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1. IlepeyeHb NJIAHMPYEMBbIX Pe3yJbTATOB 00yUeHHS MO JUCHHUILINHE, COOTHECEHHBIX C
IVIAHNPYEMBbIMH Pe3y/JIbTATAMH OCBOCHHUSI 00pa30BaTeJbHOH NPOrpaMMbl

1.1. Jucummimua b1.B.J1B.02.01

«YIpaBleHHE KadyeCTBOM YCIyI B

T'OCTUHHUYHOM

npeanpusatiun [/ Service quality management in a hotel enterprise» obecnieunBaer oBiajeHUE

CHEAYIOIMMH KOMIIETEHIUAMU ¢ YYETOM 3Tara:

Kon
Koxa HaumenoBanue HaumeHoBaHHEe KOMIIOHEHTA
KOMITOHEHTA
KOMIIeTEHIIU A KOMIIETEHITHH KOMIIeTEeHIINHA
KOMIIETEeHIINH
Croco0eH OIleHUBATh
SKOHOMHYECKHE
HOCTENCTBHA 1 Croco6eH MPOBOJMTE OLIEHKY
s dexTuBHOCTH s dexTuBHOCTH
YIPABJICHYECKUX PELICHUH YIIPaBJIEHYECKUX PEIEeHHUH 10
ITKc-5 10 BIOOPY KOHIICTIIINH, IIKc-5.2 CTpaTEruYeCKUM HaIMpPaBICHUIM
pa3paboTKe U pean3aiun JIeATETLHOCTH TIPEANIPUATUN
CTpaTeruu pa3BUTU C(i)epbl rOCTCIIPUUMCTBA U
PEANPHSTHI chepbl OOLIECTBEHHOI'O TUTaHUS
FOCTENPUHUMCTBA U
00IIECTBEHHOTI'0 ITUTAHUS
Crioco0eH paspabarbiBath CnocobeH 000CHOBBIBATh MEPET
TIPOCKTBI ITO YHPABJICHUIO coOCTBEHHUKAaMU OM3Heca BUIbI
U3MEHEHUSIMH U 5 5
peaTn30BBIBATH MEPHI MO paboT IO paspaboTKe 1
peann3ainuu MpoeKTOB MO
IIKc-6 IpCONOJICHHIO IIKc-6.2
COTPOTHUBIICHUS TIEPCOHAJIA YIPaBJICHUIO U3MEHEHUSIMU Ha
MPENPHUATHIL Chephl MPEeANPUATHIX chepbl
TOCTETIPUUMCTBA U FOCTENPUIMCTEA 1
0OIIIECTBEHHOTO MUTAHHUSA 5
N —— 00IIIECTBEHHOT'0 ITUTAHUS

1.2.B PE3YIbTAaTC OCBOCHUA JUCHUIIIIMHEBL Y CTYACHTOB JOJIKHBI OBITh CCI)OpMI/IpOBaHBIZ

OTO/TD
(npu nanuuuu

npogpcmanoapma)!
TPYAOBBIE WIH

Kon
KOMIIOHEHTA

KOMIIeTeHI[UH
npogeccuoHaJIbHbIE

NeHCcTBHUA

Pe3ynbTaTsl 00y4eHus

OT®.C. Crparernueckoe
yIpaBiieHUE Pa3BUTHEM
TOCTHHUYHOT'O KOMILJIeKca/
C/02.7 T®. Pa3paboTka u
peanu3aius CTpaTeruu

I1Kc-5.2

Ppa3BUTUA TOCTUHUYIHOT'O

KOMILICKCa

Ha YpoBHE 3HAHMI: OCHOBHEIC 3JIEMCHTBI mnmpounecca
yYpaBJICHUSA nu AJIbTCPHATUBLI
MOACIN IIOBECACHUA

CTPaTEruyecKoro
CTpaTerui pas3BUTHS;

9KOHOMHUYCCKUX ar€HTOB U PBIHKOB.




