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1. Ilesn ocBOeHHUS] TUCHUILINHBI
LensiMmu OCBOEHHUS IUCLUIUIMHBI «YTpPaBICHUE KAadeCTBOM TYPUCTCKUX YCIYyT H
00CITy)KUBaHUS»  SIBJISETCS U3y4eHHe OCHOB (OPMHUPOBAHUA KOHKYPEHTOCIOCOOHOCTH
TYPUCTCKOH YCIIyTH Ha OCHOBE 00ecIeueHus ee KauecTBa U MPHOOpETeHNE HABBIKOB YIIPABICHUS
KaueCTBOM yCIIyTH.

2. MecTo TMCHUILIMHBI B CTPYKTYpe 00pa30oBaTe/ibHOI NMPOrpaMMbl

JucuumiuHa «YnpapieHHe KayeCTBOM TYPUCTCKUX YCIYT U OOCIIy>KMBaHHS» OTHOCHUTCS
K 00s13aTeJIbHOI YacTH 00pa3oBaTeIbHON MPOrPAMMBI.

I[HSI OCBOCHUA ﬂaHHOfI HHCHHHHHHOﬁ CTYACHTBI JOJDKHBI BJIaACTh OCHOBAMH 5KOHOMHKU
U MapKeTHHIra Typu3Ma, HUMETh IMpeJcTaBieHHe O (HOPMHUPOBAHUM CUCTEMbl YIIPABICHUS B
TYPUCTCKOM WHAYCTPUH, YMETh IIPUMEHATH METOAbl HAY4YHBIX HcciaenaoBaHuil. IlomydeHHble B
Kypce «YIpaBieHHE KayeCTBOM TYPUCTCKUX YCIYT U OOCIY>KMBAHMS» 3HAHUS CTAHOBATCS
OCHOBOMW JUIsI OCBOEHUS DPsia JUCUMUILUIMH, HarpuMmep, « MapKeTHHI TYpUCTCKMX ACCTHHALUN»,
«CrpaTernueckoe u MporpaMMHO-1IEJIEBOE YIPABJICHUE B TYPU3ME», a TAKXKE JJI IPOJOJIKEHUS
0o0ydeHus B MarucTpaType 1o HamnpasieHuto « Typuszmy».

3. [lnanupyeMble  pe3yJbTaThl OO0y4YeHHS] MO  JUCHUIJIMHE, COOTHECEHHbIe C
IUIAHUPYeMbIMU pe3y/abTaTtamu ocBoenusi OIl 0akanaBpuara

[Tpomecc u3ydeHUsT MUCIUILUIMHBI HANIPaBIIeH Ha ()OPMUPOBAHUE CIICAYIOIINX JIEMEHTOB
komneTeHmii B coorBerctBuu ¢ ®I'OC BO, OIl BO u mpuoOpereHus ciaeayoumx 3HAHUM,
YMEHUM, HABBIKOB U (MJIM) OMBITA IEATEIbHOCTH:

Dopmupyemas Nuaukarop Ilepeuennb
KOMMeTeHIHs JAOCTHKEHUA IUIAHMPYEMBIX pPe3yJabTaTOB
(xox u popmyIHpPOBKA) KOMIIeTeHIIUH o0yueHust
(ko u
¢hopMmyaupoBka)
OIIK-3. Cniocoben NJI-OI1K-3.2 3HATh:
pa3pabaTeIBaTh U BHEAPSTH OLieHUBaeT Ka4eCTBO - obmactu popMuUpOBaHUs
CUCTEMBI YIIPaBJICHUSA OKa3aHus ycIyr B chepe | mokaszaresei kauecTBa yCIyTu.
KaueCcTBOM YCIIYT B chepe Typu3Ma B COOTBETCTBUU | YMETH:
TypHA3Ma CO CTaHAapTaMU - IPUMEHATH COBPEMEHHBIE METOAUKHU
JEeATENBHOCTH OLIEHKU YPOBH: KaueCcTBa U
TYpPUCTCKUX KOHKYPEHTOCIIOCOOHOCTH
NPEANPUATHI, TOCTUHUL | TYPOPTraHU3aLUi U YCIIYT.
Y UHBIX CPEACTB Bnanets:
pa3MellIeHNs, C YYETOM - HaBBIKAMU IIPUMEHEHUS METOI0B
MHEHHUSI IOTPEOUTENICH U | OIICHKHU yIOBJIETBOPECHHOCTH
IPYTUx MOTpeOUTENeH; TEOPETUUECKUX
3aUHTEPECOBAHHBIX MOAXOA0B IIPU OLIEHKE
CTOpOH. PpE3YyJILTAaTUBHOCTHU TPYyAa IEPCOHAIa
NPEeATPUITHS TYPUHIYCTPHUH.




N-OI1K-3.3 3HaTh:

Buenpsiet cuctembl - 0a30BbIE CUCTEMbI MEHEPKMEHTA
yIpaBJICHUS] KAYECTBOM KauecTBa, OCHOBAHHBIX HA MIPUHIIUITAX
Ha npeanpuaTusax chepbl | Bceobimero kadectsa (TQM).
Typu3Ma YMers:

- IPOBOAMTH OLICHKY
Pe3yIbTaTUBHOCTHU U 3(P(PEKTUBHOCTH
CHCTEM MEHE/KMEHTa KayecTBa.
Buaners:

- HaBBIKAMH NPUHATHA 3()(HEKTHBHBIX
yIpaBJIEHYECKUX PEIICHHUH B 0071acTH
yIIPaBJICHUS KAYECTBOM.

4. O0beM, CTPYKTYpa U coJep:kaHue TUCHUTLITUHBI

OO6mas TpyA0eMKOCTh AUCHHUIUIMHBI COCTaBisAeT 3 3aueTHbIe enunulibl, 108 akan.gaca.

Ne Tembl (pa3nesnl) Buabl yueOHbIX 3aHATHI, DopMBbI TEKYHIET0

n/m JTUCIHUTLINHBI, BKJIIOYAsI CAMOCTOSITETBLHYIO KOHTPOJIA

HX coJep:KaHue = paboTy CTy1eHTOB, ycrneBaemMocTH
$ H UX TPYA0EMKOCTh
= (B akageMUYeCKHUX Yacax) dopma
© NPOMEKYTOYHOH
aTTecTaluu
(no cemecmpam)
KonrakTHas padoTa
= = |4
= 2] o = = = g
S o5 o258 2R 8¢
SIE |5 |2 |87B":
S1E e |E |8 B
E |8 |€ |5 F

1 BBenenne B ympaBnenume| 1 2 2 2 6 Tect ms
KauyeCTBOM B  TYPHCTCKOM CaMOTIPOBEPKHU
WUHIYCTPUHU

2 Pazpaborka cTpareruii| 1 2 4 6 Tect nna
BHEJPEHUS CUCTEMBI CaMONPOBEPKHU
Ka4eCTBEHHOTO
MEHE/DKMEHTA

3 Kauectso 1 4 6 3amanus s
MTPOU3BOICTBEHHBIX CaMOCTOSITEIbHOM
MPOLECCOB B  TYPUCTCKOU paboThI
HHYCTPHHU.

4 KauectBo n 1 - 2 6 Saganus mis
KOHKYPEHTOCIOCOOHOCTD CaMOCTOSITEIbHOM
YCITyTH. paboThI

5 OreHka yJI0BJIeTBOpeHHOCTH| 1 2 2 2 6 CaMocTosTebHAS
norpedurenei KayeCTBOM pabora Ne 1
YCIIYT.

6 Texuonorun ¢dopmupoBanus| 1 - 2 6 3amaHus 1y
Ka4yecTBa yCIIyTH B CaMOCTOSITETFHON
COOTBETCTBHHU c paboTHI HA OICHKY
MOTPEOUTENbCKIMH Ka4yecTBa TypIpOAYKTa
OKHJTaHUSIMH. (ycnmyrn) o MeTony




