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1. Ilesn ocBOeHHUS] NUCHHUIINHBI
IensMu  OCBOEHMsI IUCHMIUIMHBI «YIpPaBICHHE KayeCTBOM TYPUCTCKUX YCIYyT U
00CIyKXUBaHUSA»  ABIAETCA U3yuyeHHEe OCHOB (HOPMHUPOBAHMS KOHKYPEHTOCIIOCOOHOCTH
TYPUCTCKOH YCIIyTH Ha OCHOBE 00eCIeuYeHus ee KauecTBa U IPUOOPETECHNE HAaBbIKOB YIIPABICHHUS
KaueCTBOM YCIIYTH.

2. MecTO AMCHUILIUHBI B CTPYKTYpe 00pa30BaTe/IbHON MPOrpaMMbl

JucrumivnHa «YTpaBiieHHe KayeCTBOM TYPHCTCKUX YCIYT M OOCITY)KHBaHHS» OTHOCHUTCS
K 00513aTeIbHOM YacTH 00pa30BaTeIbHOMN MPOrPaMMEI.

JInst ocBOEHMSI TaHHOM TUCHUIUIMHOMN CTYIEHTHI JOJDKHBI BIIAIETh OCHOBAaMU SKOHOMHKH
U MapKeTHHTa TypuU3Ma, MMETh IpPEJCTaBICHHE O (OPMHPOBAHWUU CUCTEMBI YIPABICHHUS B
TYPUCTCKOM HMHAYCTPHUH, YMETh NPUMEHSATh METOJbI HaydHBIX HccienoBaHuil. [lomyuennsie B
Kypce «YTpaBlieHHE Ka4eCTBOM TYPHCTCKHUX YCIYr W OOCITYXUBaHHS» 3HAHHUA CTAHOBSTCS
OCHOBOM JUII OCBOGHHS psifa TUCHUIUINH, Hanpumep, «MapKeTHHT TypHCTCKUX JIECTUHALUI,
«CTpaTernueckoe u MporpaMMHO-IIEJIEBOE YIIPABICHUE B TYPU3ME», a TAKXKE JJIsl MPOIOJIKEHUS
00yd4eHUs B MarucTparype no HarmpasieHuto « Typusmy».

3. Illlanupyemble  pe3yJbTaTbl  O0y4YeHHMs] 10 JMCHUILUIMHE, COOTHECEHHble €
IUIAaHUpPYeMbIMH pe3yiabTaTamu ocBoeHusi OIl 6akanaBpuara

IIponiecc u3yyeHus AUCUUILIMHBI HApaBjieH Ha (OPMHUPOBAHUE CIEIYIOIUX AJIEMEHTOB
kommereHmii B cootBerctBuu ¢ ®I'OC BO, OIl BO u mpuoOpeTeHus CleAyOUMX 3HAHHM,
YMEHUH, HaBBIKOB U (MJIM) OIBITA 1EATEIbHOCTH:

Dopmupyemas Nuaukarop Ilepeuenns
KOMIIeTeHIIHSs AOCTHKEHUS IJIAHUPYEMBIX Pe3y1bTATOB
(xox u popmyIHpPOBKA) KOMIIeTeHIIUH o0yueHust
(ko u
(hopmyIHpoBKa)
OIIK-3. Cniocoben N1-OI1K-3.2 3HaTh:
pa3pabarbiBaTh U BHEAPATh | OLEHUBAET KaueCTBO - obsacTi popMUpPOBaHUS
CUCTEMBI YIIPaBIICHUS OKa3aHMs ycayr B cepe | mokaszaresel kayecTBa yCIyTH.
KayecTBOM YCIIYT B chepe TypHU3Ma B COOTBETCTBUU | YMETh:
Typu3Ma CO CTaHJapTaMu - IPUMEHATh COBPEMEHHBIE METOAUKHU
JIEeATEIIbHOCTU OLICHKH YPOBHsI Ka4e€CTBa U
TYPUCTCKUX KOHKYPEHTOCIIOCOOHOCTH
MPEANPUATHI, TOCTUHUL] | TYPOPraHU3ALMMI U YCIIYT.
U UHBIX CPEACTB Bnagers:
pasMeLIeHHus], C y4eTOM - HaBbIKaMU [TPUMEHEHHSI METOJI0B
MHEHHS OTPEOUTENEeH U | OLIEHKU YJOBJIETBOPEHHOCTH
JIPYTUX MOTpeOuTeNel; TEOPETUUECKUX
3aMHTEPECOBAHHBIX IIOJXOJ0B IIPH OLICHKE
CTOPOH. pe3yJIbTaTUBHOCTH TPYZa IIepcoHaa
HNPEAIPUATHS TYPUHIYCTPUH.




NJI1-OIIK-3.3 3HaTh:

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

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

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

4. O0beM, CTPYKTYpA U co/iepKaHMe TN CHUTITIHHbI

OO01mmas Tpy10eMKOCTh JUCIUTUINHBI COCTaBiseT 3 3adeTHble enuuuiibl, 108 akam.gaca.

Ne Tembl (pa3nesnl) Buabl yueOHbIX 3aHATHIH, DopMBbI TEKYLIET0
n/n AUCUMILIHHDI, BKJIIOYAsI CAMOCTOSITETBLHYIO KOHTPOJIA
HX coJep:KaHue = paboTy CTy1eHTOB, ycrneBaemMocTH
3 H UX TPYAOEMKOCTh
= (B akaeMHYecKHX 4acax) ®opma
o NPOMEKYTOYHOH
aTTecTanumn
(no cemecmpam)
KonrakTHas padoTa
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1 BBenenne B ympaBieHue 2 2 2 6 Tect ms
KayeCcTBOM B  TYPHCTCKOU CaMOTPOBEPKHU
WHIYCTPUHU

2 Pazpaborka cTparterut 2 4 6 Tect nna
BHE/IPEHHUS CHCTEMBI CaMONPOBEPKHU
Ka4eCTBEHHOTO
MEHEPKMEHTA

3 Kauectso 4 6 3amanus s
MIPOM3BOJCTBEHHBIX CaMOCTOSITEIbHOM
MPOLECCOB B  TYPUCTCKOMU paboThl
WHJTyCTPHHU.

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

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

6 Texunomorun GHOPMUPOBAHUS - 2 6 3amaHus 1y
KadyecTBa YCIyTH B CaMOCTOSITEIIbHOM
COOTBETCTBHHU c paboThI Ha OLICHKY
NOTPEOUTENECKUMHU KadecTBa TypIpPOIyKTa
OKHJTaHUSIMH. (ycmyrun) mo MeTony