OTO/TD
(npu nanuuuu

npoghcmanoapma)! Kon
KOMIIOHEHTA PesynbTaThl 00y4eHus
TPYAOBBIE MJIHN Yy y
KOMIIETEHLIMU
npogeccuoHaIbHbIE
aefcTBUA
OT®. C. Crpareruueckoe HA ypPOBHe YMEHHH: yIOpaBIiATh pPa3BUTHEM
YHOPaBJICHHC Pa3SBUTHEM OpraHu3alid ¥ OCYLICCTBISITH aHAIN3 U Pa3pabOTKy
npeanpusitys nuranus/ TO. CTpaTeTUH OPraHU3alUyd HAa OCHOBE COBPEMEHHBIX
C/02.7 PaspaGoTka u METOJOB M MEPENOBBIX HAYYHBIX JOCTHKEHUIA;
peanusanus
OLICHUBATh MPOLENYPHl YIPaBICHUs M3MECHEHUSIMU B
CTpaTEeTHH Pa3BUTHUS
paMKax OpraHM3allHOHHOTO Pa3BUTHUS
HPEONPUSITHS 5
S—_ HA YPOBHE HAaBBIKOB: IpUEMaMH, CHOCOOaMH H
WHCTPYMEHTaMH MPOBEICHUS u OLICHKH
Pe3yIbTaTUBHOCTU CTPaTETHYECKOT0 aHanm3a
OpraHu3anui U KOPIOPaTHBHBIX CTPYKTYP;
MH()OPMALTIOHHBIMH TEXHOJIOTHSIMU UIs
MIPOTHO3UPOBAHUS U YIIPABJICHUS OU3HEC-TIPOLIECCaMMU;
MHCTPYMEHTapueM OpraHu3alud U  [POBEIEHHS
CaMOCTOSITETIbHBIX UCCIEIOBAHHM.
OT®.C. Crpareruueckoe HA YPOBHEe 3HAHHWi: OCHOBHBIE WH(GOpPMAIMOHHBIC
yIpaBjeHHUE Pa3BUTHEM TEXHOJIOTHH YIpaBJICHUS Ou3Hec-TIpoLeccamy;
FOCTHHHYHOIO KOMILIEKCa/ MOOXOABl K OLEHKE IEPEAOBBIX NPAKTHK PEILICHUS
C/01.7 T®. AHAIN3 1 OICHKA Hay4HBIX NpOoOJIEM; METOJOJOTHI0 OpraHu3aluu U
eSTENBHOCTH FOCTHHIYHONO NPOBENEHHs] HAayYHBIX HCCIEIOBAHUH; OCHOBHBIC
MOHATHE, METOJBl U MHCTPYMEHTHI KOJINYECTBEHHOTO
KOMILIEKCa
U Ka4yeCTBEHHOI'O aHajM3a IPOLECCOB YIMPaBICHHUS;
COBPEMEHHBIC TEOPUHM W KOHILEIHIMH IOBEIEHHUS Ha
Pa3IMYHBIX YPOBHIX OpraHU3aLuy.
OT®. C. Crpareruueckoe HAa YPOBHE YMEHHWIi: TPOBOAWTH KOJIUYECTBEHHOE
YHIpPaBJICHUE pPa3BUTHEM IIPOTHO3UPOBAHUE H MOACIIMPOBAHHUE YIIPaBICHHE
npexnpusTas nuTanus/ TO. OM3HEC-TIPOIIECCaMK;  BBISIBIATH  IEPCHEKTHUBHBIE
C/01.7 Anamus u ouerka HAIIPaBJIEHUs HAYYHBIX UCCIIEJOBAHUI, 000CHOBBIBATH
JeSITETBHOCTH
AKTYyaJlbHOCTb, TEOPETUUECKYIO 3HAYMMOCTh
MPEINPHUITUS TTUTAHHS .
uccueayeMo npoOiemMsl, GopMyIHpOBaTh THIIOTE3bI,
[1Kc-6.2

MNPpOBOJAUTHL OMIHUPUYCCKUC W HNPHUKIAAHBIC JTAHHBIC,

0000mmaTh aHAJTUTHYECKHE MaTepHabl u
UACHTHPHULIUPOBATD Hay4HBbIE npoOJIeMBl;
paspabaTeIBaTh pOrpaMMmy CaMOCTOSITEIIbHBIX

