia Ha  MEXAYHApOJHbIE CTaHAAPThl MEHEIKMEHTa
KauecTBa.

AHaJIM3 METOJOB OLIEHKH KayecTBa yCIyr. MeToJl KpUTHYECKUX CITy4acB
AHanu3 METOI0B OLIEHKH KayecTBa yciyr. Meroa serqual u meton servperf
AHanu3 METOJI0B OLIEHKH KayecTBa yciyr. Meroa indserv

AHanu3 METOJI0B OLIEHKHM KayecTBa yciryr. MeTos KaHo

OneHka cucTeMbl KauecTBa TOCTUHUYHBIX YCIYr. MeToauka pacyeTa MHAEKca
YIOBJIETBOPEHHOCTH OTpEOUTENECH.

ITokazarenn KayecTBa TYPUCTCKUX YCIYT. IIpocTpaHCcTBEHHBIE,
nH(pOPMaLMOHHbBIE NOKa3aTellu, npogeccuoHaIbHbIC MOKa3aTellu,
MPETeH3HOHHBIEC MOKa3aTenu. KOMIIeKCHbIN aHallu3 KauecTBa 0OCITyKUBAHUS
KJINEHTOB.

Aynut cuctembl kayecTBa. HazHaueHue u Buibl ayauta kadectBa. OOBEKTHI
ay/uTa KadyecTBa.
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Kpurepun u mxkana oleHMBaHUA K IPOMEKYTOYHOU aTTECTALUN

«3a4€T»

HanwmonanpHas 1mkana

XapakTepucTUKa 3HaHUS PEMETA U OTBETOB

3a4TCHO

BBICTABIIICTCS. TIPU YCJIOBHM, €CJIM CTYACHT ITOKAa3bIBAET
XOpolIMe 3HaHWA M3YYEHHOro y4eOHOro Marepuaia,
CaMOCTOSITENIBHO, JIOTUYHO M IIOCJIEOBATEIBHO H3JIaraeT M
UHTEPIPETHPYET MaTepuanbl Y4eOHOTO Kypca; IOJTHOCTHIO
pacKpbIBaeT CMBICI IIPEUIaracMoro  BOIPOCa;  BJaneeT
OCHOBHBIMM TEPMHMHAMU U IIOHATUSIMHM HU3Y4YEHHOIO Kypca;
IIOKa3bIBACT YMEHHUE IIEPEJIOKHUTh TCOPCTHUECKUE 3HAHMS Ha
IIPEANOIIAracMblid IPAKTUYECKUH OIBIT.

He 3aureno

BBICTABJISIETCS MPU HAJIUYUU CEPHE3HBIX YNYIIEHUW B MpoIEcce
U3JIOKEHUST y4eOHOr0 Marepuana; B clydae OTCYTCTBHSI 3HAHUI
OCHOBHBIX MOHSITHH WU ONPEACIICHUH Kypca WM MPUCYTCTBUU
OOJBIIOrO KOJMUYECTBA OMIMOOK MPU WHTEPIPETAIIMH OCHOBHBIX
ONpeAeiCHU; €ClIM CTYACHT [IOKa3blBa€T 3HAYUTEIbHbIC
3aTPyJHEHUSI MpPH OTBETE€ HAa INPEIJIOKEHHBIE OCHOBHBIE U
JIOTIOJTHUTEIbHBIE BOIIPOCHI; MPU YCIIOBUU OTCYTCTBUSA OTBETA HA
OCHOBHOU U JTOITOJIHUTEIbHBINA BOIIPOCHI.
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JIvcT u3MeHeHH ¥ TONMOJTHEHU M

/o

Bunnl nomonuenuii u
U3MEHEHUHU

JlaTa 1 HOMep MPOTOKOJIa
3acenanus Kadeapsl
(xadenp), Ha KOTOPOM OBLTH
pPaccMOTPEeHBI U OJJOOPEHBI
M3MEHEHHUS U JOMOJIHEHUS

Iloamuce
(¢ pacmmdpoBKOiA)
3aBeAyromero kadeapoit
(3aBemyromux Kadeapamn)
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