SERVQUAL

7 Opranmzamust ~ ympasneHus| 1 - 4 6 CamocrosTenpHast
KadeCTBOM Ha MPEIIPHUATHIX pabora Ne 2
TYPUCTCKOM WHAYCTPHUHU.

2 0,5 | 33,5 |pk3amen

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

Copepxanue pa3feiioB JUCIUIIINHBL
1. BBenenne B ynpapjieHMe Ka4eCTBOM B TYPHMCTCKOW MHAYCTpUH. OCHOBHBIE MOJOXKEHUS
TEOpUM MEHEDKMEHTAa KadecTBa. IIOHATHE M CyIIHOCTH KauecTBa MNPOAYKLUU M YCIYTH.
KoHuenuuu ynpasiaeHus: KaueCTBOM B TYPUCTCKOW MHIYCTpUH. «lleTist kadecTBa» TypuUCTCKOU
yciyrd. MoJzenb ynpaBlIeHHs KadyeCTBOM B TYPUCTCKOM OpPraHM3allid Ha OCHOBE IIPHHIIMIIOB
TQM.
2. PazpaGorka cTpaTeruii BHeJ[peHHs] CHCTeMbl Ka4eCTBEHHOI0 MeHel:KkMeHTa. OCHOBHbIE
dakTopsl BHeApeHHs BceoOmero kadecrBa (TQM). IlpuBep)KeHHOCTh CHEHHMATMCTOB U
nepcoHana Teopuu kadectBa Ha npuHuunax QM. Co3naHue opraHU3alMOHHON CyOKYIbTYpPbI
BHeaperus QM. IIpouecc Bueapenuss TQM B TypHCTCKO# opranu3amnuy.
3. KayecTBO NPOM3BOACTBEHHBIX NIPOLECCOB B TYPUCTCKOM HHAYCTPUH. MeTOoIbl U3MEPEHNUN
U OLIEHOK KadecTBa yciyr. MHcTpymeHTanpHOE H3MeEpeHHe. DKCHEPTHbIE OLEHKH. MeTobl
CTaTUCTUYECKOTO PETYJIUPOBAHUSA IPOM3BOACTBEHHBIX IIPOLECCOB: KOHTPOJIBHAs Kapra,
IIPUYMHHO-CIEACTBEHHAs AuarpaMma, nquarpamma Ilapero, rucrorpamma. Ilpouecc ynpasneHus
IIPOU3BOJCTBEHHBIM IIPOLIECCOM
4. Ka4yecTBO M KOHKYPEHTOCHOCOOHOCTH YCayru. KOHKYpeHTOCIIOCOOHOCTH: (HaKTOpHI,
MeToabl omnpenesneHus. KoHuenmusi co3gaHus KOHKYPEHTOCHOCOOHOW YCIyrM Ha OCHOBE ee
kayectBa. CocTaBisifolMe TYpOPOAYKTa C MO3ULMU noTpedutens. @OyHKIMOHAJIbHBIC
nokaszaTreiau M noTpeOuTenbckue cBoicTBa. Mapka mpoaykrta. mMumxk npoaykra. I'apantum
IIPOJIYKTA.
5. OmneHka yJI0BJIeTBOPEHHOCTH moTpeduTeseil kavecTBOM yciayr. OpueHTanus Ha
norpedburens. Ilogxoapl W MeTOAbl M3y4YEHHUS, aHaJIW3a, OLEHKU YJIOBIETBOPEHHOCTH
notpeOuTeneil  OKka3aHHBIMH  TYPUCTCKUMM  yciyramu. OlieHKa — yJOBJIETBOPEHHOCTHU
3aMHTEPECOBAHHBIX CTOPOH JIEATEIBHOCTBIO TYPUCTCKOM OpraHU3alyy.
6. Texnosorun (opMHpPOBaHHS KayecTBA YCJAYTH B COOTBETCTBHM € MOTPeOHMTEIbCKUMH
oxuaanuamMu. Crparerus co3gaHusi HOBOro mHpoaykrta. [IpenMeTHbl M (QyHKIMOHAIbHBII
noaxoabl. [Toctpoenune GpyHKIIMOHANBHON MOEIHN TYpUCTCKOM yciayru. OneHka 3 QpeKTHBHOCTH
peanu3anuu noTpeOUTENbCKUX CBOMCTB TYPUCTCKOTO MPOAYKTA.
7. OpraHusanusi ynpapJeHMs Ka4eCTBOM Ha MNPEINPHUATHAX TYPHUCTCKON HWHAYCTPHH.
Coznanue ciyx0 ympaBieHHsS KadecTBOM Ha TMPEANPUATUAX TYPUCTCKOM HUHAYCTPHUHU.
Ceprudukanus cucteMbl MEHEPKMEHTa KadecTBa npeanpusaTis. OCHOBHbIE ATarbl pa3paboTKu
MOJINTUKYU YIIPABJICHUS KAUECTBOM B TYPUCTCKON MHAYCTPUH.

5. 06p330BaTeJIbeIe TEXHOJOIriH, B TOM YUCJI€¢ TECXHOJOIMM IJECKTPOHHOI'O Oﬁy‘leHI/IH H
AUCTAHIHUOHHbIC OﬁpaSOBaTeﬂbele TEXHOJOI'MH, HMCHOJIbL3YyEMbIC IIPH OCYHIECTBJICHUH
05pa3OBaTeJIBHOFO nmpounecca mo JTMCUMIlJIMHEe

B nporiecce 00ydeHus: UCTIONB3YIOTCS CieyIolue 00pa3oBaTeIbHbIe TEXHOIOTHH:

BBoanasi JieKIMS — 1a€T NEPBOE LEJIOCTHOE INPEACTABICHHE O JUCHUILUIMHE U
OPUEHTHUPYET CTYAEHTAa B CUCTEME M3YYEHUs NaHHOW JUCHMIUIMHBL. CTYAEHTHI 3HAKOMSATCS C
Ha3HAa4YeHHEeM U 3aJayaMU Kypca, €ro poJibl0 U MECTOM B CHUCTEME Y4YeOHBIX JUCLMIUIUH U B
cUCTEeME MOJArOTOBKM B ILeiaoM. Ha d5TOM JexkuuM BBICKA3BIBAIOTCA METOAMYECKUE U
OpraHu3allMOHHBIE OCOOEHHOCTU padOThl B paMKaxX JaHHOM IOUCLMIUIMHBL, a TakKe JaeTcs
aHaJIU3 PEKOMEHIyeMOl y4eOHO-METOIMUECKOM JTUTEPATYpPHI.

AKafieMH4ecKas JeKIus ¢ 3JIeMEeHTaMH JIEKIMHU-0ecebl — II0CIIEeI0BAaTEIIBHOE
U3JI0KEHUE MaTepuaia, OCyIIECTBIsIEMOE PEUMYIIECCTBEHHO B BUJIE€ MOHOJIOTA IIPEIOJaBaTeIIs.
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OneMeHThl JIeKIMU-Oecenbl 00eCneunBalOT KOHTAKT TpenojaBareist ¢ ayIuTopuei, d4To
IO3BOJISIET TMPUBJIEKATh BHUMAHUE CTYJEHTOB K HauOoyiee BaXXHbIM TeMaM JAMCLUIUINHBL,
AaKTUBHO BOBJIEKaTh HUX B Y4YEOHBI IpOLECC, KOHTPOJIMPOBATh TEMII HU3JIOKEHUS Y4eOHOTro
MaTrepuaa B 3aBUCUMOCTH OT YPOBHS €r0 BOCIIPUATHUSA.

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

KoncynbTanum — BuI Y4eOHBIX 3aHITHHA, SBISIONIANCS OJHOW W3 (HOPM KOHTPOJIS
CaMOCTOSITeNIbHOM  paboThl  CTyAeHTOB. Ha KoHCynmpTamusix 1O Mpoch0e CTYAECHTOB
paccMaTpuBarOTCs HanOoJiee CIIOXKHBIE MOMEHTBHI IIPM OCBOEGHUM Marepuajna AUCLMILIUHBI,
IIpenoiaBarelib OTBEYAaeT HAa BOIPOCHI CTYJIEHTOB, KOTOpPbIE BO3HMKAIOT Y HUX B Ipolecce
CaMOCTOSITENIbHOW PaOOTHI.

B nporiecce 00ydeHUs HCIOIB3YIOTCS CIICAYOIINE TEXHOIOTHH 3JIEKTPOHHOTO 00y4eHHs
¥ JMCTaHIIMOHHBIE 00pa30BaTe/IbHbIE TEXHOIOTHH:
DeKTPOHHBII yUeOHbIH Kypc «YIpaBJieHHe KAa4eCTBOM TYPHCTCKHUX ycayr» B LMS
DaexkTpoHHblii yausepcurer Moodle SIpI'Y, B koTropom:
- TPEICTABICHBI 3aJaHUsl JUIS CaMOCTOSTEIbHON paboThl OOYYaIOIIMXCS [0 TeMaM
JIMCIMTUTAHBL;
- OCYLIECTBIIICTCA  IPOBEIECHHE  OTIEIbHBIX MEpPONPUATUM  TEKYLIEro  KOHTPOJIS
YCIIEBAEMOCTH CTY/IEHTOB;
- IMpEACTABJICHBI IIpaBUJIa IMTPOXOKACHUA HpOMe)KYTOqHOﬁ aTTeCTalluy 110 JUCITUITIINHE,
- TPEICTABIEH CIUCOK y4eOHOW JIMTEpaTypbl, PEKOMEHAYEMON Il  OCBOCHHS
JUCHUIIIINHBI,
- mpezacraBieHa uHpopMaims o (opMe U BpPEMEHH IPOBEACHHS KOHCYJIBTAIMHA 10
JUCHUIINIMHE B PCIKHUME OHJ'IafIH;
- mocpeacTBOM  (opyMa  OCYIIECTBISIETCS CHHXPOHHOe ¥ (WJIM)  aCHHXPOHHOE
B3aMMOJICHCTBHE MEXIy OOydarollMMHUCA W TMpenojaBaTelieM B paMKax HW3y4eHUs
JIMCITUTLTHHBI.