WCCIIeIOBAaHUN N30PaHHOM TEMBI

Ha YpPOBH€ HaBBIKOB: MCTOAaMHM pEaiu3allun

OpTaHM3allMOHHBIX  W3MEHEHWHA ¥  TPEOJIOJICHUS
CONPOTHUBIICHUS MepCcoHaNa; HaBBEIKAMH
CaMOCTOSITEJIbHOM HAay4yHOM H HCCIEA0BATEIbCKOU
paboThl, TpHEeMaMH, CIOCO0aMH W  METOJaMHU
KOJIMYECTBEHHOI'O M Ka4eCTBEHHOI'O aHaJin3a OW3Hec-
MIPOIIECCOB; HaBBIKAMH KOJIMYECTBEHHOT'O "
Ka4eCTBEHHOT'O aHan3a JUIST MPUHATHS
YIIPABICHICCKUX pereHui, METOJIaMH

KOMaH/J000pa30BaHUA B TMPOEKTHBIX W  CETEBBIX
CTPYKTypax.




2. O0beM ¥ MeCTO TUCHUILIHHBI B CTPYKTYPe 00pa30oBaTe/ibHOI MPorpaMMbl
O0beM JUCHUILIHHBI
OO0mast TpyI0eMKOCTh JAUCIUILTUHBI COCTaBIsIeT_4 3adeTHbIe equHUIb, 144 akajeM. 4acoB /
108 actp. yacos.

Buj pa6orsl TpyroeMkocTh
(B akagem.4yacax)
OuHnasi/3a09Has
O01mas Tpy10eMKOCTh 144/144
KonrakTHas padora 58/26
Jlexuuu 20/8
[IpakTrueckue 3aHATHS 36/16
JlaGopaTopHbIE 3aHATHS -
KoucyabTanuu 2/2
CamocTosiTe1bHAsI paboTa 50/109
Kontposs 36/9
DOopMBI TEKYIIEro KOHTPOJISI YCTHBIN OIPOC, MPAKTHYCCKHUE 33 JaHHsI
dopMa NPOMEKYTOYHOI aTTeCTANNU JK3aMeH

MecTo AUCHMILUIMHBI B CTPYKTYpe 00pa30BaTe/IbHOM NPOrpaMMbl

Hucrumraa b1.B.JIB.02.01 «YnpaBieHrue Ka4eCTBOM yCIyT B TOCTHHHYHOM HPEANPUATHN /
Service quality management in a hotel enterprise» oTHOCHTCS K BapHAaTHBHOM YaCTH
npodeccnoHanbHOro 1UKIa yueoHoro riana HampasieHus 43.04.03 «octuHuyHOE N1e710» npoduis
«KopnopaTuBHbI€ CTpaTeru TOCTHHUYHOTO OU3HECa.

[ensto gucummuuesel b1.B.JIB.02.01 «YmnpaBneHue kadecTBOM YCIyr B TOCTUHUYHOM
npeanpustan / Service quality management in a hotel enterprise» siBisieTcst 0cBoeHHE OCHOBHBIX
MOHATUN TEOPUU YIpPaBICHUS KAaYECTBOM MPUMEHHUTENIBHO K KayeCTBY TOCTUHHUYHBIX YCIYT,
MPEIOCTABIAEMBIX MPEANPUATHIMI HHIYCTPUH TOCTEIIPUUMCTBA M TMOJATOTOBKAa OOYYaIOIIUXCS K
BHEJIPEHUIO JOCTHKEHHUW COBPEMEHHOW TEOPMM MEHEIKMEHTAa KayecTBa B  YIPABICHHE
TOCTUHUYHBIMU MPEANPUATHSIMHU.

JucuunnuHa  OCHOBBIBaeTCST  Ha  3HaHMM  cleayromux — aucuumumaH:  B1.O.11
«IIporHo3upoBanre U  IUIAHUPOBAHME  TOCTUHMYHOM  nedarenbHocTH»,  b1.B.JIB.01.02
«KopropaTuBHblii MeHeKMEHT B cdepe rocrenpuumctBay, b1.B.JIB.03.01 «MexnyHapoaHas
WHBECTUIIMOHHAS JESITENLHOCTD B c(hepe rocTeIpUUMCTBA.