SERVQUAL

7 Opranmzamust  ympasneHus| 1 - 4 6 CamocrosTenpHas
KadeCTBOM Ha MPEIIPHUATHIX pabora Ne 2
TYPUCTCKOW MHAYCTPUHU.

2 0,5 | 33,5 |pk3amen

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

Coneprxkanue pa3ienoB AUCIUTITUHBI:
1. Beenenune B ynpapjieHHe Ka4eCTBOM B TYPHMCTCKOM HMHAYycTPpUHM. OCHOBHBIE MOJIOKEHUS
TEOpUU MEHE/DKMEHTAa KauyecTBa. [lOHATHE M CYIIHOCTh KadecTBa NPOAYKUMH U YCIYIH.
KoHuenuuu ynpasieHus: KaueCTBOM B TYPUCTCKOM MHAycTpuu. «lletst kayecTBa» TypUCTCKOM
yciyrd. Mozienb ynpaBieHHs KaueCTBOM B TYPUCTCKOM OpraHu3alvyd Ha OCHOBE IPHUHIIMIIOB
TOM.
2. Pa3paboTka cTpaTeruii BHepeHHsI CHCTEMbI KauyeCTBEHHOro MeHel:kMeHTa. OCHOBHBIC
dakTopsl BHeApeHus BceoOmero kadecrBa (TQM). IlpuBepKEHHOCTh CHCIHHMAIKCTOB U
nepcoHaia Teopuu KadecTBa Ha npuHOunax QM. Co3naHue opraHu3anrOHHON CyOKYIbTYpBI
BHenpenusa QM. Ipouecc BHeapenuss TQM B TypucTckoil opranuzaiuu.
3. KauecTBO NpOM3BOICTBEHHBIX POLECCOB B TYPUCTCKOM HHAYCTPUU. MeTOIbl U3MEPEHUN
U OLIEHOK KayecTBa yciyr. MHCTpyMEHTaJbHOE H3MEpeHHEe. DKCIEpTHbIE OLIEHKH. MeTomabl
CTaTHUCTUYECKOTO PETyJIMPOBAHUS IMPOU3BOACTBEHHBIX IIPOLECCOB: KOHTPOJIbHAs Kapra,
IPUYMHHO-CJIECTBEHHAs 1uarpamma, nuarpamma Ilapero, rucrorpamma. IIpouecc ynpasienus
IIPOU3BOJCTBEHHBIM IIPOLIECCOM
4. KayecTBO M KOHKYPEHTOCHOCOOHOCTH YCayru. KOHKYpeHTOCIOCOOHOCTh: (haKTOpHI,
MeTobpl omnpeneneHus. KoHuenuusi co3iaHus KOHKYPEHTOCIIOCOOHOW YCIyI'M Ha OCHOBE €€
kagectBa. CocTaBisionMe TYpHpOAYKTa ¢ TMO3UIUM noTpeburens. @OyHKIMOHAIbHbIE
MoKa3aTelnu M TMoTpeOuTenbckue cBoiicTBa. Mapka npoaykra. Umumxk nponykra. 'apantuun
HPOAYKTA.
5. OueHka Yy/IOBJIETBOPEHHOCTH moTpeduTesieil KadecTBoM Yycayr. OpueHranus Ha
norpedutens. Iloxxoapl M MeTOAbI HW3YyYEHHUs, aHalu3a, OLEHKH YJIOBIECTBOPEHHOCTU
norpedbureneil  Oka3aHHBIMM  TYpPUCTCKMMM  yciayramu. OneHka  yAOBIETBOPEHHOCTHU
3aMHTEPECOBAHHBIX CTOPOH AEATEIbHOCTBIO TYPUCTCKON OpraHU3alty.
6. Texnosoruun (opMHpPOBaHHS KavyecTBA YCJAYIH B COOTBETCTBHH € MOTPEOHTETbCKUMH
oxkuganusimu. CrpaTerust cozgaHus HOBOTro npoaykra. [IpenmeTHbii M (QyHKIMOHAIBHBIN
nonxo/el. [locTpoenne pyHKIMOHATBHON MOJIETN TYpUCTCKON yciyru. OueHka 3(ppexTuBHOCTH
peanu3ay NoTpeOUTEIbCKUX CBOUCTB TYPUCTCKOTO IPOIYKTA.
7. Opranuszanusi ynpapjeHMsl Ka4eCTBOM Ha MNpPeJNpPUATHUSX TYPUCTCKON HWHIYCTPHH.
Co3nanue cinyx0 ymnpaBleHHs KaueCTBOM Ha MPEINpUATUSAX TYPUCTCKOH HWHAYCTPHUH.
Ceptudukanus cucTeMbl MEHEI)KMEHTa KaduecTBa npeanpusatuss. OCHOBHBIE 3Tallbl pa3paboTKu
MOJIUTUKU YTIPABJIEHUS KAUECTBOM B TYPUCTCKOW UHIYCTPHUH.

5. O0pa3oBaTe/ibHbIe TEXHOJOTHH, B TOM YHCJI€ TEXHOJOTHMH JJIEKTPOHHOr0 O0y4eHHs u
ANCTAHUMOHHBIC O00pa3oBaTe/ibHble TEXHOJOTMH, MCIOJIb3yeMble MNPH OCYIIEeCTBJIEHHH
00pa30BaTeIbHOIO MpoIecca Mo JUCIUTINHE

B npouiecce o0yueHust HCMOMB3YIOTCS ClleqyolIre 00pa3oBaTelbHbIe TEXHOJIOTHU:

BBoanasi Jiekums — 1aeT MEpPBOE IEJIOCTHOE TMPEACTaBICHUE O JUCLUMIUIMHE |
OpPUCHTHUPYET CTYACHTA B CUCTEMEC U3YUCHUA )IaHHOI\/’I AUCIHUIIIINHBI. CTy,lIeHTBI 3HAKOMIJTCA C
HAa3HA4YCHUCM U 3aJadaMu Kypca, €ro pOJIbIO U MECTOM B CUCTCMC y‘-Ie6HI>IX AJUCHUIIJIMH U B
CHUCTEME TOJrOTOBKM B 1enoM. Ha 3ToH Jekuuu BBICKA3bIBAIOTCS METOJUYECKUE U
OpTraHHU3allMOHHBIC OCOGCHHOCTI/I pa6OTBI B paMKax Z[aHHOfI JUCHUINIMHBI, a TaKXE OacCTCA
aHaJIM3 PEKOMEHIyeMOU y4eOHO-METOAMYECKOU JTUTEPATYPHI.

AkaneMuyeckasi JJeKIus ¢ 3JIeMEeHTaAMM JieKIuMu-0eceabl — IOCIIEI0BATEILHOE
U3JI0’KEHUE MaTepuasa, OCyIIeCTBIsIEMOe IPEUMYIIIECTBEHHO B BUJ€ MOHOJIOTa MpernoaBaTelis.
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DJIEMEHTHI JICKIIUHU-0ecelbl 00ECIeYNBAIOT KOHTAKT TMperojaBaTessi C ayJAuTOPHEH, dTO
MO3BOJISICT TIPUBIIEKaTh BHUMAHUE CTYJCHTOB K HaWOoJiee BAXKHBIM TeMaM JIHUCUUILINHBI,
aKTHBHO BOBJIEKaTh HMX B Y4YE€OHBIH MpOIECC, KOHTPOJIMPOBATH TEMIT HM3JIOKEHHS y4eOHOTO
MaTrepuaia B 3aBUCUMOCTU OT YPOBHS €0 BOCIIPHUSATHUS.

HpaKTI/I‘leCK()e 3AHATHE — 3aHATHUC, MMOCBAIICHHOC OCBOCHUIO KOHKPCTHBIX yMeHI/Iﬁ u
HABBIKOB I10 3aKPCINJICHUIO ITOJIYYCHHbBIX Ha JICKIIUH 3HAHUM.

KoncyapTaumu — BHUJ Y4YEOHBIX 3aHSATHH, SBISIOMUNCS OMHOW M3 (POPM KOHTPOJIS
CaMOCTOSITENILHOM  paboThl  CTyINeHTOB. Ha KOHCynbTamusx 1O Mpockde CTYACHTOB
paccMaTpuBalOTCs HauOojiee CIIOXKHBIE MOMEHTBHI IMPU OCBOCHHU Marepuaia JUCLMILTUHBL,
MpernoiaBaresib OTBEYAaeT Ha BONPOCHI CTYJIEHTOB, KOTOPbIE€ BO3HUKAIOT y HHUX B Mpoliecce
CaMOCTOSITENILHOM pabOTHI.

B mporiecce 00yueHHs HCTIONB3YIOTCS CIEAYIOIINE TEXHOJIOTHH 3JIEKTPOHHOTO 00yUeHHS
U IMCTaHLIMOHHBIE 00pa30BaTEeNbHBIC TEXHOJIOTHH:
DJIEKTPOHHBII Y4eOHbI Kypc «YNpaBJjieHHe KaueCTBOM TYPHUCTCKHX ycayr» B LMS
DaexkTpouHblii yausepcurer Moodle SAApI'Y, B koTopom:
- TpeACTaBICHBl 3aJaHusl Uil CaMOCTOSTENBHOW pabdOThl OOyYaroIUXCs MO TeMaM
JVICIIUTUTAHEI,
- OCYIIECTBJISIETCS NPOBEICHHWE OTHACIBHBIX  MEPONPHATUH  TEKYIIEro  KOHTPOJIA
yCIIEBaEMOCTH CTYICHTOB;
- IpeICTaBIICHBI IPaBUJIA MPOXOXKICHHUS IPOMEKYTOUYHON aTTECTAlNH 110 JUCIUILIHHE;
- TPEACTaBIEH CIHCOK Y4YeOHOW JHMTEpaTypbl, PEKOMEHIYEMOW Uil  OCBOCHHS
JMCIUTIITHHBL;
- mpexacraBieHa wuH(opManus o (opMe W BpPEMEHHM IPOBEACHUS KOHCYJBTAIMHA 10
JTUCLUIUIMHE B PeKUME OHJIAIH;
- mocpeAcTBOM  (opymMa  OCyHIECTBISETCS CHHXPOHHOE M (WIM) aCHHXPOHHOE
B3aUMOJIEIiCTBHE MEXJy OOydYarolMMHUCS M MpernojaBaTelieM B paMKax M3Y4YeHHUs
JVICTIATUTAHBL.