6. llepeuenn JMIEH3HOHHOTO0 M (WJIH) CBOGOIHO PACHPOCTPAHSIEMOr0 MPOrPAMMHOIO
o0ecrneyeHusi, HMCHOJb3yeMOro MNPH OCYLIECTBJICHUM O0pPa30BATEJIbHOI0 IMpoLecca o
AUCIHHUIJIMHE

B mpouecce ocymecTtBieHuss 00pa3oBaTENBHOrO  Mpolecca MO — JUCIUIUINHE
UCIOJIb3YIOTCS:

it (popMHUpPOBAHUS MATEPHANIOB JJIsI TEKYIIETO KOHTPOJS YCIIEBAEMOCTH U MPOBEACHUS
MIPOMEXKYTOUHOM aTTecTaluu, g GOpMUPOBAHUS METOAMYECKUX MAaTEPUAIIOB IO JUCLMILIUHE!

- mporpammbl Microsoft Office;

- Adobe Acrobat Reader.

7. IlepeyeHb COBpPeMEHHBIX MNPO(PECCHOHAJBLHBIX 0a3 JaHHBIX M HH(POPMANMOHHBIX
CIPABOYHBIX CHCTEM, MCI0JIb3YyeMbIX NMPHU OCYLIeCTBJIeHUN 00pa30BaTeIbHOIO Mpolecca 1no
AUCHHILINHE (MPU He00X0AMMOCTH)
B mpouecce ocymectBieHuss o0Opa3oBaTeNpHOrO  Ipolecca MO0 JUCHUIUIMHE

UCIIONB3YIOTCSA:

- aBTOMaTU3upoBaHHas onbaroTeyHo-uHpopmannonHas cucreMa «bYKHU-NEXT»
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php

- cripaBo4HO-TIpaBoBas cuctema «Koncynprantlnroc» (morosop ¢ Apl'Y).



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

8. IlepeyeHb OCHOBHOI ¥  [ONOJHHUTEJbHOH Yy4yeOHOW JMTepaTypbl, pecypcoB
HH(OPMANMOHHO-TEJIEKOMMYHUKANMOHHON ceTH «HMHTepHeT» (NIPM HEOOXOAMMOCTH),
PeKOMEeHyeMbIX JJIsl 0CBOEHUS TUCUMILINHBI

a) OCHOBHAS JIUTEepaTypa

1. lanunos, A.FO. Metoabl Hay4YHBIX HCCICIOBAHUN B KYypCOBBIX M JUIUIOMHBIX padoTax Ha
HarpaBieHun «Typusmy»: yaeOHo-MeTonuueckoe mocodue / A.JO. Janunos, O./]. JlamkoBckas,
N.I". MenbuukoBa; SIpoci. roc. ya-T uM. I1. I'. lemunosa. — Spocnasns: Apl'Y, 2021. — 52 c.

2. MenpaukoBa, WU.I". YpaBieHue KaueCTBOM B TYPUCTCKOW HMHAyCTpHH: yued.mocooue / W.T.
MenbnukoBa — Spoci.roc.yH-T, Slpocnasns, SApl'Y, 2016. — 75 c. 20 3k3.

0) 10MOJIHUTE/IbHAS JIUTepaTypa

1. Kypoukuna, A. 0. YnpapieHue kauecTBOM YCIYT : y4eOHUK U MMPAKTUKYM 7151 By30B / A. O.
Kypoukuna. — 2-e u3n., ucnp. u gon. — Mocksa : U3natensctBo FOpaiit, 2024. — 172 ¢. —
(Beiciiee o6pazoBanue). — ISBN 978-5-534-07316-4. — Tekct : dIeKTpOHHBIA //
Oo0pazoBarenpHast miatdopma FOpaiir [caiit]. — URL: https://urait.ru/bcode/537384 (mara
obpamenus: 15.05.2024).

2. Kobsix, M.B. Vmpapnenue kauectBoM roctuaudHoro npeanpustus / M.B. Kob6sk, C.C.
CkoOkuH. 2-¢ wmamucnp.u jgon. M.: HOpaiir, 2021. — 518 c. ISBN 978-5-534-12759-1.
https://urait.ru/viewer/upravlenie-kachestvom-gostinichnogo-predpriyatiya-472709#page/1
(9TIEKTPOHHBIH pecypc).

9. MartepunajbHO-TeXHHYecKasi 6a3a, HeoOXoAUMas JIsl OCylIeCTBIeHUsI 00pa30BaTeIbHOI0
npoiecca no JUCHUIINHE

MarepuanbHo-TeXHUYECKas 0a3za, HeoOXoauMast JJIsI OCYIIECTBICHUSI 00pa30BaTEIHLHOTO
npoiiecca 1o JUCIUIIMHE BKIIOYAET B CBOM COCTaB CHEIMAIbHbBIE TOMEICHHS:

- yueOHbIe ayTUTOPHH ISl TIPOBENICHHSI 3aHATHH JIEKITMOHHOTO THIIA;

- yueOHble ayTUTOPHUHU ISl IPOBEICHHS TPAKTHUECKUX 3aHATHH (CEMHUHApPOB);

- yueOHbIe ayTUTOPHH ISl TIPOBENICHHSI TPYIIIOBBIX M WHAWBUYAIBHBIX KOHCYIbTAIIAN;

- yueOHble ayIUTOPUM JUIS MPOBEAEHUS TEKYILEro KOHTPOJS M IMPOMEKYTOUHOM
aTTeCTAIlNH;

- IOMEUICHHUS JJIsl CAMOCTOSITENIbHON pabOThI;

- MOMEUICHUST ISl XpaHEHHWs W TPOPHUIAKTHYECKOTO OOCIY)KMBAHHUS TEXHUYECKUX
CpeACTB O0yUYEeHHS.

CrienmanpHble TIOMEIIEHHSI YKOMIUIEKTOBAHBI CPEACTBAMHU OOYUEHUs, CIYKAIIUMH IS
npezcTaBieHns yueOHoi nHpopmanun 60IbIION ayAUTOPHUH.

[Tomemienust AJi1 caMOCTOSITENIBHON pabOThl O0YYaroOMIMXCs OCHALIEHBl KOMIBIOTEPHOU
TEXHUKOM C BO3MOXKHOCTBIO MOAKIIOUEHHS K ceTh «VHTepHeT» M obecredyeHueM JaocTyna K
ANIEKTPOHHOU MH(OpMAIMOHHO-00pa3oBaTenbHOU cpeae SApl'Y.

ABTOp:!

JoueHT kadeappl pPEerHOHOBEACHUS U
Typu3Ma, KaH/. UCT. Ha N.I" .MennankoBa
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IIpunoxenne Nel k paboueil nporpaMme AUCHHUIIIMHBI
«YnpasJjieHHe Ka4eCTBOM TYPHCTCKHX YCJIYT H 00CIyKMBAHUD)

DoH/1 OLIECHOYHBIX CPEICTB
7151 TIPOBe/IeHUsI TEKYIIero KOHTPOJISl yCIIeBAeMOCTH
U IPOMEKYTOYHOM ATTECTAIUM CTY/IEHTOB
10 JMCIHUIIHHE

1. TunoBwbie KOHTPOJIbHBIC 3aIaHUA U HHBIC MaTECPHUAJIbI,
HCII0JIB3YEMBIC B IIPOLECCE TEKYIIEI0 KOHTPOJIA YCIIEBAEMOCTH

3agaHus 1J1sl CaMOCTOSITETbHOI padoThI
(OaHuble 3a0aHUsL BbINOIHAIOMCIL CIYOEHMOM CAMOCTOSAMENbHO
u npenodasamenem 6 00A3amelbHOM NOPsOKe He NPOBEPSIOMCsl)

3ananue no Teme Ne 3.

OneHuTh KaTeropuM KayecTBa TYPUCTCKUX YCHOyr (IIPEeICTaBICHHblE B KOHIE I.2.3 Tembl 2
yuebHoro nocoduss MenbHukoBoit N.I'. «YnpaBieHne KkauyecTBOM B TYPUCTCKOM HHIYCTPUUN»),
ucnonb3ys 10-0ampHyI0 LIKaly OLEHKU. B34Th OLIEHKM y OAHOTPYNIIHUKOB M PacCUMTaTh
CPEIHIO0 OLeHKY. Hanmcars BbIBOJ, CPaBHUB MHAMBUIYAIBHYIO U CPEIHIOK OLEHKH KaTeropui
KauecTBa TYPUCTCKHUX YCIYT.

3ananue no teme Ne 4.

[TocTpouth MOzENL KauecTBa CaMOCTOSITENIbHO BBIOPAHHOTO TYPIIPOJyKTa (yCIyru), paciucas
nokaszareiau KadecTBa 1mo obpasiy puc.l m.2.4 temsl 2 yyeOHOro nocobuss MenbHukoBoit N.T'.
«YTIpaBiieHHE Ka4e€CTBOM B TYPUCTCKON UHIYCTPUI.