JlucuuninHa MOXeT pear30BBIBAaTbCA C MPUMEHEHHEM JUCTAaHIIMOHHBIX 00pa30BaTeIbHBIX
texHonoruii (nanee — J10T).

JocTtym K cucTeMe JUCTAaHIIMOHHBIX OOpa30BaTENbHBIX TEXHOJOTHHA OCYIIECTBISETCS
KOKIBIM OOYyYalolMMCSl CaMOCTOSTENhHO C JIO0Oro ycTpoiicTBa Ha Tmopraie: https://sziu-
de.ranepa.ru/. [lapons U JOTHH K JHUYHOMY KaOMHETY / MPO(UII0 MPEIOCTaBISETCS CTYACHTY B
JIeKaHare.

Bce Qopmbl Tekyliero KOHTpPOJIS, NMPOBOAMMBIE B CHUCTEME JAWCTAHIIMOHHOTO OOyueHWUs,
OILICHUBAIOTCSI B CHUCTEME AHMCTAHIIMOHHOTO 0OydeHus. [locTym K BHIEO M MaTepuanaMm JIEKIIHiA
NPEJOCTaBIIETCS. B TEUEHHE Bcero cemectpa. JlocTynm K KaxkaoMmMy BHAY PabOT M KOJIUYECTBO



IIOIIBITOK Ha BBIMTOJIHEHUEC 3aJaHUA MTPCAOCTABIACTCA Ha OrPAaHUYCHHOC BPEMS COIJIaCHO PETIIaMCHTY

nucuIIuHEL, onmyonukoBanHoMy B CJ1O. IlpenonaBarenb OllEHHBAET BBHITIOJTHEHHBIC 00yYarOIIMMCS

paboTtsl He o3aHee 10 pabouux IHEH mociae OKOHYAaHUS CPOKA BBHITOTHEHUS.

N3yuenne nuctumniaubasl b1.B.JIB.02.01 «YmnpaBneHue KauyecTBOM YCIYr B TOCTHHUYHOM

MPEANPUITHIY HEOOXOAUMO JIJIsl JATbHEHIIET0 U3YUCHHS TaKUX TUCIUIUINH, Kak: b1.B.04 «CerteBnie

(dbopMbI opranuzanuu B cepe rocTenpruruMCTBaY.

I/ISYLIGHI/IC JUCHUIIIMHBI OCYIIECTBIIACTCA B TECUCHHUEC OJJHOI'O CEMECTpPA. AJId CTYJCHTOB OYHOM

¢dbopMbl 00yueHust — Ha 3 cemectpe 2 Kypca. M3yueHne TuCHUIUIMHBI AJ1s 3a09HON (POpMBI 00yUeHH S

OCYILIECTBIISIETCS B TeUEHUE 2 Kypca.

3. Conep:kaHue ¥ CTPYKTYpPa IMCHUIIHHBI

3.1. CTpyKkTypa TUCHMILUIHHBI
Ounasn hopma odyuenusn

Ne i/ HaumeHnoBanue Tem O0bem AucUMILIMHBI (MOYJISA), YAC. ®opma
H/WJIH pa3esioB Bcero KonrakTHasi padora o0yyaromuxcs ¢ Cp TeKyLIero
npenojaBareJjiemM KOHTPOJIS
10 BU/IaM Y4eOHbIX 3aHATHIl ycneBaeMocTu**,
JI/ JIP/ 113/ KCP* MPOMeKYTOYHOM
J10T J10T J0T aTTrecTaluu