6. Mepeyenn JIMIEH3MOHHOr0 W (WJIHM) CBOOOAHO PACHPOCTPAHAEMOr0 IPOrPAMMHOIO
ol0ecrieyeHusi, MCNOJb3yeMOr0 IMPH OCYLIEeCTBJIEHUM O00pPa30oBaTeJILHOIO Ipolecca o
AUCHHUILIMHE

B mpouecce ocymiectBieHuss 00pa3oBaTENBHOTO  Mpolecca IO  JAUCHHUIUIMHE
UCIIOJIb3YIOTCA:

I q)OpMI/IPOBaHI/ISI MaTCpraJIoB I TCKYUICTO KOHTPOJIA YCIIEBACMOCTU U IMMPOBCACHUA
IPOMEXYTOUHOM aTTecTaluu, 115 GOPMUPOBAHUST METOJUUYECKUX MAaTEPHAIIOB 110 TUCIHUILIMHE:

- mporpammbl Microsoft Office;

- Adobe Acrobat Reader.

7. IlepeyeHb COBpeMeHHBIX NPO(ecCHOHAJBHBIX 0a3 [JaHHBIX M HH(OPMALMOHHBIX
CIPABOYHBIX CHCTEM, HCI0JIb3YyeMbIX NPH OCYLECTBJICHUH 00pa30BaTeIbHOIO Npoiecca 1no
AUCHHIINHE (MPH HEO0X0IMMOCTH)
B mpomecce ocymiectBieHHs — 00pa3oBaTENBHOIO — Mpolecca IO JUCHUIUIMHE

HCITOJIB3YIOTCSA:

- aBTOMAaTH3UpOBaHHasA OubnuoTeyHo-uHpopmarmonHas cucrema «bYKU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

- cripaBouHo-TIpaBoBast cucreMa «Koncynprantlnroc» (norosop ¢ Apl'Y).



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

8. IlepeyeHb OCHOBHOIi M  [IONMOJHHUTEJbHOW Y4eOHOIl JHTepaTypbl, pecypcoB
HHG(POPMAIMOHHO-TEJIEKOMMYHUKAUMOHHOI ceTn «MHTepHeT» (IPpH HEOOXOAMMOCTH),
PeKOMeHyeMbIX /1Jisl OCBOCHMS JMCIHIIJIUHBI

a) OCHOBHAsI JIMTepaTypa

1. Hanwmnos, A.FO. Metoasl HaydHBIX HCCIICIOBAaHMH B KypPCOBBIX M JMIUIOMHBIX paboTax Ha
HanpaBieHuu « Typusm»: yuebHo-meroamdeckoe nocodue / AYO. Jlanmnos, O./]. JlamkoBckas,
N.I". MensHukoBa; fpoci. roc. ya-T uM. I1. I'. lemunoBa. — Spocnasns: Apl'Y, 2021. — 52 c.

2. MenbaukoBa, W.I'. YmpapieHne KauyecTBOM B TYPUCTCKOW MHAYCTpuu: ydeb.mocobue / W.T.
MenwsaukoBa — Spoci.roc.yH-T, Spocnasis, SApl'Y, 2016. — 75 c¢. 20 k3.

0) 10MOJTHUTEJIbHAS JIUTEepaTypa

1. Kypoukuna, A. FO. YmpasieHune KaueCTBOM yCIIYT : yUeOHHUK U MPAKTUKYyM s By30B / A. 1O.
Kypoukuna. — 2-e uzn., ucmp. u gon. — Mocksa : M3ngarensctBo HOpaiit, 2024. — 172 ¢. —
(Boiciee oOpazoBanme). — ISBN 978-5-534-07316-4. — Tekct : OJEKTpOHHBIA //
Ob6pazoBarenbHas mnatdopma FOpaiit [caiit]. — URL: https://urait.ru/bcode/537384 (nmara
obpamenus: 15.05.2024).

2. KoOsix, M.B. VYmnpasnenue kauectBoM roctuHuuHoro mnpeanpustus / M.B. Koo6sk, C.C.
CkoOkuH. 2-¢ m3a.umchp.um gom. M.: HOpaiit, 2021. — 518 c. ISBN 978-5-534-12759-1.
https://urait.ru/viewer/upravlenie-kachestvom-gostinichnogo-predpriyatiya-472709#page/1
(37EKTPOHHBIN pecypc).

9. MaTepuajbHO-TeXHHYecKas 0a3a, Heo0X0oAMMast 111 OCYLIeCTBJIEHUsI 00Pa30BaTeIbLHOI0
npouecca no JUCHUIINHE

MarepuanbHO-TeXHHUECKas 0a3a, HeoOXoAUMAas /sl OCYIIECTBIECHUsI 00pa30BaTEIbLHOIO
npolecca 1o AUCUUIUIMHE BKJIIOYAET B CBOW COCTaB ClieUalbHbIE TIOMELICHHUS:

- yueOHble ay TUTOPHH ISl IPOBEICHUS 3aHATUHN JIGKLIMOHHOTO TUIIA;

- yueOHbIE ayIUTOPUH JJIsl IPOBEACHUS MPAKTUUECKUX 3aHATHH (CEMUHApPOB);

- yueOHble ay TUTOPHUHU ISl IPOBEICHHS TPYIIOBBIX U MHAWBUYaTbHBIX KOHCYIJIbTAIUA;

- yueOHBIE ayAMTOPUM JUIsI TPOBEACHMSI TEKYLIEr0 KOHTPOJIE U IMPOMEXKYTOUHOU
aTTecTaluu;

- IOMEIIEHHUS Il CaMOCTOSTENIbHON paboThI;

- IOMEUICHUsT s XpaHeHHs U NPOPUIAKTHYECKOTO OOCITYKMBAHUS TEXHUYECKUX
CpenCTB O0yUYEHHS.

CrnenanbHble MOMENIEHHUsT YKOMITJIEKTOBAHbI CPEACTBAaMHU OOYYEHUs, CIyXKAIlUMH JUIs
npeJcTaBieHus yueOHoi nHdopManun 60JIbIION ayJUTOPHH.

[TomerieHust A CaMOCTOSITENILHOM pabOThl OO0YYAIOIIUXCsl OCHAIIEHBI KOMITbIOTEPHON
TEXHUKOW C BO3MOYKHOCTBIO MOJAKIIIOUEHUs: K ceTu «MHTepHeT» M obecrneuyeHHueM JO0CTyna K
3IIEKTPOHHOM HH(pOopMaIoHHO-00pa3oBaTensHOU cpese SAplY.

ABTOp:

HomenT xadenpbl pernoHOBEACHUS U
Typu3Ma, KaHJ. UCT. HAYK N.I".MenbHUKOBa




Ipuaoxenne Nel k padoyeit nporpamMMme JUCHUATIIAHbBI
«YrnpaBjeHne Ka4eCTBOM TYPUCTCKHUX YCJIYT M 00CTYKMBAHUS)

@DoH/1 OLIEHOYHBIX CPEICTB
JJIs1 MPOBe/IeHUs] TEKYIIero KOHTPOJIsl YCIIeBAeMOCTH
U MIPOMEKYTOYHOM aTTeCTAIUM CTYAE€HTOB
o JUCHHUILINHE

1. TunoBble KOHTPOJIbHBIC 3aIaHUA 1 UHBIC MaTE€pPpHUAJIbI,
HCMOJb3yEMbIC B MPOIECCE TEKYIIEro KOHTPOJIA YCIIEBACMOCTH

3aganus 1Js1 CaMOCTOAITEIbHOI PadoThI
(OaHHble 3a0aHUsL BLINOIHAIOMCSL CILYOEHMOM CAMOCTOAMENbHO
u npenodasamenem 6 003amMelbHOM NOPLOKe He NPOBEPIOMCS)

3aganue mo teme Ne 3.

OueHuTh KaTeropuu KayecTBa TYPUCTCKMX YCHOyr (NpeAcTaBlieHHblE B KOHLE 1.2.3 TeMbl 2
yueOHoro nocodbusst MenbuukoBoit N.I'. «YnpaBneHne Kka4yecTBOM B TYPUCTCKOW MHAYCTPUN),
ucronb3yst 10-0ammpHyI0 KAy OLEHKH. B3ATh OLEHKH y OJHOTPYIITHUKOB M PAcCYUTATh
cpenHior oueHKy. Hanucars BbIBOJ, CpaBHUB MHAMBUIYAIbHYIO U CPEIHIOK OLEHKH KaTeropui
KayecTBa TYPUCTCKHUX YCIIYT.

3ananue no teme Ne 4.

[TocTpouth MoOJENIH KauecTBa CaMOCTOSITENILHO BBIOPAHHOTO TYpPIPOAYKTa (YCIyTH), pacrucan
MoKa3zaTeNiM KadecTBa 1mo obpasiy puc.l m.2.4 temsl 2 yueOHoro nocobuss MenbaukoBoit U.I'.
«YTpaBJeHHe KaueCTBOM B TYPUCTCKOW UHAYCTPUNY.

3ananue no reme Ne 6.

3amanue npeacrasineHo B DYK «YnpasieHue kauecTBoM TypucTckux ycayr» B LMS Moodle.
OneHUTh KayecTBO CaMOCTOSATENbHO BbIOpaHHON Typycnyru no meroxy SERVQUAL mo
obpasmy mpumepa 1 m.3.7 tembl 3 yueOHOoro mocobuss MenbHukoBoit WN.I'. «YmpaBnenue
Ka4eCTBOM B TYPHCTCKOM MHIYCTPUNY.