3aganue mo Teme Ne 6.

3aganue npeacrasieHo B DYK «Ympasnenue kauecTBOM TypucTckux yciayr» B LMS Moodle.
OneHnTh KayecTBO CaMOCTOSATENBHO BBIOpaHHOW Typycnyrn mo meroxy SERVQUAL o
oOpaszity mpumepa 1 m.3.7 Temsl 3 yueOHOoro mocobus MenbpHuKOBOW W.I'. «YmpaBneHnue
KayeCTBOM B TYPUCTCKOM MHIyCTPUI.

Tect mocJjie Tembl Nel
(tect nmpoBoautcsi B DYK «YnpasiieHne KauecTBOM TypucTCKHX ycayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.2
(6 wacmu 3nanuti obracmett oOPMUPOBAHUsL NOKA3AMENECU KAYeCmEad YCyeu)
TecT comepxut TeopeTudeckue Bonpockl. B Tecte 10 Bompocos.
Kirou k Tecty: 1 B, 2A, 3B, 4B, 5B, 6B, 7A, 8b, 9A, 10A, b, 11A, 12B.
Ha npoxoxaenue tecra naercs 20 MuH.
Htoru mpoxoaeHus: TeCTa OIIEHUBAIOTCS 11O CISAYIONMIUM IPaBHUIIaM:
- KOJM4ecTBO HaOpaHHbIX 0aioB oT 81 10 100 COOTBETCTBYET OLIEHKE «OTIUYHOY;
- KOJINYECTBO HAOpaHHBIX O0aMIOB OT 61 10 80 COOTBETCTBYET OLIEHKE «XOPOIIOY;
- KOJIMYeCcTBO HaOpaHHBIX 6ayioB oT 50 10 60 COOTBETCTBYET OIICHKE
«YIIOBJICTBOPUTEIIHLHOY,
- KOM4ecTBO 6amioB MeHbIne 50 COOTBETCTBYET OLIEHKE HEYIOBIETBOPUTEITHHOY.

Bonpocs! Tecra:



1) KauectBo - 370:

A. DKoHOMMUECKas: KaTeropus, oTpaxkaroias 3PpQeKTUBHOCTb JESITEIbHOCTH TYpPHUCTCKOTO
NPEIIPUSATHSL.

b. ®wiocodckas kareropus, orpaxaromas 3PQPEKTUBHOCTb JESITEIbHOCTH TYPUCTCKOIO
NPEIIPUSATHSL.

B. KowmmuiekcHas kateropusi, oTpaxarouiass 3QQGEKTUBHOCTb IESATEIBHOCTH TYPHUCTCKOTO
HPEIIPUSATHSL.

2) Uem omnpezenseTcss KaueCTBO NPOayKTa (ycayru)?

A. Mepoii, B KOTOpO# MPOAYKT (ycioyra) COOTBETCTBYET Ny4IIMM OOpasiiaM, CTaHIapTaM,
COpTaM.

b. CoiictBamu npoaykra (yciayru)

B. Oxxunanusmu notpeduTenei npoaykra (yCIyru).

3) KagecTBo ycnyru npeanosaraer:

A. KauecTBO npoM3BOJCTBA U KAYECTBO OOCITY>KHBaHUSI.

b. KauecTBo 00CTy)KUBaHUS U KAYECTBO MPOAYKTA.

B. KauecTBO UCHONIHEHUS U Ka4eCTBO 00CTYKUBAHHUS.

4) KauecTBO UCIIOIHEHUS YCIYT — 3TO:

A. VYpoBeHb COOTBETCTBHS HPOM3BOJCTBEHHBIX XapaKTEPUCTUK YCIYTH KOHKPETHOMH
OOLIECTBEHHONM  MOTPEOHOCTH,  OTBEYAIOLIEH  yCIOBHSIM  HOPMATHBHO-TEXHUYECKOU
JOKYMEHTAILUH U IPEJIOKEHUSIM KOHKPETHOTO OTPEOUTENS YCIIyTH.

b. VYpoBeHb COOTBETCTBUS TOTPEOUTEITHCKUX OCOOCHHOCTEH YCIYyrd KOHKPETHOM
OOIIeCTBEHHON  MOTPeOHOCTH,  OTBEYAIOLIEH  YCIOBUSIM  HOPMAaTHBHO-TEXHUYECKOMN
JOKYMEHTAIUU U MPEAJI0KEHUIM KOHKPETHOIO IOTPEOUTENS YCIIYTH.

B. VYpoBeHb COOTBETCTBHS IOTPEOUTENLCKUX OCOOEHHOCTEH yCIyrM KOHKPETHOM
OOLIECTBEHHON NOTPEOHOCTH, OTBEYAIOLIEH YCIOBUSM IPOU3BOJACTBA M  OXHUAAHUAM
KOHKPETHOT'O OTPEOUTENS YCIyTH.

5) KauecTBO 00CITy)KHBaHUS HACEIEHUS — ITO

A. CreneHb, B KOTOpPOH MOTpeOUTENbCKHE CBOWCTBA OOCIYXHBaHHSA OOIIECTBEHHOMN
NOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METOJIOB U CPEICTB, OOecredynBaroliye
KOHKPETHOMY MOTPEOUTENI0 BO3MOXKHOCTD MOJIYUYEHHs YCIYTH ¢ MUHUMAJIbHBIMU 3aTpaTaMH
Y BPEMEHEM U BBICOKOH KYyJIbTYypOi 00CTyKUBaHUS.

b. Crenenp, B KOTOpPOH HOTpeOHTENbCKHE CBOMCTBA OOCIIY)KUBAaHUS OOILECTBEHHOM
NOTPEOHOCTH, XAapaKTEPU3YIOTCA PSAJIOM YCIOBUM, METOJIOB U CPEACTB, 00eCIeuuBaroOIINe
KOHKPETHOMY MOTPEOUTENI0 BO3MOKHOCTD MOJIYUYEHHs YCIYTH ¢ MUHUMAJIbHBIMU 3aTpaTaMH
U BpEMEHEM U BBICOKOH KYJIbTYpOH OOCIy)XMBaHHSI MpPH ONTHUMAJIbHBIX COIMAIBHO-
HKOHOMHMUYECKHUX PE3yJIbTaTax 00CTyKUBaHMUS.

B. Crenenp, B KOTOpOl MNOTpeOUTENHCKUE CBOMCTBA OOCTYKHBAHUS OOIECTBEHHON
NOTPEOHOCTH, XapaKTEPU3YIOTCS PSJIOM YCIOBUH, METOIOB U CPEICTB, 00ECIEeUMBAIOLINE
KOHKPETHOMY MOTPEOUTETI0 BOZMOKHOCTh MOJyYEHUS YCIYTH ¢ MUHUMAaJIbHBIMU 3aTpaTaMu
¥ BPEMEHEM IIPU ONTUMAIIbHBIX COLIMATbHO-3KOHOMUYECKUX pe3yabTaTax 00CIyKUBaHUSI.

6. KagecTBO 3KCKYpCHOHHBIX YCIYT — 3TO:

A. CterneHb yA0BIETBOPEHUS MOTPEOHOCTEH KOHKPETHBIX IKCKYPCAHTOB.

b. YpoBeHb cOOTBETCTBUSA MOTPEOUTENHCKUX CBOMCTB 3KCKYPCHOHHBIX YCIYT CTaHIapTam
KauecTBa.

B. CoBOKYyNHOCTh CBOWCTB M XapaKTEpUCTHK 3KCKYPCHOHHBIX YCIYT, ONPEAEISIOIINX
CHOCOOHOCTH YIOBJIETBOPATH MOTPEOHOCTH IKCKYPCAHTOB.

7. KauecTBO TypUCTCKOT0 00CITy>KUBaHUSI — 3TO:

A. COBOKYITHOCTh CBOMCTB TYPUCTCKHX YCIYT, TPOIECCOB M YCJIOBHI OOCITY>KHBaHHS TIO
YIOBJIETBOPEHUIO OOYCIIOBIICHHBIX W (WMJIM) MPEANOaraéMbIX MOTPEOHOCTEH TYPHUCTOB BO
BpeMs UX OT/IbIXa, MYTEIIECTBUHA U APYTHX COCTABISAIOUINX TYPUCTCKOTO OTPEOICHUS.