Tema // | OOBEKTHI ynpaBieHUS YO, 113
Topic 1 | Ka4ecTBOM yciIyr

Pa3MeLICHHS // Objects 16 2 6 8

of quality management

of accommodation

services
Tema // | Tepmunonorus YO, I13
Topic 2 | YIPaBICHUs KauecTBOM 15 3 4 8

// Terminology for

Quality Management
Tema // | CoBpemMeHHBIE YO, I13
Topic 3 | KOHICNIHK

yIpaBlieHHsS Ka4eCTBOM 15 3 4 8

// Modern concepts of

guality management.
Tema // | OneHka kadecTBa YO, I13
Topic 4 | yenyr /I Assessment of 15 3 6 6

the quality of services.
Tema // | KonTpons kauecTBa Ha YO, 113
Topic5 | TOCTHHHYHBIX

npennpusitusix // 15 3 6 6

Quality control in hotel

enterprises
Tema // | OcobeHHOCTH YO, I13
Topic 6 | COBPEMEHHOr0 dTana

CTaHJApTHU3ALUH B

cdepe ycayr // 15 3 4 8

Features of the modern

stage of standardization

in the service sector
Tema // | Cucrema YO, I13
Topic 7 | MEXIYHAPOIHBIX

P cranaaptos ISO // 1SO 15 3 6 6
International Standards




| System.

IIpomexyTouHasi aTTECTALMA 36 KoncyabTamuu — 2 JK3aMeH
Bcero: 144 20 | . 3% | 2 50
Ipumeuanue: * KCP 6 06vem Oucyuniunsl He 6X00um.
**YO — yemnouii onpoc, 113 — npakmuueckue 3a0anusi.
3aounan ¢popma odyuenusn
Ne /i HaumeHoBaHue TeM O0beM AUCHUIIMHBI (MOYJIs), Yac. ®opma
H/WJIM pa3aeioB Bcero KonrakTHast padora o0yyaroumuxcs ¢ CP TeKyl1ero
npemnojaBareJjiemM KOHTPOJIA
M0 BUAAM Y4eOHBIX 3aHATHI ycneBaeMoCTH™ ¥,
J/ JIP/ 3/ KCP* NPOMeKYTOYHOM
JIOT JIOT JI0T aTTecTaluu
Tema // | OOBEKTHI ynpaBaeHUs YO, 113
Topic 1 | Ka4ecTBOM yciyr
pasMeIleH s // Objects 20 1 4 15
of quality management
of accommodation
services
Tema // | Tepmunonorus YO, I13
Topic 2 | YNpPaBICHHS KaueCTBOM 19 1 5 16
{// Terminology for
Quality Management
Tema // | CoBpemMeHHBIE YO, I13
Topic 3 | KOHICIIHNN
YIIPaBICHUS Ka4€CTBOM 19 1 2 16
// Modern concepts of
guality management.
Tema // | OueHka kadecTBa VO, I13
Topic 4 | yenyr // Assessment of 18 1 2 15
the quality of services.
Tema // | KonTpons kauecTBa Ha YO, 113
Topic 5 | TOCTHHHYHBIX
npeanpustusx // 18 1 2 15
Quality control in hotel
enterprises
Tema // | OcobennocTtu YO, I13
Topic 6 | COBPEMEHHOTO 3Tamna
CTaH/apTH3AINH B
ctepe ycmyr // Features 19 1 2 16
of the modern stage of
standardization in the
service sector
Tema // | Cucrema VO, I13
Topic 7 | MEXAyHApOJHBIX
cranmapros 1SO // 1ISO 20 2 2 16
International Standards
System.
ITIpoMe:kyTOUHAS aTTeCTAI[USA 9 KoncyabTamuu — 2 IK3aMeH
Bcero: 144 8 | 1.6 | 2 109

3.2. Conep:xkanue TUCHUMIHHBI

Tema 1. O0beKTHI ypaB/IeHHs Ka4eCTBOM YCJIYyTI pa3MelleHus.
Tunosorus npeanpusaTUid pa3MelEHNUs U PEe3yNbTaThl UX JAESATENBHOCTU. Yciyra. TypHUCTHYECKUI
IIPOAYKT. Y ClIyra pasMeLIeHusl B TYPUCTUYECKOM IIPOAYKTE. Y CJI0BUS UCONb30BaHus. [Ipouecc




ycnyra. PecypcHoe mnpenmpusitie. Kputrepuu TOCTHHHYHBIX YCIYT M YCJIOBHSI OOCITYKHBaHUS.
HopMaTuBHO-TIpaBOBBIC aKTHI;

Tema 2. TepMHUHOIOTHS YIPABJIEHUSI KA4eCTBOM.