Tect mocJjie Tembl Nel
(tect mpoBoautcsi B YK «Ynpasiienne kauecTBOM TypucTcKkux yeayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.2
(6 wacmu 3nanuti obracmert YoOpMUPOBAHUsL NOKA3AMeENEU KAYecmed YCiyeu)
Tect conepkuT TeopeTuyeckure Bornpockl. B Tecte 10 Bompocos.
Kimou k tecty: 1 B, 2A, 3B, 4b, 5b, 6B, 7A, 8b, 9A, 10A, b, 11A, 12B.
Ha npoxoxnaenue tecra naercst 20 MuH.
HToru mpoxoxaeHus TECTa OIEHUBAIOTCS IO CIEIYIOINM MpaBUIaM:
- KoIn4uecTBO HaOpaHHBIX 0a/IoB OT 81 10 100 COOTBETCTBYET OIIEHKE «OTIIMIHOY;
- KOTM4eCcTBO HaOpaHHBIX 0amioB OT 61 10 80 COOTBETCTBYET OIIEHKE «XOPOIIO»;
- KOJINYECTBO HaOpaHHBIX O0aiioB oT 50 10 60 COOTBETCTBYET OIICHKE
«YIOBIIETBOPUTEITHHOY;
- KOJIM4YeCcTBO OaIoB MeHbIe 50 COOTBETCTBYET OLIEHKE «HEYIOBICTBOPUTEIHHO.

Bomnpocs! Tecta:



1) KagectBo - 370:

A. DKOHOMHYECKAsT KaTeropusi, oTpakaromas 3pQGeKTUBHOCTh IEATEIBHOCTH TYpPUCTCKOTO
HOPEAIPUATHSL.

b. ®unocodckas kareropusi, oTpaxaromas 3p(EeKTUBHOCTh NEATEIBHOCTH TYPUCTCKOTO
HOPEAIPUATHSL.

B. KommnekcHast kareropusi, oTpaxaromas 3((EeKTUBHOCTh IEATETBHOCTH TYPUCTCKOTO
HOPEAIPUATHSL.

2) YeM ompepenseTcss Ka4ecTBO NIpOoAyKTa (ycayru)?

A. Mepoii, B KOTOpO#l pOoAYKT (ycilyra) COOTBETCTBYET JIydlIMM OOpa3liaM, CTaHAapTaM,
copTam.

b. CroiicTBamu nipoaykTa (yCIyTH)

B. Oxunanusmu notpedureneit mpoaykra (yCiayrH).

3) KauecTBo yciayru npeanosiaraer:

A. KayecTBO Ipon3BOJCTBA U KAUECTBO 0OCITYKUBAHHUS.

b. KauecTBO 00CIIy’)KHBaHUS M KAYECTBO MPOIYKTA.

B. KadecTBO MCIIOJTHEHHUS M1 KAUECTBO OOCITY>KUBAHHUS.

4) Ka4ecTBO UCIIOJIHEHHUS YCIYT — 3TO:

A. VYpoBeHb COOTBETCTBHSI NPOM3BOACTBEHHBIX XapaKTEPUCTUK YCIYTM KOHKPETHOM
OOIIeCTBEHHONM  MOTPeOHOCTH,  OTBEYAIOLIEH  YCIOBUSIM  HOPMAaTHBHO-TEXHHYECKOMN
JOKYMEHTAIlUHU U MPEAJIOKEHUSIM KOHKPETHOIO TOTPEOUTENS YCIYTH.

b. VYpoBeHb CcOOTBETCTBUS HOTPEOUTEIBCKUX OCOOEHHOCTEH yCIIyrMm KOHKpPETHOMH
OOLIECTBEHHONM  MOTPEOHOCTH,  OTBEYAIOLIEH  yCIOBUSIM  HOPMAaTUBHO-TEXHUYECKOU
JOKYMEHTALUU U IPEJIOKEHUSIM KOHKPETHOTO MOTPEOUTENS YCIyT .

B. VYpoBeHb COOTBETCTBUSI TOTPEOHMTENHCKHX OCOOCHHOCTEH YCIyTM KOHKPETHOMH
OOIIeCTBEHHON TMOTPEOHOCTH, OTBEYalolleld YCIOBUSM IPOM3BOACTBA M  OXKUAAHUSIM
KOHKPETHOI'O OTPEOUTENS YCITYTH.

5) KauecTBO 00CITY)KUBaHUS HACEIICHUS — ITO

A. Crenenb, B KOTOpPOH MOTPEOUTENHCKHUE CBOICTBA OOCIYXMBaHMUSI OOILECTBEHHOU
NOTPeOHOCTH, XapaKTEPU3YIOTCS PSIIOM YCIOBUHM, METOM0B U CPEJCTB, OOECIEeUHBAIOIINE
KOHKPETHOMY HOTPEOUTENI0 BOZMOKHOCTh MOJIyUYEHUs YCIYTH C MUHUMAJIbHBIMU 3aTpaTaMu
U BPEMEHEM U BBICOKOH KYJIbTYPOIl 00CTyKUBaHUS.

b. CreneHp, B KOTOpPOM MOTPEOUTENbCKHE CBOMCTBA OOCTYKMBaHUS OOIECTBEHHOU
HOTPEOHOCTH, XapaKTEPU3YIOTCS PSIIOM YCIOBUHM, METOM0B U CPEICTB, 0OECIEeUMBAIOLINE
KOHKPETHOMY HOTPEOUTENI0 BOZMOKHOCTh MOJIyUYEHUs YCIYTH C MUHUMAJIbHBIMU 3aTpaTaMu
U BpEeMEHEM U BBICOKOM KyJIbTYypol OOCITyXKMBAaHUS IpPH ONTUMAJIbHBIX COLUAIBHO-
HKOHOMUYECKHUX pe3ysIbTaTaX 00CITyKUBAHUSI.

B. Crenenp, B KOTOpOil MOTpeOHUTENbCKHE CBOWCTBA OOCITY>KUBaHHS OOIIECTBEHHON
NOTPEOHOCTH, XapaKTEPU3YIOTCS PSIIOM YCIOBUM, METOJIOB U CPEACTB, O00ECHeurBaIOIINe
KOHKPETHOMY MOTPEOHUTENI0 BO3MOKHOCTD MOJIYUYEHHS YCIYTH C MUHUMAJIbHBIMU 3aTpaTaMU
Y BPEMEHEM IIPU ONTHUMAJIbHBIX COLIMATbHO-3KOHOMUYECKUX Pe3ysbTaTax 00CITyKUBaHHUS.

6. KauecTBO 3KCKYpCHOHHBIX YCIYT — 3TO:

A. CreneHp yJ10BJIETBOPEHUS MOTPEOHOCTEN KOHKPETHBIX IKCKYPCAHTOB.

b. YpoBeHb COOTBETCTBHS MOTPEOUTENLCKUX CBOMCTB SKCKYPCHOHHBIX YCIYyT CTaHAapTaM
KayecTBa.

B. CoBOKynHOCTH CBOMCTB M XapaKTEPUCTHK 3KCKYPCHOHHBIX YCIYT, OINpPEACISIOMNX
CIIOCOOHOCTH YJIOBJIETBOPSTH MOTPEOHOCTH IKCKYPCAHTOB.

7. KauecTBO TypHCTCKOTO 00CTYKHBaHUS — 3TO:

A. COBOKYITHOCTh CBOWCTB TYPHUCTCKHX YCJYT, MPOIIECCOB W YCJIOBHH OOCITY)XHBaHUS TIO
YJIOBJIETBOPEHHUIO OOYCIIOBJICHHBIX U (MJIM) MPEAIoaraéMbIX MOTPEOHOCTEH TYypUCTOB BO
BpeMs UX OT/JbIXA, MYTEIIECTBUHI U APYTUX COCTABIISAIOLUINX TYPUCTCKOrO NOTPEOIEHUS.



b. CoBOKYITHOCTh CBOWCTB TYPHCTCKHUX YCIYT, NMPOIIECCOB W YCIOBUH OOCTYKMBaHUS TIO
YJIOBJIETBOPEHHUIO OOYCIIOBJIIEHHBIX MOTPEOHOCTEH TYpHUCTOB BO BpEeMsl MX IMYTEIISCTBUI U
JPYTUX COCTaBJISIIOIIUX TYPUCTCKOTO MOTPEOICHHUS.

B. CoOBOKyNHOCTH CBOMCTB TYpPHUCTCKHX YCIyI M YCIOBHH OOCITY)XUBaHHS II0
YZIOBJIETBOPEHHUIO OOYCIIOBJIEHHBIX U (MJIM) MpEaIojaraéMblXx MOTPEOHOCTEH TYypUCTOB BO
BpPEMSI UX TYPUCTCKOT'O MOTPEOIEHHUS.