Bb. CoBOKYIMHOCTh CBOMCTB TYpUCTCKHX YCIYT, MPOILIECCOB W YCJIOBUN OOCITY>KHBAaHUS TIO
YIIOBJIETBOPEHUIO OOYCIOBJICHHBIX MOTPEOHOCTEH TYpHUCTOB BO BpeMs WX IMYTEHIECTBUI U
JPYTUX COCTABIISIOIIUX TYPUCTCKOTO MOTPEOICHHUS.

B. CoOBOKYITHOCTh CBOMCTB TYPUCTCKUX YCIAyT ¥ YCJIOBHH OOCIYXHUBaHHUS IO
YJIOBJIETBOPEHHUIO OOYCIIOBJICHHBIX U (WMJIHM) MPENrojiaraéMbIX MOTPEOHOCTEH TYpPHCTOB BO
BpEMSI UX TYPUCTCKOTO MOTPEOICHHUS.

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

A. CxematnuHoe M300paK€HUE BHUIOB JAESITEILHOCTH, OKA3bIBAIOIIMX BJIMSHHE HAa KayeCTBO
IpOAYKTa (yCIyru) Ha pa3IndHbIX 3Tanax ero KU3HEHHOT'O IIUKJIa, HAYMHas OT ONpEeesICHUs
NOTPEOHOCTEH U 3aKaHYMBAasL OIICHKOM CTENEHU MX yOBIETBOPEHHUS.

b. KonuenrtyanpHyr0o MOJAENb B3aUMOCBSI3aHHBIX BHJOB JESITEIBHOCTH, OKa3bIBAIOLIUX
BJIMSTHUE HAa KAyeCTBO MPOAYyKTa (YyCIyru) Ha pa3jMyYHbIX ATAlax ero >KU3HEHHOTO IHMKIIA,
HauMHasg OT OINpeAcNeHUs] NOTPEOHOCTEM M  3aKaH4YMBass OLIGHKOHW CTENEHH HX
YIIOBJIETBOPEHHUSI.

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

9. B TypucTCKON HHIYCTPUU BBIACNAIOT TPU BAKHEHUIIUX HAMpaBIIEHUS BO3ACIHCTBUS Ha
ATaNbl «CIUPAIA Ka4eCTBa» MPOAYKTa (YCIYTH):

A. ObecrieueHre KauecTBa, yIpaBJieHUE KaYeCTBOM U yIy4IlIeHHE KauyecTRa.

b. Ynpasnenue kauecTBoM, ylnydllleHHE KadyecTBa U KOHTPOJIb KaueCTBa.

B. O6ecnieuenme kauecTBa, yrpaBieHHe KaueCTBOM U KOHTPOJIb KauecTBa.

10. Ha3oBuTE OCHOBHBIE KPUTEPUH CUCTEMbI KAU€CTBA HA TYPUCTCKOM MPEATPUSATHH:

A. Cucrema kayecTBa JI0JKHA 00ecrieynBaTh BRICOKUN YPOBEHb KayecTBa, €r0 COOTBETCTBUE
CTaHJapTaM U MOTPEOHOCTSIM MOTPeOUTENs.

b. Cucrema kayecTBa [ODKHA OBITh HMHCTPYMEHTOM [UIS CO3JaHUS CHEHUATbHBIX
TEXHOJIOTHH 10 palliOHAILHOMY YIIPaBJICHUIO TYPUCTCKUM MPEANPUSTHEM.

B. Cucrema kadecTBa JO/DKHa 00€cledrMBaTh  YIOBJIETBOPEHHOCTh  KOHKPETHBIX
norpedurenei.

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

A. IlnanupoBaHue, OCyIIE€CTBIEHNE, KOHTPOJIb, UCIIPaBJICHHUE.

b. IInanupoBanue, onpeaeneHue, KOHTPOJIb, UCIIPABICHNE

B. [InanupoBanue, ocyliecTBI€HUE, YUET, UCIIPABIICHUE.

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

A. OOmieopraHu3allMOHHBIA ~ METOJ TEPUOJMYECKOr0 TOBBIIIEHHS KadyecTBa BCeX
OpPTraHU3AIMOHHBIX MPOIECCOB TYPUCTCKOTO MPEITPUSITHS.

b. OO6meopraHu3alliOHHBIA METOJ] HEMPEPHIBHOIO MOBBIMIEHUS KadecTBa OTAEIbHBIX
OpPraHU3aLMOHHBIX IIPOLECCOB TYPUCTCKOTO MPEIIPHUSITHS.

B. OO0meopranu3alluOHHBII ~ METOJ  HENPEPHIBHOTO  TOBBIINIEHUS KayecTBa  BCEX
OpPraHU3aLMOHHBIX IIPOLECCOB TYPUCTCKOTO PEAIPUSITHS.

Tect mocse Tembr Ne2
(tect mpoBoautcsi B DYK «YnpasiieHne KauecTBOM TypucTCKuX ycayr» B LMS Moodle)
(nposepka cpopmuposannocmu OIIK-3, unouxamop NJ1-OITK-3.3
(6 uacmu 3uanuti 6A308bIX CUCTNEM MEHEONCMEHMA Kauecmed, OCHOBAHHbIX HA NPUHYUNAX
sceobuyeco kauecmsa (TQM))
TecT comepkut TeopeTudeckue Bonpockl. B tecte 10 Bompocos.
Kmou k Tecty: 1A, 2B, 3A, 4B, 5B, 6B, 7A, 8B, 9b, 10b.
Ha npoxoxnaenue tecra naercs 20 MuH.
HToru npoxoxIeHHs TeCTa OLIEHUBAIOTCS 10 CJIETYIOIIUM IIPaBHIIaM:
- KoJIn4uecTBO HaOpaHHBIX 0a/1oB OT 81 10 100 COOTBETCTBYET OIIEHKE «OTIIMYHOY;
- KOJIMYEeCTBO HaOpaHHBIX 0aJIoB OT 61 10 80 COOTBETCTBYET OIICHKE «XOPOILIOY;



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

Bonpocs! Tecra:

1. Ha yem ocHOBaHa KOHIICIIIIUSA BCeOOMIEro ypanieHus kadectsom (TQM)?

A. Ha moHMMaHu# TOTo, 4TO YIpaBJeHHE BCeMH chepaMu ACATENbHOCTH TYPHIPEANPHITUSA
HEO0OXOIMMO OPraHU30BBIBATH UCXO/IS U3 MHTEPECOB KauecTBa.

b. Ha moHnManuu T0oro, 4T0 ynpasjieHHUe OTACIbHBIMU chepamMu AesITeIbHOCTH TyPIPEAPUITUS
HEO0OXOIMMO OPTraHU30BBIBATH UCXO/ISl U3 HHTEPECOB KauecTRa.

B. Ha moHumaHuu TOTO, YTO YyIpaBI€HHUE BCeMH chepaMu AEATEIBHOCTU TYPIPEANPHUSTUS
HEO00XOIMMO OPraHU30BBIBATH UCXO/ISl 3 HHTEPECOB MOTPEOUTEIIS.

2. 'maBHast OpUEHTAIMS KOHIIEIIIMY BCeOOIIero ynpasicHus kadectsom (TQM):

A. TloctosiHHOE yiydYllleHHE KauecTBa, MAaKCHMHU3AIUIO MPOU3BOACTBEHHBIX 3aTpaT U MOCTaBKa
TOYHO B CPOK.

b. [ToctosinHOE ynydllleHue KayecTBa, MUHUMHU3AIIUIO POU3BOICTBEHHBIX 3aTpaT U MOCTaBKa I10
JIOTOBOPY.

B. TlocrosiHHOE ynydlleHHe KayecTBa, MUHUMU3AILMIO MPOU3BOJCTBEHHBIX 3aTpaT U MOCTaBKa
TOYHO B CPOK.

3. Kakue popmbl 00yueHus nepcoHana npuMeHsrorest B TQM?

A. AKTHBHBIC - I€JIOBBIC UTPHI, CIICIIHAIEHBIC TECThI, KOMITBIOTEPHBIE METOMBI H JIP.

b. TpaguioHHsbIe - JIEKIHH, CEMUHAPHI.