Heo0xo1uMOoCTh TEPMUHOJIOTHYECKON OMPECIICHHOCTH B BOINPOCAX YIPABJICHHUS KAa4eCTBOM M BO
B3aMMOOTHOUIEHUSIX IIOCTABILMKOB YCIYr C noTrpedourensimMu. HopMaTHBHBIE [TOKYMEHTBHI IO
TEPMHUHOJIOTUM MEHE/DKMEHTa KadyecTBa. TEepMHUHOJIOTHS YIPaBICHHS Ka4eCTBOM B TOCTHHHYHOM
ousHece.

Tema 3. CoBpeMeHHbI€ KOHLIENMIIUH YIIPABJIEHUS] KAUeCTBOM.

VYnpasieHne Ka4ecTBOM 3a pyOexoM. MecToM ylpaBieHUsT Ka4eCTBOM SIBJISICTCS ()yHKIIMOHAIbHAS
CTPYKTypa yIpaBieHus npeamnpustiaeM. Maes BceoOmiero ympasienus kadectsom (TQM). TQM.
OTeuecTBEHHBIN OIBIT YIIPABICHHUS KAYe€CTBOM.

Tema 4. Ouenka KauecTBa ycJyr.

TypucTckuii MpoAyKT M CTPYKTypa TOCTHHMYHBIX yciyr. Cremuduka KpuTepueB IOKazaTeseit
KauecTBa pa3MuUHbIX rpynn ycayr. OneHka ycCJIOBUH M IPOLIECCOB OKCILTyaTaluu. AHan3
BOCIPUATHSA MOTPEOUTENIMU KadecTBa yciyr. HopMaTuBHBIE JOKYMEHTBHI 110 OLIEHKE KauecTBa
TOCTUHUYHBIX YCIIYT.

Tema 5. KoHTpoJb KayecTBAa HA TOCTHHHYHBIX MPeINPUATHSX.

Hcrounnku nHGOpMAIMK O COCTOSIHUN Ka4eCcTBA OOCITYKHUBAaHHS U Ipolieccax o0cykuBaHus. Buibr
KOHTPOJISi KauyecTBa: BHYTPEHHUH ayJWT; BHELIHHE IPOBEPKU. MeToJbl KOHTPOJS KadecTBa.
TpeboBaHusi HOPMATUBHBIX JOKYMEHTOB, YCTAQHAaBIMBAIOLUIMX METOAbl U MPOLENYpbl KOHTPOJIS
KayecTBa rOCTUHUYHBIX yciayr. CepTuduKanys 1 JIMLEH3UpOBaHNe KaK METO/Ibl KOHTPOJIS KauecTBa.
CepTudukaius roCTHHUYHBIX YCIYT, POCCUHCKUM U 3apyOeXHBbIN OIbIT.

Tema 6. Oco0eHHOCTH COBPEMEHHOI0 3TANa CTAHAAPTH3ALUM B cepe YCIyT.

HopMmaTtuBHbBIE OCHOBBI ACSITENFHOCTH O CTaHJAPTU3AIMU. 3aa4i U OCOOCHHOCTH CTaHIaPTU3AINH
B cdepe yciryr. Buapl JOKyMEHTOB IO CTaHAAPTHU3AMU B TOCTUHHIIAX. [ OCyIapCTBEeHHBIE CTaHAAPTHI
B cdepe Typusma. CTaHIapThl OpraHU3aIUH.

Tema 7. Cucrema Me:xxayHapoaHsbIx cranaaptos 1SO.

Lenp u obmacts mpumenenust ctanaaptoB ISO. Cocrae cranmaproB I1SO. CucreMbl MeHeKMEHTA
KayecTBa Ha ocHoBe craHiaptoB I1SO 9000 PykoBoAaCTBO MO KadyecTBY: Ha3HAY€HHE M CTPYKTypa
nokymenrta. [Iporeaypbl pa3paboTKH CUCTEM MEHEPKMEHTa KauyecTBa U TPYAHOCTH BHEAPEHHUS.

Topic 1. Objects of quality management of accommodation services.

Typology of accommodation enterprises and the results of their activities. Service. Tourist product.
Accommodation service in a tourist product. Terms of Service. Process

service. Resource enterprise. Criteria for hotel services and service conditions. Regulations;

Topic 2. Terminology for Quality Management.