8. «Ilerns xkauecTBa» NMpoaykTa (YCIyru) npeacTaBiseT coOok:

A. CxemaTnyHOe M300paKECHUE BUIOB JICATEILHOCTH, OKA3bIBAIOIIUX BIIMSHUE Ha KaYECTBO
npoayKTa (yClIyrd) Ha Pa3jIMyHBIX 3Tanax ero >KU3HEHHOI'O IIUKIIA, HAauuHas OT OIpeesIeHHs
NOTPEOHOCTEN U 3aKaHYMBAsl OLICHKOM CTENEHU UX yJIOBIETBOPEHHUS.

b. KoHuenrtyanbHyr0 MoOZE€Ib B3aMMOCBA3aHHBIX BHUAOB JEATEIBHOCTH, OKa3bIBAIOIIUX
BJIMSHUE HAa KAyeCTBO MPOAYKTa (YCIyru) Ha pa3jMyYHbIX 3TAlax €ro >KU3HEHHOTO LMKIIA,
HauuHas OT ONpeleNeHUs MOTpeOHOCTeH M 3aKaH4yMBas OLIGHKOM CTENeHM UuX
YI0BJIETBOPEHUSI.

B. KoHuenrtyanpHyr0 MOJENb B3aUMOCBSI3aHHBIX BHJOB JEATEIbHOCTH, OKa3bIBAIOLIUX
BJIMSTHUE HA KAuecCTBO MPOJYyKTa (yCJIyI'H) Ha OTAENBbHBIX dTalax €ro KU3HEHHOIo IUKJa, U
€ro CXeMaTU4YHOE N300pakeHHe.

9. B TypHCTCKOIl WMHAYCTPHH BBIIENIAIOT TPH BAXHEUIIMX HANpPABICHHUS BO3JEHUCTBUS Ha
3Talbl «CIHUPAJIM Ka4eCTBa» MPOAyKTa (YCIyTrH):

A. ObecrieueHne KauecTBa, yIpaBICHUE KAUECTBOM U yJIydllIEHHE KauecTBa.

b. Ynpasnenue kauecTBOM, yIy4llIEeHHE Ka4yeCcTBa U KOHTPOJIb Ka4eCTBa.

B. Obecneuenne kauecTBa, yrpaBieHHE Ka4eCTBOM U KOHTPOJIb KauyecTBa.

10. Ha3oBuTE OCHOBHBIE KDUTEPUH CUCTEMbI KAUECTBA Ha TYPUCTCKOM MPEANPHUATHN:

A. Cucrema kauecTBa JI0J>KHa 00ecriedrBaTh BBICOKUN YPOBEHb KauecTBa, €r0 COOTBETCTBHE
CTaHJapTaM U NOTPEOHOCTSIM MOTPEOUTEIS.

b. Cucrema kayecTBa J0JDKHA OBITh HMHCTPYMEHTOM JUISl CO3/IaHUS CHELHUAIbHBIX
TEXHOJIOTHH 110 palliOHAILHOMY YIIPaBJICHHUIO TYPUCTCKUM MPEANIPUATHEM.

B. Cucrema xadectBa [oipKHa oOecredyMBaTh — YJOBJIETBOPEHHOCTb  KOHKPETHBIX
notpeouTenei.

11. CoctaBHbIE 37IEMEHTHI «1IMKIJIA JIeMMHTa) Ha TYPUCTCKOM MPEANPUATHH:

A. IInannpoBaHue, OCyIIECTBIEHUE, KOHTPOJIb, HCIIPaBJICHHUE.

b. IlmanupoBanue, onpeaeaeHrne, KOHTPOJIb, UCIPABICHUE

B. [InanupoBaHue, OCyIIECTBIEHUE, YUET, UCIIPABIICHUE.

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

A. OOmeopraHu3allMOHHBI METOJ MEPHOJMYECKOTO TIOBBIMICHHS KauyecTBa BCeX
OpPraHU3aIMOHHBIX MPOLECCOB TYPUCTCKOTO MPEIITPUITHS.

b. OO0uieoprann3aiioHHBI  METOJI HEMPEPHIBHOIO TOBBIMIEHUS] KauecTBa OTJEJbHBIX
OpraHU3aIMOHHBIX MIPOLECCOB TYPUCTCKOTO MPEITPUITHS.

B. OOmeopranu3allMOHHBI ~ METOJ ~ HENpPEPHIBHOTO  TOBBIIEHHS  KadecTBAa  BCEX
OpraHU3aIMOHHBIX MIPOLECCOB TYPUCTCKOTO MPEITPHUITHSL.

Tect mociie Tembl Ne2

(tect mpoBoautcst B YK «YnpasiieHue kauecTBOM TypucTckux ycayr» B LMS Moodle)

(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.3
(6 yacmu 3uanuli 6A306bIX CUCMEM MEHEONCMEHMA Kauecmad, OCHOBAHHBIX HA NPUHYUNAX
sceobuezo kawecmesa (TQM))
Tect cogepxut TeopeTrnueckue Borpocsl. B recte 10 Bompocos.
Kirou k Tecty: 1A, 2B, 3A, 4b, 5b, 6B, 7A, 8B, 95, 10b.
Ha npoxoxnenue tecra naercs 20 MuH.
Wtorn mpoxoxaeHns TecTa OLEHUBAIOTCS MO CIIEIYIOIINM MIPaBUIaM:
- KOIM4ecTBO HaOpaHHbBIX 6ayioB oT 81 10 100 COOTBETCTBYET OLIEHKE «OTIUYHON;
- KOJIMYECTBO HAOpaHHBIX O0a/IoB OT 61 10 80 COOTBETCTBYET OIIEHKE «XOPOIIIOY;



- KOJIMYeCTBO HaOpaHHBIX 0a1oB oT 50 10 60 COOTBETCTBYET OIICHKE
«YJIOBJIETBOPUTEILHOY;
- KOJIMYECTBO OAJIJIOB MeHbIIE 50 COOTBETCTBYET OIIEHKE «HEYIOBICTBOPUTEIIHHOY.

Bomnpocs! Tecta:

1. Ha yem ocHOBaHa KOHIICIIIIMS BCeoOIIero ynpasiacHus kadectsom (TQM)?

A. Ha noHMMaHuu TOro, 4TO yHpaBlieHHE BceMHU cdepaMu JesSTEIbHOCTH TYPHPEINpUITUs
HEO0OXOAMMO OPraHU30BBIBATH UCXO/ISl U3 UHTEPECOB KAUECTBA.

b. Ha noHnManuu TOro, 4to ynpasjieHHe OTAEIbHBIMU chepaMu JesSTEIbHOCTH TYPIPEIIPUITUS
HEO0OXOAMMO OPTaHU30BBIBATh UCXO/IS U3 MHTEPECOB KaueCTBa.

B. Ha nmonumanuu TOro, 4ro ympaBieHHE BceMH cepamu AESITETbHOCTU TYPIPEANPUSTHS
HEO00XO0IMMO OPTaHU30BBIBATH UCXOISl U3 MHTEPECOB MOTPEOUTEIIS.

2. I'maBHast OpUEHTAIUS KOHIEIIMK BCEOOIEro yupasicHus kadectBoM (TQM):

A. TlocrosiHHOE yJIyd4IlIEHHE KaueCTBa, MAKCHMU3AIMIO MPOU3BOJICTBEHHBIX 3aTpaT U MOCTAaBKa
TOYHO B CPOK.

b. [TocrosinHOE yiydllleHHe KauecTBa, MUHUMHU3AIUIO POU3BOICTBEHHBIX 3aTpaT U MOCTaBKa 110
JIOTOBOPY.

B. TlocrosinHOE ynydilleHWE KauyecTBa, MUHUMM3AIMIO MPOU3BOJICTBEHHBIX 3aTPAaT W MOCTaBKa
TOYHO B CPOK.

3. Kakue popmbl o0ydeHus nepcoHasia npuMeHsroTest B TQM?

A. AKTUBHBIE - IETIOBBIE UTPBI, CIICI[HAIbHBIE TECThl, KOMIBIOTEPHBIE METOABI U JIP.

b. TpaguuunoHHsbI€ - TEKUWUH, CEMUHAPBI.

B. Jlexkuuu, npakTuyecKue 3aHATHS.

4. MeHeDKMEHT KauecTBa B TYPU3ME — 3TO:

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

b. JlesTenpbHOCTh B pamMKax oOmieil GyHKINM YIpaBleHUs TYPUCTCKUM MPEANPUATHEM, KOTOpas
ompeessieT MOJIMTUKY B 00JIACTH KauyecTBa, IEIN U 00SA3aHHOCTH B PaMKaxX CUCTEMBI KA4eCTBa, a
TaKk)Ke OCYIIECTBISIET WX MOCPEACTBOM IUIAHUPOBAHUS KAdyecTBa, YIPABICHUS KadeCTBOM,
obecrieueHns KauecTBa M yJIy4dIlIeHUs Ka4eCcTBa.

B. Ob6ecrieuenrie W KOHTpONb KadecTBa OOCTY>KMBaHUs MOTpeOUTENe B COOTBETCTBUU CO
CTaHJapTaMH Ka4eCTBa TYPUCTCKOTO MPEITPHUSITHSI.