B. Jlexunu, npakTHUYECKUE 3aHATHS.

4. MeHeKMEHT KauecTBa B TypU3ME — 3TO:

A. IlnanupoBaHMe W KOHTPOJIb KauecTBa OOCIIYy)XKMBaHHs MOTpeOuTeseld B COOTBETCTBHHM CO
CTaHJapTaMM KayecTBa TYPUCTCKOTO MPEIIPUATHSL.

b. JlesTenbHOCTh B pamMKax oOuiell pyHKUNN yIpaBlIeHUs TYPUCTCKUM MPENNPUSATHEM, KOTOpast
orpeenseT NOJIUTUKY B 00J1aCTH KayecTBa, 1€ U 0053aHHOCTH B paMKaX CUCTEMBbl KayecTBa, a
TaK)K€ OCYIIECTBIISIET MX IIOCPEACTBOM IIJIAHUPOBAHUS KadyecTBa, YIPABICHUS KaueCTBOM,
o0ecreyeHns KayecTBa M yJIydlleHHUs KayecTBa.

B. Ob6ecnieuenne M KOHTpPOJIb KayecTBa OOCHYKMBaHUS NOTpeOUTENeH B COOTBETCTBUHU CO
CTaHJapTaMM KayecTBa TYPUCTCKOTO MPEIIPUATHSL.

5. [InanupoBaHue KauecTBa yCIYyT B TYpU3ME CBSI3aHO C:

A. Kontponem cuctembl obecredeHusi KadecTBa Kak OpraHM3allUOHHON CTPYKTYPHI,
BKJITOUAroLel (PyHKIUU, JOKYMEHTAIINIO, IPOLECChl U Pecypchbl, HEOOXOAUMBIE I CO3/IaHus,
HoJ/Iep)KaHusl HEOOXOIMMOT0 YPOBHS KauecTBA U €ro YJIYUIISCHHs Ha BCEX CTaJUsAX KU3HEHHOTO
[UKJIA IPOIYKTA.

b. Co3nanmem cucrembl oOecneueHUs KadecTBa KaK OPraHM3alMOHHOW CTPYKTYpHI,
BKJIIOUAroNel (yHKIUHU, JOKYMEHTAINIO, IPOLECChl U Pecypchbl, HEOOXOAUMBIE IS CO3/IaHus,
noJiep)KaHusl HEOOXOJUMOTO YPOBHS KauecTBa U €ro YIYYIIECHHUs Ha BCEX CTaJUsAX KU3HEHHOTO
LUKJIA IPOIYKTA.

B. ITonnep:kanuem cucteMbl 00eCIieYeHHs KauecTBa, BKIIOYAIONIEH QYHKIINHU, JOKYMEHTAIHIO U
pecypcbl, HEOOXOAUMBIE IS CO3/IaHus, MOJAEepPKaHUs HEOOXOJUMOTO yYpOBHSI KauecTBa U €ro
yAy4IIEHUs Ha BCEX CTaUAX KU3HEHHOTO LIUKJIa MPOJYKTa.

6. OGecrnieyeHne KauyecTBa B Typu3Me — 3TO:

A. OtraenbHbIE BUIBI TYPUCTCKOM JESITENBHOCTH B paMKaX CHCTEMbl KauecTBa, HEOOXOIMMBbIE
JUISL  CO3/1aHHs  TYPUCTCKOTO TMpOJyKTa (YCIYrH), COOTBETCTBYIOIIETO OIpeAeIeHHBIM
TpeOOBaHUSM.

b. [Inanupyemble ¥ epUOINYECKU OCYILIECTBIsIEMbIE BUIbI TYPUCTCKOM J€ATEILHOCTH B paMKax
CHUCTEMBl KadyecTBa, HEOOXOAMMBbIC I CO3JaHMA TYPUCTCKOTO MpOoAyKTa (yCIyTH),
COOTBETCTBYIOILIETO ONPEIEIEHHBIM TPeOOBaHUAM
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B. Bce nmnanupyemble M1 METOIUYECKH OCYLIECTBIISIEMBIE BMJIbI TYPUCTCKOM IESTEIBHOCTH B
paMKax CHCTEMbl KauecTBa, HEOOXOIMMBIC Ui CO3/1aHUs TYPUCTCKOTO MPOAYyKTa (YCIIyTH),
COOTBETCTBYIOILETO ONPEEIEHHBIM TPEOOBAHUSIM.

7. Kakue ypoBHM pemieHHs 33Jady B 00JacTH oOecrneueHus: KayecTBa NpOAyKTa (yCIyrH)
BBIIETISIIOT HA TYPUCTCKOM IIPEAIPUITUN?

A. CTpaTernyeckuii, TAKTUYECKUI U OTIEPATUBHBIMN.

b. Crpaternueckui, TEKyIMi U ONEpaTUBHBIM.

B. Ctparerndeckuii, TAKTHYECKUH U BEIOOPOYHBIIA.

8. Kakue s1eMeHTHI BKIIOYAET CUCTEMA KYJIbTYPBl 00CITyKUBAHHS?

A. TIpou3BoACTBEHHBII Mpoliecc, KBaIM(UKAIUSA MepcoHana, CTaHIApThl KauyecTBa MPOAYKTa
(yeayr).

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

B. Buapl, acCOpTUMEHT M KayecTBO YCIYr, HH(OPMAIIMOHHO-PEKIAMHOE COIPOBOXKICHHE
JEeSITENIbHOCTH TYPUCTCKOTO MPeANpUsaTus, IpodeccHoHaIbHOEe MAaCTEPCTBO MEPCOHAA.

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

A. CrangapTsl KauecTBa.

b. Kynbrypa o0cnykuBaHus.

B. KBanuduxanus nepconaia.

10. MexaHu3Mm ymOpaBlieHUsT Pa3BUTHEM CHUCTEMbl KayecTBa TYPHUCTCKOTO MPEANPHUITHUS
BKJIIOYAET:

A. OtnenbHble NEHCTBUS Ha OCHOBE Pa3BUTHUS OPraHMU3AIMOHHON CYOKYJIBTYpBI; MOCTEIEHHOE
YCOBEPIIEHCTBOBAHUE ITPOU3BOICTBEHHBIX IIPOLIECCOB MPEANPUATHUS C YUETOM IPUBEPKEHHOCTU
PYKOBOIMTENS K MpoOieMe KauecTna.

b. IlocnenoBatenbHble HEOOXOAMMBbIE JEHCTBUS Ha OCHOBE pa3BUTHSI OpraHU3alMOHHOMN
CYOKyNBTYpBI; TIOCTETIEHHOE, TOIIAr0BOE YCOBEPILIEHCTBOBAHUE MTPOU3BOICTBEHHBIX MPOIECCOB
HPEIIPUATHS C YUETOM MPUBEPKEHHOCTH PYKOBOAUTENS K Ipo0OsieMe KayecTBa.

B. IlocnenoBarenbHble AEHCTBUS HAa OCHOBE DPAa3BUTHUS OPraHU3allMOHHON CYOKYJIbTYpBI;
YCOBEPIICHCTBOBAHNWE HEKOTOPHIX IPOLECCOB MPEAUPUITHS C YUYETOM MPHUBEPKEHHOCTU
PYKOBOJUTENS K MpoOiIeMe KauecTBa.

CamocTosiTe1bHasi padora Ne 1
(nposepxa cpopmuposannocmu OIIK-3, unouxamop HU/-OI1K-3.2
(6 wacmu nasviko6 npumenenus Memooos OYeHKU YOO8IemEOPEeHHOCHU nompedumenetl))

3ananue npezacrasieHo B DYK «Ynpasnenne kauecTBoM TyprcTckux yeiyr» B LMS Moodle.
OueHuTh ypoBEHb KayecTBa YCIYI'M CaMOCTOSITENbHO BBIOPAHHOTO TYPHPEINPUSTHS METOAOM
HKCHEPTHON OLIEHKU U C PAacyeTOM CPEJAHEB3BEIICHHOI0 MoKaszaTess Mo oOpaslly mpumepa 2
n.3.7 tembl 3 y4yeOHoro mnocobusi MenpHukoBoit U.I'. «YnpaBieHne kauyecTBOM B TYpUCTCKOMN
UHIYCTPUN.