The need for terminological certainty in quality management issues and in the relationship of service
providers to consumers. Normative documents on the terminology of quality management.
Terminology for quality management in the hotel business.

Topic 3. Modern concepts of quality management.

Overseas quality management. The place of quality management is the functional structure of
enterprise management. The idea of Total Quality Management (TQM). TQM. Domestic experience
in quality management.



Topic 4. Assessment of the quality of services.

Tourist product and structure of hotel services. The specificity of criteria for quality indicators of
various groups of services. Assessment of service conditions and processes. Analysis of consumer
perception of the quality of services. Regulatory documents on the assessment of the quality of hotel
services.

Topic 5. Quality control in hotel enterprises.

Sources of information on the status of service quality and service processes. Types of quality
control: internal audit; external checks. Quality control methods. Requirements of regulatory
documents that establish methods and procedures for quality control of hotel services. Certification
and licensing as methods of quality control. Certification of hotel services, Russian and foreign
experience.

Topic 6. Features of the modern stage of standardization in the service sector.

Normative bases of activity on standardization. Tasks and specifics of standardization in the service
sector. Types of standardization documents in hotels. State standards in the field of tourism.
Organization standards.

Topic 7. System of International 1SO standards.

Purpose and scope of I1SO standards. Composition of ISO standards. Quality management systems
based on 1SO 9000 standards Quality manual: purpose and structure of the document. Procedures for
developing quality management systems and implementation difficulties.

4. MaTtepuajibl TEKYIIEro KOHTPOJIS yCIeBAeMOCTH 00yYaI0IIUXCS
4.1. B xone peanuzanum aucuuniaudbl b1.B./[B.02.01 «Ynpaenenue kauecmeom yciyz @
2ocmunuunom npeonpusmuu | Service quality management in a hotel enterprise» ucnoab3yrores
cjleyIolue MeToAbl TeKYIero KOHTPOJIsl yCIeBaeMOCTH 00yYal0ImMXCsl:

Tema u/uim pa3znen MeToabl TEKYIIEr0 KOHTPOJISI yCIIEBAEMOCTH
Tema 1 OOBEKTHI yHpaBIeHHUsI KAYECTBOM YCIyT YCTHBIH ONPOC, MPAKTUUECKHUE 3aTaHUs
pa3MelIeHHsI
Tema 2. TepMHUHONIOTHS YIPABJICHHS KAYECTBOM. YCTHBIH OMPOC, MPAKTUUECKHUE 3aIaHHsI
Tema 3 CoBpeMeHHBIC KOHIICTIIIUH YIIPABICHUS YCTHBIH OMPOC, MPAKTUUECKHUE 3aTaHHsI
Ka4eCTBOM.
Tema 4 OnieHka KauecTBa YCIVT. YCTHBIN ONPOC, NPAKTHUECKUE 3aJaHHsI
Tema 5 KoHTpob KauecTBa Ha TOCTUHUYHBIX YCTHBIH ONPOC, MPaKTUYECKHUE 3a1aHHsI
TPEANPUITHIX
Tema 6 OcoOEHHOCTH COBPEMEHHOTO dTana YCTHBIH ONPOC, MPaKTUYECKHUE 3a1aHHsI
cTaHapTu3almu B chepe ycayr
Tema 7 Cuctema MeXITyHapOIHBIX CTAHAAPTOB YCTHBIH OMPOC, MPAKTUYECKHUE 3aTaHUS
ISO.

Tema u/muam pasaen MeToabl TeKyLIero KOHTPOJIS yCIIeBAaeMOCTH
Topic 1 Objects of quality management of YCTHBIN OMPOC, MPAKTHUSCKUE 3aaHHsI
accommodation services
Topic 2 Terminology for Quality Management YCTHBIN OIPOC, MPAKTHUECKUE 3aJaHMs
Topic 3 Modern concepts of quality management. YCTHBIN ONPOC, MPAKTHUECKUE 3aJaHHs
Topic 4 Assessment of the quality of services. YCTHBIH OMPOC, MPAKTUUSCKHUE 3aIaHHsI
Topic 5 Quality control in hotel enterprises YCTHBIN ONIPOC, MPaKTHYECKUE 3aJaHHsI




Topic 6 Features of the modern stage of YCTHBIH OMPOC, MPAKTUUECKHUE 3aTaHHsI
standardization in the service sector

Topic 7 ISO International Standards System. YCTHBIN ONPOC, MPAKTHUECKUE 3aJaHHsI

B cnyuae peanuzayuu oucyuniunvt ¢ JJOT chopmam 3adanuii adoanmuposan 0ns naamgopmol
Moodle.