5. [InanupoBaHue kauecTBa yCIayr B TYpHU3MeE CBSI3aHO C:

A. KonTponeM cucTemMbl OOeCleyYeHusi KayecTBa KaK OpPraHU3AI[MOHHOW CTPYKTYpHI,
BKIIIOUAIONIEH (DYHKIUHU, JOKYMEHTAIINIO, MIPOIECCHl U PeCcypchl, HEOOXOAUMBIE ISl CO3AaHMUS,
Mo//IepKaHUsI HEOOXOUMOTO YPOBHS Ka4eCTBA U €T0 YIyUIIEHUS Ha BCEX CTAAMIX )KM3HEHHOTO
[IUKJIA TIPOIYKTA.

b. Co3manmem cuctemMbl O0O€CTEUCHHS KadeCcTBA KaK OPraHU3alMOHHON CTPYKTYPHI,
BKITIOUAIONIEH (DYHKIUHU, JOKYMEHTAINIO, MPOIECCHl U PeCypChl, HEOOXOAUMBIE JISI CO3TaHMUS,
Mo//IepKaHUsI HEOOXOUMOTO YPOBHS Ka4eCTBA U €T0 YIyUIIEHUS Ha BCEX CTAAMIX )KM3HEHHOTO
[IUKJIA TIPOIYKTA.

B. [loanepxanuem cuctembl oOecriedeHus! KadecTBa, BKIoYaronel (GyHKINN, TOKYMEHTAUIO U
pecypchl, HEOOXOIMMBIE IS CO3/aHUs, MOJIePKaHUSI HEOOXOUMOTO YPOBHS KadecTBa U €ro
YIY4IICHUS Ha BCEX CTAIUSIX KU3HEHHOTO IMKJIa MPOAYKTa.

6. Ob6ecrieueHre KauecTBa B TYPU3ME — 3TO:

A. OtnenpHBIE BHIIBI TYPUCTCKOW JEATEIHLHOCTH B paMKaX CHCTEMBI KayecTBa, HEOOXOJMMBIC
JUISE  CO3/IaHUs TYPUCTCKOTO TMpPOAyKTa (YCIYTH), COOTBETCTBYIOIIETO OMpeeeHHBIM
TpeOOBAHUSIM.

b. Ilnanupyemsbie 1 NEPUOAUUECKU OCYILECTBIISIEMbIE BUJIbI TYPUCTCKON JEATEILHOCTH B paMKax
CHUCTEMBbl KayecTBa, HEOOXOIMMbIE [UIsl CO3JaHUSl TYPUCTCKOTO TMpoIayKTa (YCIyTrH),
COOTBETCTBYIOIIETO OMPE/ICIICHHBIM TPEOOBaHUSIM
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B. Bce mnaHupyeMble M METOIMYECKHM OCYLIECTBISEMbIE BHUIbl TYPUCTCKON IEATEIBHOCTH B
pamMKax CHCTEMbl KauyecTBa, HEOOXOAMMBIE JUIsl CO3/1aHUs TYPUCTCKOIO MpOIayKTa (YCIyrH),
COOTBETCTBYIOLLETO ONPEEICHHBIM TPEOOBAHUSAM.

7. Kakue ypoBHM pemieHusi 3afad B OOJIaCTH 0OeCHeueHHUs] KadecTBa MNPOAyKTa (YCIyru)
BBIJICJIAIOT HA TYPUCTCKOM MPEANPUITUN?

A. Crparerndeckuii, TaKTHYECKUI U ONIEPATUBHBIMH.

b. Ctparernueckuii, TEKyIHUi U ONIEPATUBHBIN.

B. Crparernyeckuii, TAKTHYECKHI U BBIOOPOYHBIIA.

8. Kakue 31eMeHTsl BKIIOYAeT CUCTEMA KYJIbTYpbl 00CITyKUBaHU?

A. TIpousBoacTBeHHBII mporecc, KBaTu(UKAIUsA NEPCOHaNa, CTaHAAPThl KayecTBa MPOJIYKTa
(yeayr).

b. O6yuenue nepconana, Mpou3BOACTBEHHBIH Mpolecc, KBaTu(puKanus nepcoHana.

B. Bunpl, accOpTUMEHT M KayecTBO YCIYyr, WH(GOPMALMOHHO-PEKIAMHOE COIPOBOXKICHUE
JEeSITEILHOCTH TYPUCTCKOTO MPENPUATHS, MPO(ECCHOHATTEHOE MAacCTEPCTBO IEPCOHAIA.

9. Uto sBiseTcs KIHOYEBBIM 3JEMEHTOM KOPIIOPATUBHOM KYJbTYPHI JIFOOOTO TYpPUCTCKOIO
IpeIpUITHS?

A. CtanmapThl KauecTBa.

b. KynpTypa o0OcimyxuBanusi.

B. KBanudukanus nepconaina.

10. MexaHu3M yIpaBlIeHHs pPAa3BUTHEM CHCTEMBI KayeCTBa TYPHUCTCKOTO MPEIIPUATHSL
BKJIIOYAET:

A. OtnenbHBIE ACWCTBUS HA OCHOBE PAa3BUTHs OPTaHU3AIMOHHOW CYyOKYJIBTYpHI; TIOCTETIEHHOE
YCOBEPLIEHCTBOBAHHUE MTPOU3BOICTBEHHBIX IPOLIECCOB MPEAIPUATHS C YIETOM IPUBEPIKEHHOCTH
PYKOBOAUTEIS K TIPpOoOIeMe KauecTBa.

b. TlocnenoBarenbHble HEOOXOAMMBIE JEHCTBUS HA OCHOBE pAa3BUTHsS OpraHU3ALMOHHON
CyOKyJIbTYpBI; ITIOCTETIEHHOE, IOIIar0BOE YCOBEPIIEHCTBOBAHUE MPOU3BOICTBEHHBIX MPOLIECCOB
OPEANPUATHS C YUETOM IPUBEPKEHHOCTH PYKOBOAUTEINS K ITpoOJieMe KauecTBa.

B. IlocnenoBarenbHble JE€HCTBUS HA OCHOBE pA3BUTHUSI OPraHM3AL[MOHHON CYOKYyJIbTYpHI;
YCOBEPIIEHCTBOBAHNUE HEKOTOPBIX IPOLECCOB NPEANPHUIATHS C YYETOM MPHUBEPKEHHOCTU
PYKOBOJUTEINS K TpoOIeMe KauecTna.

CamocrosiTeibHas padora Ne 1
(nposepra cpopmuposannocmu OIIK-3, unouxamop HJ/[-OIIK-3.2
(6 wacmu nasviko6 npumenenus Memooos OYeHKU YO08IeME8OPEHHOCHU nompedumeneil))

3amanue npeacrasieHo B DYK «YnpasieHue kauecTBoM TypucTckux ycayr» 8 LMS Moodle.
OneHuTh YpOBEHb KauecTBa YCIYT'HM CaMOCTOSATENBHO BBIOPAHHOTO TYPHPEANPUSTUS METOJIOM
HKCTIEPTHON OLEHKH M C PAacdyeTOM CPEIHEB3BEIICHHOTO IOKa3aTels Mo oOpasily mpumepa 2
n.3.7 temsl 3 ydyeGHOro nocobus MenbHukoBoil N.I'. «YnpaBieHue kayecTBOM B TypUCTCKOU
WHTYCTPHI.

[IpaBusia  BBICTABICHUS OIEHKHW IO pe3yibTaraM CaMOCTOSTEIbHOW pPabOThI:-
«YIOBJIETBOPUTENIBHO» - IPOBEJAEHA HKCIEPTHAs OLIEHKA KadecTBa CAMOCTOSITEIBHO
BBIOPAHHOTO TYpPIPOIYKTa (YCIyTH) MO CaMOCTOSITENIbHO BBIOPAHHOM cHCTEME OLIEHKH;

- «XOpOIIO» - MPOBE/EHA JKCIEPTHAs OLEHKA KauecTBa CaMOCTOATEIbHO BBIOPAHHOTO
TypHpoayKTa (yCIyrd) MO CaMOCTOSITENIbHO BBIOPAHHOI cHCTEME OLIEHKH; paccuuTaH
CpeIHEB3BEILICHHBIN TOKa3aTeib, pacdyeTsl opOpMIIEHBl B BHJE TaOJMIBI M HAMUCaH
HETIOJIHBIN BBIBOJ 110 pe3yJIbTaTaM IMPOBEIECHHBIX PACUETOB;

- «OTJIMYHOY» - TPOBEJEHA HKCIEPTHAs OLIEHKA KayecTBa CAMOCTOSITENIbHO BBIOPAHHOTO
TyprnpoaykTa (yCiayrd) MO CaMOCTOSITEIHHO BBIOPAaHHOW CHCTEME OIICHKH; PacCUMTaH
CpEIHEB3BEILICHHBIN TOKa3aTelb, pacdyeTsl OQOpMIICHBI B BHAEC TAONUIBI U HAMUCAH
HOJIHBIN BBIBOJI IO PE3yJIbTaTaM MIPOBEACHHBIX PacueTOB.
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CamocrosiTeibHasi padota Ne 2
(nposepka cpopmuposannocmu OIIK-3, unouxamop H/[-OI1K-3.3
(6 wacmu ymenust nposooums oyeHKy pe3yIbmamueHOCmu U 3ppexmusHocmu cucmem
MEHeONCMEHMa Kauecmaa))

3ananue npezacrasieHo B DYK «Vmpasienue kauecTBoM TypucTckux yeiayr» 8 LMS Moodle.
OneHuTh KauecTBO TPYJOBOH JESITEIBHOCTH COTPYAHHKA CAMOCTOSITEIBHO BBIOPAHHOTO
TypHOpeanpusaTus (KUCIONb3ysl CBOM OMBIT) MO oOpasmy npumepa 5 m.3.7 TeMbl 3 y4eOHOrO
nocobust MenbaukoBoil N.I'. «YnpaBinenue kauecTBOM B TypUCTCKON MHIycTpum». PaccunraTth
CPEIHIOI OIICHKY KauyecTBa TPYJIOBOW JedaTelbHOCTH coTpyAHuka. [loctpouts mnpoduis
KayecTBa TPYJI0BOM JEATEIbHOCTH COTPYAHHUKA TYPIPEAIPUATHUS.