[lpaBuna BBICTaBJIECHUS OLEHKHM 10 pPE3yJbTaTaM CaMOCTOSTEIbHOH paboThl:-
«YZOBIIETBOPUTENIBHO» - MPOBEAEHA HKCIEPTHAs OLIEHKa KadyecTBa CaMOCTOSITENIBHO
BBIOPAHHOTO TYpNPOAYKTa (YCIYTH) IO CaMOCTOSITEIbHO BHIOPAaHHON CHCTEME OLIEHKH;

- «XOpOWIO» - MPOBEJIEHA PKCIEPTHAsl OIIEHKa KaueCTBa CaMOCTOSITENIbHO BBIOPaHHOIO
TYypHpOayKTa (YCIyTH) 1O CaMOCTOSITEIbHO BBIOPAHHOW CHCTEME OLIEHKH; PacCUUTaH
CpeIHEB3BEILIEHHBIM MOKa3aTeNb; pacdyeTbl oQOpMIIEHBI B BHJIE€ TaOJWILBI M HaMHCaH
HEMOJIHBIN BBIBOJ 10 pe3yJIbTaTaM MPOBEACHHBIX PAaCUETOB;

- «OTIMYHOY» - MPOBEJCHA HKCIEPTHAS OLIEHKA KAuyeCTBAa CAMOCTOSITEILHO BBIOPAHHOIO
TYypHpoayKTa (YCIYTH) IO CaMOCTOSITEJIbHO BBIOPAHHON CHCTEME OLIEHKH; PAaCCUUTaH
CPEIHEB3BEIECHHBIN IOKa3aTeNb; pacueTsl OQOPMIICHBI B BHUJE TAOJIMIBl U HAIMCAH
IIOJIHBIM BBIBOJ 10 PE3YJIbTaTaM IIPOBEEHHBIX PACUETOB.
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CamocrosiTesbHas padora Ne 2
(nposepxa cpopmuposannocmu OIIK-3, unouxamop U/-OI1K-3.3
(6 wacmu ymenust nposoOums oyeHKy pe3yibmamueHoCmu u dpphexmusHocmu cucmem
MEHeONCMEHMa Kauecmeaa))

3amanue npezacrasieHo B DYK «YmpasneHue kauecTBoM TypucTckux ycayr» B LMS Moodle.
OueHuTh KadyecTBO TPYIOBOW JAESITEIBHOCTH COTPYJHUKA CaMOCTOSITENIbHO BBIOPAHHOIO
TYpIPEANPUATHS (MCIIONIb3Yysl CBOM OMBIT) MO 0o0pasziy mpumepa 5 m.3.7 Tembl 3 ydeOHOTO
nocobuss MensHukoBoit N.I'. «YnpaBiieHHe KaueCTBOM B TYPUCTCKOW MHIYyCTpum». PaccuuraTh
CPEIHIOI0 OIICHKY KayecTBa TPYAOBOH JEATEIbHOCTH COTpynHuKa. IlocTpouts mnpoduiis
KauyecTBa TPYIOBOM JEATEIBHOCTH COTPYAHHUKA TYPIPEANPUATHUS.

IIpaBuia BbICTABIACHUS OLIEHKU IO PE3YJIbTaTaM CaMOCTOSATENILHOW PabOTHhI:

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

- «XOpOILIO» - IIPOBEIECHA OLEHKa KadecTBa TPYAOBOW JEATEIBbHOCTH COTPYIHHUKA
CaMOCTOSITENIbHO BBIOPAHHOTO TYPIIPEIIPUATHUS; IPOBEIEH pacyeT CpeAHed OLIEHKU
Ka4ecTBa TPYJOBOH JESITEIHbHOCTH COTPYAHUKA; TIOCTPOCH MPOQIIb KauecTBa TPYIOBOK
JESATEIIBHOCTH COTPYIHUKA U HAIMCAaH HEMOJIHBIM BBIBOJ IO PE3yjbTaTaM IIPOBEIEHHBIX
pacyeToB;

- «OTJIMYHO» IIPOBEJEHA OLIEHKAa KadecTBa TPYAOBOM JEATEIbHOCTH COTPYJHHUKA
CaMOCTOSITENIbHO BBIOPAaHHOI'O TYPIIPEANPUSATHUS; MPOBEAEH pPACUET CpPEIHEH OLIEHKH
Ka4yecTBa TPYJOBOH NEeATEIbHOCTH COTPYAHUKA; MOCTPOEH NPOQHIIb KauecTBa TPYAOBOi
JIEATEIbHOCTH COTPYIHHMKA M HANMCAH IOJHBIM BBIBOJ IO pe3yibTaTaM IMPOBEACHHBIX
pacyeToB.

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

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

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

©CoNoR~WNE

N Y ol ol
rPODNEO

CnHcoK BONPOCOB K IK3aMEHY !
[ToHsiTHE M CYITHOCTH KaYecTBa YCIYTH.
CoBpeMeHHbIE TOAXOABI K YIIPABICHUIO KAYECTBOM YCIIYT.
Konuenius cooTBeTCTBHSI CTaHAAPTY.
KoHuenmus cooTBeTCTBHS NPOIYKIUH 3KCIUTYaTallUOHHBIM XapaKTEPUCTUKAM.
Konnenius cooTBeTcTBHSI SBHBIM TPEOOBaHUSIM MOTPEOUTENEH.
JlaTeHTHast KOHILIETILUS 00eCIIeUeHHs KauecTBa.
Bceobiee ynpasnenne kadectsom (TQM).
IToxazarenu kauecTBa TYPUCTKOM yCIIyTH.
Metonbl MEHEKMEHTA B TYPUCTCKOW HHTYCTPHH.
Oransl «CIUpany KauecTBa» TYPUCTCKON YCIYTH.
«IleTns kayecTBa» TYPUCTCKOU YCIYTH.
@DakTopbl BHEJPEHUS BCEOOIIETO YIIPaBIEHUS KAUeCTBOM B TYPUCTCKOW MHIYCTPHH.

. IIporecc BHepeHHs BCEOOILEro yrnpaBieHHs] KaueCTBOM B TYPUCTCKON UHAYCTPUHU.

3KCHepTHBIe MCTO/IbI OIICHKU KauCCTBA YCIYT'H.
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15. MeTononorust noCcTpoeHUsE KOHTPOJIBHON KapThl.

16. MeTononorus nOCTPOCHUS MPUUNHHO-CIIEICTBEHHOM THarpaMMBbl.

17. Merononorust noctpoeHus: auarpammel [lapero.

18. MeTononorusi HOCTPOEHHUSI THCTOTPaAMM.

19. Mopaensb ynpaBieHus: TEXHOIOTHYECKHM MTPOIIECCOM.

20. Oco0OeHHOCTH yIpaBIEHUS KAY€CTBOM B TYPUCTCKOM MHIAYCTPUH.

21. Meronomnorus pa3pabOTKH HOBOM TYPUCTCKON MPOTPAMMBI.

22. ToBapHas Mapka: Ha3HA4YEHUE JJI HOTPEOUTENS U IPOU3BOIUTEIS.

23. MUK TYpUCTCKOTO IPOAYKTA.

24. I'apaHTHs TYPUCTCKOTO MPOAYKTAa.

25. CTpyKTypa TYpUCTCKOTO IPOAYKTA C TIO3ULIUHU MTOTPEOUTEIIS.

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

27. ®YHKIUU TYPUCTCKOTO IPOAYKTA.

28. Ouenka 3(pPeKTUBHOCTH peaan3alii NOTPEOUTENbCKUX CBONCTB TYPUCTCKOTO
IPOJIYKTA.

29. Ceprudukaius cucTeMbl KauecTBa OPTaHU3aIIIH.

30. Crparernu KOHKYpEHTHOH OOpHObI Ha OCHOBE Ka4eCTBa YCIIYT.

HpaBn.Ha BbICTABJICHHUA OLICHKHN HA 3K3aMCHE.

B 9K3aMCHAIlMOHHBIC OuJIeT BKIIOYACTCS ABa TCOPECTUYCCKUX BOIIPOCA. Ha IMOATOTOBKY K
OTBCTY HACTCA HC MCHCEC lygaca.

Ilo wmrToram »5K3aMEHAa BBICTABJISICTCS OoaHa M3 OHLCHOK: «OTJIHNYHO», «XOpOIIO»,
«YHAOBJICTBOPUTCIIBHO» UJIN «HCYJOBJIICTBOPUTCIIEHO).

Onenka «OTJMYHO» BBICTABISIETCS CTYICHTY, KOTOPBIM JEMOHCTPUPYET IIyOOKOe U
MIOJIHOE BJIAJIEHUE COJEpKaHUEM MaTepuaia U MOHATUIHHBIM arapaToM MEHEPKMEHTa KauecTBa
TYpYCIIyT; OCYILIECTBISET MEXKIPEAMETHBIE CBA3H; YMEET CBS3bIBaTh TEOPUIO C IPAKTUKOM.
CryneHT naer pa3BepHYTHIE, MTOJIHbIE U YETKHUE OTBETHI HA BOIPOCHI SK3aMEHAIIMOHHOTO Ouiiera
U JIOTIOJIHUTENIbHBIE BOIMPOCHI, COOJIOJAET JOTMYECKYIO MOCIE0BATENbHOCTh MPH U3JI0KEHUN
MaTepuaia. [ paMOTHO HMCIONb3yeT TEPMUHOJIOTHI0 MEHEPKMEHTa KauecTBa TYPUCTCKUX YCIyT
U 00CITyXHBaHHUS.