[IpaBuiia BbICTABJIEHHUS OLICHKU 110 PE3YyJIbTaTaM CaMOCTOSTEIbHON pabOoThI:

- «YAOBJCTBOPUTEJIBHO» - IPOBEAECHA OLEHKAa KaueCcTBAa TPYIJOBOW JEATEIbHOCTH
COTPYJIHUKA CAMOCTOSITEJIbHO BEIOPAHHOT'O TYPIPEAIPUSITHS;

- «XOpOIIO» - TPOBEACHA OLIEHKa KauecTBa TPYNOBOM JEATEIBHOCTH COTPYIHHKA
CaMOCTOSITENIFHO BBIOPAaHHOTO TYPIPENNPHUATHS; TPOBENEH pacdyeT CpeaHel OIEHKU
Ka4yecTBa TPYJOBOH NEeATEIbHOCTH COTPYAHMKA; IOCTPOEH NPOHIb KauecTBa TPYAOBOH
JIeATEIIbHOCTH COTPYIHHMKA W HANKMCAH HEIMOJIHBIM BBIBOJ IO pe3ysIbTaTaM IPOBEIECHHBIX
pacyeTos;

- «OTIIMYHO» IIPOBEJIEHA OLEHKA KayecTBa TPYIOBOM JEATEIBHOCTH COTPYIHHKA
CaMOCTOSITENIbHO BBIOPAHHOTO TYPIPENNPUATHS; TPOBEIEH pacyeT CpeAHed OLEHKU
KayecTBa TPYJIOBOW AESITEIbHOCTH COTPYJIHUKA; MOCTPOEH NMpOo(duib KauecTBa TPYIAOBOM
JIEeATEIbHOCTH COTPYAHMKA M HANKMCAH IOJIHBIMA BBIBOJ IO pe3yJIbTaTaM IIPOBEIECHHBIX
pacyeToB.

2. Cnucok BOIIPOCOB U (I/[J'II/[) 3aJaHui 1Jas MPOBEACHUSA l'[pOMC)KyTO‘lHOi;I aTrecraunumn

Ha sx3amene nposepsiercst chopmupoBanHocTh komnerenuuii OIIK-3 (maaukaropst UJI-

OIIK-3.2 u OIIK-3.2) Ha 0CHOBE MPOBEPKH TECOPETHYECKOTO MaTepuaia. [Ipr 3TOM y4uThIBaeTCSI
c(OPMHPOBAHHOCTh HABBIKOB W YMEHHMH Ha MpPAaKTUYECKUX 3aHATUSAX BO BpeMs pabOThl B
ceMecTpe.

CoNoOAEWNE

e N ol ol
rPLODNDEO

Cnmcok BONPOCOB K 3K3aMEHY:
[TonsiTHE M CYIITHOCTH KaueCTBa YCIyTH.
CoBpeMeHHbIE MOIX0Abl K YIPABICHUIO KAYeCTBOM YCIYT.
KoHuenmus cooTBeTCTBYSI CTaHAAPTY.
Konuenius cooTBeTcTBYSI MPOTYyKIUHU SKCIUTyaTallHOHHBIM XapaKTePUCTHKAM.
Konuemnius cooTBeTCTBHSA ABHBIM TPEOOBAaHUAM MTOTPEOUTENEH.
JlaTeHTHas KOHUENIMS 0OecreyeHns] KauecTBa.
Bceobmiee ynpasnenue kadectsom (TQM).
[Toxazarenu kauecTBa TYPUCTKOM YCIIyTH.
MeTo1bl MEHEP)KMEHTA B TYPUCTCKOM HHyCTpUH.
DTanbl «CIUPAIN Ka4eCTBay TYPUCTCKON YCIYTH.
«Iletna kauecTBa» TYPUCTCKOMN YCIIYTH.
®axTophl BHEIPEHUS BCEOOIEro yIpaBIeHHs] KAUeCTBOM B TYPUCTCKOW MHAYCTPHH.

. IIpowecc BHeApeHHs BCEOOLIETo ypaBiIeHUs KAYeCTBOM B TYPUCTCKOW MHITYCTPHH.

DKcrepTHbIE METO/IbI OIICHKH KayecTBa YCIIyTH.
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15. Mertomosorusi TOCTPOCHHSI KOHTPOJIBHOM KapTHl.

16. Metoaon0THs TOCTPOEHUS IPUUMHHO-CIICACTBEHHON AUarpaMMal.

17. Merononorus noctpoeHus auarpamMmsl Ilapero.

18. MeToa070THsI TOCTPOEHUS TUCTOTPAMM.

19. Mozens ynpaBieHHs TEXHOJIOTHYECKUM IIPOLIECCOM.

20. OcobeHHocTH YIpaBiIeHUS KaYeCTBOM B TYPHUCTCKON MHYCTPUH.

21. Metononorus pa3pabOTKN HOBOM TypHUCTCKOW IPOTPaMMBI.

22. ToBapHas Mapka: Ha3HauUCHHE Il HOTPEOUTENS U IPOU3BOIUTEIS.

23. VMUK TYpUCTCKOTO MPOIYKTA.

24. 'apaHTusl TYPUCTCKOTO MPOIYKTA.

25. CTpyKTypa TypHCTCKOTO MPOAYKTA C TIO3UIMU IIOTPEOUTEIS.

26. CymHocTh (PyHKIIMOHALHOTO MOAX0/1a K CO3JJaHUIO TYPUCTCKOTO MPOIYKTA.

27. OyHKUUU TYPUCTCKOTO MPOIYKTA.

28. Onenka 3(h()eKTUBHOCTH pean3aliui MOTPEOUTENECKUX CBOMCTB TYPHUCTCKOTO
HPOIYKTA.

29. Ceprudukanus CHCTEMbI Ka4eCTBA OpPraHU3aIHH.

30. CtpaTeruu KOHKypeHTHOI 00pbObI Ha OCHOBE KayecTBa YCIYT.

HpaBnna BBbICTABJICHHUA OLICHKHU HA 3K3aMcCHE.

B sk3ameHanmoHHble OMIIET BKIIKOYAETCS 1Ba TEOPETHUECKUX Bolpoca. Ha moaroroBky k
OTBETY JlaeTcsl HEe MeHee lyaca.

Ilo wutoraMm »sK3aMeHa BBICTABISETCS OJHA M3 OLCHOK: «OTIMYHO», «XOPOIIOY»,
«YOOBJICTBOPHUTCIBHO» WJIN «HCYAOBJICTBOPUTCIIBHO).

Onenka «OTJIMYHO» BBICTABISETCS CTYAEHTY, KOTOPBIA JEMOHCTPUPYET IIyOOKOe U
IIOJIHOE BJIAJICHUE COJAEPKAHUEM MaTepuaia U MOHATUINHBIM allllapaTOM MEHEPKMEHTa KauecTBa
TYpyCIIyT; OCYIIECTBISET MEXKIPEIMETHBIE CBA3U; YMEET CBSA3BIBATH TEOPUIO C MPAKTHUKOM.
CryneHT AaeT pa3BepHYThIE, MOJIHbIE U YETKHE OTBETHI Ha BOIIPOCH! 3K3aMEHAIMOHHOTO Ouiera
U JIONOJIHUTENIbHBIE BOIPOCHI, COOJIIOIAET JIOTUYECKYIO TOCIEI0BAaTEIbHOCTh MPHU U3JI0KEHUN
MaTtepuana. [’ paMOTHO MCIIONb3yeT TEPMUHOJIOTHI0 MEHEPKMEHTA KaueCTBa TYPUCTCKUX YCIyT
1 00CITy)KMBaHUS.

Onenka «Xopomo» BBICTABIISETCS CTYJIEHTY, OTBET KOTOPOTO Ha JK3aMEHE B IIEJIOM
COOTBETCTBYIOT yKa3aHHBIM BBILIE KPUTEPUSM, HO OTJIMYAETCS MEHbIIEH 00CTOATEIbHOCTHIO,
ri1yOuHON, 00OCHOBaHHOCTBIO M TOJHOTOM. B OTBeTe MMEIOT MECTO OT/IeNbHblE HETOYHOCTH
(HecyliecTBEHHblE  OMMOKH), KOTOpble  HCHOPABISIOTCS  CaMHM  CTYAEHTOM  IOCie
JIOTIOJTHUTEIBHBIX U (MJIM) YTOUHSIOIIKUX BOIPOCOB 3K3aMEHATOpa.