Onenka «Xopomo» BBICTABISAETCS CTYIEHTY, OTBET KOTOPOTO Ha IK3aMEHE B IIEJIOM
COOTBETCTBYIOT YKa3aHHBIM BBIIIE KPUTEPHUSIM, HO OTJIMYAETCS MEHbIIEH 0O0CTOATENbHOCTHIO,
1yOMHOM, 0OOCHOBAHHOCTBIO U TMOJHOTOM. B OTBeTe MMEIOT MECTO OTJENbHBIE HETOYHOCTHU
(HecyllecTBEHHbIE  OIMIMOKM), KOTOpble  HCIPABIAIOTCA  CaMUM  CTYJEHTOM  IOCie
JIOTIOTHUTENBHBIX U (WJIM) YTOUHSIONIIMX BOIIPOCOB 3K3aMEHATOpa.

Onenka «Y10BJIeTBOPHUTEIbHO» BBICTABISETCS CTYACHTY, KOTOPBIHM 1a€T HEAOCTATOYHO
MOJIHBIE U TOCJIEJOBAaTEIbHbIE OTBETHl HAa BOMNPOCHI JK3aMEHAllMOHHOro Owiera U
JIOTIOJTHUTEIIBHBIE BOIIPOCHI, HO MPH 3TOM JIEMOHCTPUPYET YMEHHE BBIACIUTDH CYLIECTBEHHBIE U
HECYIIECTBEHHbIE TPU3HAKU U YCTAHOBUTH MPUUYUHHO-CIIEACTBEHHbIE CBsA3H. OTBETHI U3Iaraercs
B TEPMHHAX MEHEI)KMEHTa KadecTBa TYpPYCIyr, HO MpPH 3TOM JOMYCKAIOTCS OMIMOKH B
ONpEeNIEHU U PACKPBITUH HEKOTOPHIX OCHOBHBIX MOHITHHA, (OPMYIUPOBKE MOJOKEHUH,
KOTOpBIE CTYAEHT 3aTpyJHSETCS MCIPaBUTh CaMoOCToATeNnbHO. llpm aprymeHranum orsera
CTYJIEHT He OOOCHOBBIBAET CBOM CYXJAeHMs. Ha yacTh NOMOJHUTENBHBIX BOMPOCOB CTYIEHT
3aTpyIHAETCS 1aTh OTBET UJIU 1a€T HEBEPHBIE OTBETHI.

Ounenka «HeynoB/1eTBOPHUTEIBHO» BBICTABISETCS CTYACHTY, KOTOPbII 1€MOHCTPUPYET
pa3po3HEHHbIe, OECCUCTEMHBIC 3HAHU; OECIIOPSI0YHO M HEYBEPEHHO H3JaraeT MaTepual; He
yYMEET BBIJEIIATh IJIaBHOE U BTOPOCTENIEHHOE, HE YMEET COCAUHATh TEOPETUUYECKHE MOJIOKEHUS C
NPaKTUKOM, HE YCTaHABIMBAeT MEXKIPEAMETHBIC CBS3H; JOIMYyCKAaeT rpyOble OMMOKH TNpH
OIpENICNIEHUN CYITHOCTH PACKPBIBAEMBIX IOHATUMN, SBICHHUH, BCIEICTBUE HEMOHUMAaHHS HUX
CYILIECTBEHHBIX M HECYIIECTBEHHBIX NPU3HAKOB U CBA3EH; aeT HEMOJHbIE OTBETHI, JIOTUKA U
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MIOCJIEIOBATEIbHOCTh H3JIOKEHUS KOTOPBIX MMEIOT CYLICCTBEHHBIE U I[PUHLUIHMAIBHbBIC
HapyIlICHHs, B OTBETAX OTCYTCTBYIOT BBIBOJBI. JONOJHUTEIBHBIE M YTOYHSIOIIME BOIIPOCHI
JK3aMEHaToOpa HE MPHUBOAAT K KOPPEKLUMH OTBETOB CTyAcHTa. Ha OCHOBHYIO 4acThb
JIOTIOJIHUTEIBHBIX BOIIPOCOB CTYACHT 3aTPYAHACTCA JaTh OTBET WM JAa€T HEBEPHBIE OTBETHI.

Onenka «HeynoBIeTBOPUTEIBHO» BBICTABISAETCS TAaKXKE CTYAEHTY, KOTOPBIA B34
9K3aMEHaIMOHHbIN OMIIET, HO OTBEYaTh OTKAa3aJICs.

IMpuaoxenne Ne 2 k padoyeid mporpaMme M CIUANINHbBI
«YrnpaBjeHne Ka4eCTBOM TYPUCTCKHUX YCJIYT M 00CTYKMBAHH)
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MeToanuyecKkue YKazaHudA AJA CTYACHTOB IO OCBOCHUIO T CHUIIJIUHBI

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

OcHoOBHOI1 q)OpMOﬁ HN3JT0XKCHUA yqe6Horo Marcpuralia 1o JUCHUINIMHE ABJIIFOTCA JICKIHUU U
MPAKTUYCCKUC 3aHATUS, IPUICM ITOCIICAHHUEC B JOCTATOYHO 0O0JIBIIIOM 00BEME.

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

Jlns camocTosATEebHON pabOThI, B TOM YHCIIC W IOBTOpAa Pa300pPaHHOrO0 Ha JICKIHH H
MPaKTUYECKUX 3aHATUSAX MaTepHalla, PEKOMEHIYeTCsl HCIOoJb30BaTh ydeOHOoe Tmocolue
MenbHukoBori M.I'. YmpaBieHue kauecTBOM B TypUCTCKOM uHAycTtpuu, 2016 rox uznanus
(omeKkTpoHHAss BepcUsi B OJEKTPOHHOM  OuOiImorexke ydeOHbIX MmatepuasioB  AplY
http://www.lib.uniyar.ac.ru/opac/bk_cat_find.php). Ou cocroutr u3 4 pa3genoB, B KOTOPBIX
paccMaTpUBaIOTCS aKTyalIbHBIE TTPOOJIEMBI YIIPABIECHUS KAUYECTBOM, BKIIFOYAIOIIUE €r0 OCHOBHI U
BONPOCHl obecrieueHus: 3(H(HEKTUBHOTO YIMPABIEHUS KA4eCTBOM HA TYPUCTCKUX MPEIMPHUITHSIX.
Marepuan Kaxa0oro paszeiia BKIIOYAeT B CE0sl KPaTKOE M3JIOKEHUE TEOPETUUECKOTO MaTeprana
10 33JJaHHOM TeMe U BOIIPOCHI.

B xonIIe Kypca CTyIeHTHI CAAOT SK3aMeH. DK3aMeH MPUHUMAETCS 10 IK3aMEHAIMOHHBIM
Ouiieram, KaXIblii M3 KOTOPBHIX BKIIIOUAaeT B ce0s JBa TeopeThdeckux Bompoca. [Ipu 3Tom
VUUTHIBACTCS TeKylIas paboTa CTyIEeHTa B CEMECTpe Ha TMpaKkTUYeCcKuX 3aHsATuax. Ha
CaMOCTOSITENIbHYIO MOJArOTOBKY K 3K3aMEHY BBIIENsAETCA 3 JHS, B 3TO BPEMS MPEAYyCMOTpPEHA U
TPYIIOBasi KOHCYJIbTAITHSI.

OcBouTh BOMNPOCHI, U3JIaraéMble B MPOLECCE M3YUYECHHS] TUCHUILIMHBI CAMOCTOSITEIBHO
CTYJIGHTY KpailHe CJI0)KHO. DTO CBS3aHO CO CIIOKHOCTBIO M3y4aeMOro MaTepuaia U OOJBIITUM
obvemMoMm Kypca. IlosTomy mocelmieHue BCeX AayAWTOPHBIX 3aHATUN SBISETCS COBEPIICHHO
HEOOXOAMMBIM. be3 ymOpHBIX M PETYNSIPHBIX 3aHATHN B TEUEHHWE CEMECTpa CAaTh dK3aMEH IO
UTOTaM U3y4YEHUS TUCUUILTMHBI CTYJEHTY MPAKTHUYECKH HEBO3MOXKHO.
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