OuneHka «Y10BJ1€TBOPUTEIbHO» BHICTABIISETCS CTYACHTY, KOTOPBIHN J1aeT HEAOCTATOYHO
NOJHBIE M TOCJIEIOBaTENIbHbIE OTBETHI HA BOINPOCHl JK3aMEHAllMOHHOro Owiera U
JIOTIOTHUTEIIbHBIE BOMPOCHI, HO MPHU 3TOM JEMOHCTPUPYET YMEHHE BBIACIUThH CYIIECTBEHHBIE U
HECYIIIECTBEHHBIE TPU3HAKN U YCTAHOBUTH IPUUYUHHO-CIIEACTBEHHbIE CBA3H. OTBETHI U3JIaraeTcs
B TEPMHMHAX MEHEKMEHTa KadyecTBa TYypyClIyr, HO MpU 3TOM JOIYCKAIOTCA OIIMOKH B
OTNpENIeNIEeHNH U PACKPBITUM HEKOTOPHIX OCHOBHBIX IOHATHHA, (HOPMYyITUPOBKE IOJIOKEHHH,
KOTOpBIE CTYIEHT 3aTpyJHSETCs HCIpPaBUTh caMmocToATenbHO. Ilpu aprymeHrtanuu orBera
CTYJACHT HEe OOOCHOBBIBACT CBOM CyXJeHHUs. Ha yacTh JOMOIHUTENBHBIX BOMNPOCOB CTYAEHT
3aTPYHSETCS 1aTh OTBET WJIM J1a€T HEBEPHBIE OTBETHI.

Onenka «HeynoB/1eTBOPUTEIBHO» BBICTABISETCS CTYACHTY, KOTOPBI AEMOHCTPUPYET
pa3po3HEHHbIE, OECCUCTEMHBIE 3HAHM; OECIOPSIOYHO U HEYBEPEHHO H3JaraeT MaTepuall; He
YMEET BBIIEINATH [NIABHOE U BTOPOCTETIEHHOE, HE YMEET COESAUHATh TEOPETUUECKUE MTOJIOKEHHUS C
IPAaKTUKOH, HE YCTaHABIMBAECT MEKIPEAMETHBIE CBSI3M; JOIyCKaeT IpyOble OIIMOKH IpU
ONpEACIICHUN CYIIHOCTH PACKpPbIBAEMBIX IOHATHUN, SIBICHWUH, BCJIECICTBUE HEINOHUMAHUSA MX
CYIIECTBEHHBIX M HECYLICCTBEHHBIX IPU3HAKOB M CBA3CH; JAET HENOJHBIC OTBETHI, JIOTUKA U
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MOCJIEIOBATENIBHOCTh HU3JIOKEHUS KOTOPBIX HMEKOT CYIIECTBEHHBIE W MNPUHIUNHAIBHBIC
HapylUIEHUs, B OTBETAX OTCYTCTBYIOT BbIBOJBI. JIOMOJHUTENBbHBIE U YTOYHSIOLIUE BOIPOCHI
JK3aMeHaTopa HE MPUBOIAT K KOPPEKUHMH OTBETOB CTyjAeHTa. Ha oOCHOBHyI YacTh
JIOIIOJTHUTEJIbHBIX BOITPOCOB CTYAEHT 3aTPYAHSAECTCS JaTh OTBET WIIM 1A€T HEBEPHBIEC OTBETHI.

Ouenka «HeynoBieTBOPUTEIBHO» BBICTABIISIETCA TAaKXKE CTYJIEHTY, KOTOPBIA B3sUI
AK3aMEHAIMOHHBIA OUJIET, HO OTBEYATh OTKA3aJICs.

IIpunoxenne Ne 2 k padoueii mporpaMme AUCHUILIHHBI
«YnpasJjieHHe Ka4eCTBOM TYPHCTCKHX YCJIYT H 00CIy:KMBaHUD)
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MeToauuecKkue YKa3aHUuA AJd CTYACHTOB IO OCBOCHHUIO TUCHMUIIJIHHBI

B xoze m3ydeHus NaHHOrO Kypca CTYIEHT JOJDKEH OBJAJeTh METOJUMKAMHU YIIPABICHUS
KayeCTBOM B TYPUCTCKOM HHAYCTPUM C ILI€JIBIO CO3JaHMsI KOHKYPEHTOCIOCOOHOM YCIYrM Ha
OCHOBE €€ KaueCTBa, a TAK)XKe IIPOBEJCHUS OLICHKH Pe3yJbTAaTUBHOCTU U 3(P(PEKTUBHOCTU CUCTEM
MEHEIPKMEHTA KaueCTBa.

OcHoBHOU (popMOH M3TTOKEHUST YIeOHOTO MaTepualia 1Mo AUCIUILTUHE SBIISTFOTCS JCKITUU 1
MPAKTUYECKHUE 3aHIATUS, IPUUEM TOCIIeIHHUE B JOCTATOYHO OOJIBIIOM OOBEME.

Jns ycnemHoro OCBOEHHS [HUCHMIUIMHBI OYE€Hb BAXXHO BBIIOJHEHUE IPAKTHUYECKUX
3amanuii. OCHOBHas Ielbh MPAKTUYECKUX 3aJaHU — TIOMOYb YCBOUTH (PyHIaMEHTaJIbHBIC
MOHATUS M OCHOBBI YIIPAaBJICHUS KAayeCTBOM B TYPHUCTCKOM WHAYCTpPUHU. 3afaHus Jis
CaMOCTOSITEJIbHOTO BBIMOJHEHUS (OPMYJIUPYIOTCS Ha JICKIUAX MU TMPAKTHUYECKUX 3aHATUSX.
[TonHbIi CHUCOK 3aJaHMid JUIsi CaMOCTOSITENbHON paboThl MO TemaM (pa3ieniaM) TUCIUILUIMHBI
npuBeneH B DYK B LMS Moodle «Ympasienue kaueCTBOM TYpUCTCKHX YCIAYT» W B y4eOHOM
nocobun MenbpHukoBoii WM.I'. VYmpaBieHue kauecTBOM B TYpPUCTCKON HHIycTpuu. Takxke
MPOBOJATCS] KOHCYJIbTAIMK (MPU HEOOXOIUMOCTH) O pa3dopy 3aaHui JUIsl CaMOCTOSTEIbHON
paboThl, KOTOPBIE BHI3BAJIM 3aTPyAHEHUS.

s camocTosTeNbHOM paboThl, B TOM YHUCJIE M TOBTOpa pa3oOpaHHOrO Ha JIEKUHUU U
IOPAaKTUYECKUX 3aHATUAX MaTepuaja, pPEKOMEHAyeTcs MCIOoNIb30BaTh YydeOHOoe Mocobue
MenbaukoBoii M.I'. YmpaBnenne kauecTBOM B TypUCTCKOM uHaycTpuu, 2016 ron wuszmanus
(97eKTpoHHAs BepcHst B DJIEKTPOHHOM  Oubiamorexke y4yeOHBIX Marepuano  Spl'Y
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php). Ou cocroutr u3 4 pa3naenoB, B KOTOPBIX
paccMaTpUBAIOTCS aKTyallbHbIE TPOOJIEMBbI YIIPaBIEHUS Ka4Y€CTBOM, BKIIFOUYAIOIINE €r0 OCHOBHI U
BONpoChl obecrieueHus: 3p(HEKTUBHOIO YIPaBIEHUS Ka4eCTBOM Ha TYPUCTCKHMX MPEANPHUSATHIX.
Marepuan kaxa0ro paszena BKIIOUYAET B ce0sl KpaTKOe U3JI0KEHUE TEOPETHUECKOro MaTepHuasia
110 33JJaHHOM TeM€e U BOIIPOCHI.

B koHIIE Kypca CTyAEHTHI CAI0T 3K3aMeH. JK3aMEH IPUHUMAETCS 110 dK3aMEHALIMOHHBIM
Owsietam, KaXIblii M3 KOTOpBIX BKJIIOUaeT B ce0sl JBa TeopeThueckux Bompoca. [Ipu sTom
YUUTBIBAaETCS TeKyllas paboTa CTyJeHTa B CEMECTpe Ha IMpaKTHYecKuX 3aHATHsAX. Ha
CaMOCTOSITENIbHYIO MOJITOTOBKY K 9K3aMeHY BbLAENseTCsl 3 JHS, B 3TO BpeMsl PEAyCMOTPEHA U
rpynnoBasi KOHCYJIbTaLUs.

OcBoUTH BOMPOCHI, M3JIaraeMble B MPOIECCE M3YyUEHHUs IUCLUUIUIMHBI CaMOCTOSITEIIbHO
CTYACHTY KpaifHe CIO0XHO. DTO CBA3aHO CO CIOKHOCTBIO M3y4aeMOro marepuaia ¥ OOJbIIUM
o0vemMoM Kkypca. IlosTomy mocemieHue BceX ayJUTOPHBIX 3aHATUN SIBISETCS COBEPLICHHO
HE0OX0MMBIM. be3 yrmopHBIX W peryispHbIX 3aHATUH B TEUEHHE CEMECTpa CIaTh 3K3aMEH IO
UTOTaM M3y4YeHUs AUCUUILUINHBI CTYJEHTY IPAKTHUECKHU HEBO3MOKHO.
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