4.2. TunoBble MaTEpPHAJIbI TEKYIIET0 KOHTPOJISA YCIIEBA€MOCTH 00y4AK0IINXCS
Tumnosblie OLlEHOYHbIE MATEPHUAJIbI JIA TeM 1-7.

Bonpocs! 1151 IpoBeieHUs YCTHOTO ONPoca
Hznoxncume meopemuueckue OCHO8bL NO OaAHHOU meme (Oaiime onpeodeneHus,
nepeuuciume u Hazoeume) u 000CHyime (apzymeHmupyiime u HPOOEMOHCHMPUpYIIME) CBOe
OmHoOwenHue K OAHHOU meme (Ha KOHKPEemHoM npumepe).

1. Maiite onpeeneHuss TEpMUHAM:

* YopasieHue,

* OyHKIMA yIIpaBICHNUs,

» Cucrema,

» KagectBo.

2. Yem oTimyaeTcs «CUCTEMHBIHN MOJAX0/1» OT «KOMILJIEKCHOTO MOJAX0Aa» B YIIPaBIECHUU
Ka4ecTBO MpoayKTa?

3. YTo 03HaYaeT TEPMHUH «MHIYCTPUS TOCTEIPUUMCTBa»?

4. HazoBute BUbI IPENPUSITUNA, yUACTBYIOIUX B CO3/IaHUU KOMIIEKCHBIX TYPUCTCKUX YCIIYT.
5. Kak cBs3aHbl CTpyKTypa NOTpeOHOCTEH MYTEHIECTBEHHUKOB U CTPYKTypa TYpUCTHYECKOTrO
npoaykra?

6. [lepeuncnure 35eMeHThl, 00pa3yroIInue CTPYKTYPY TYPUCTCKOTO IPOIYKTA.

7. KakoBa mpyUHIMNHATIBEHAS CX€Ma OPraHU3allMOHHOM CTPYKTYpbI npeanpusarusa? JlaBatb
CIIOBECHOE OMMCAHUE U NPEICTaBUTh IPapUUECKyI0 CXEMY.

8. Jlns yero HykHbI Ki1accuukanu 0ObeKTOB?

9. Ilepeuncnure U3BECTHBIE BAM HOPMATHUBHBIE IOKYMEHTHI, B KOTOPBIX COJIEPKATCS
KJaccuukanys oObeKTOB YIIPAaBJIECHUS KaU€CTBOM B TYpU3ME.

10. Ilepeuncnute knaccuuurpoBaHHbIE OOBEKTHI B chepe Typusma.

11. Yro ycranasmuBaet ['OCT P 52113-2003 Ycnyru nacenenuto. Homenkmnarypa

MIOKa3aTeIu KauecTBa OOCITyKHBaHUS.

12. Chopmynupyiite onpenenenue tepmuna «lIporecc npeaocTaBieHus ycayry.

13. Chopmymupyiite omnpenenenne tepmMuHa «OreHkKa KadecTBa yciayru (Tmpoliecca OKa3aHUs
YCIIYTH)».

14. ChopmynupyiiTe onpenenaeHre TepMuHa «MeTo KOHTPOJIsl KadecTBa yCIyT».

15. KakoBbl TpeOOBaHUs K MOKA3aTEsIM KaueCcTBa YCIIyT.

16. KakoBbI ey MpUMEHEHNs [T0OKA3aTeNeN KayecTBa.

17. KakoBa HOMEHKJIaTypa OCHOBHBIX I'PYIII ITOKa3aTeJIed KauecTBa.

18. Kakue ctaguu )kM3HEHHOTO IIMKJIA YCIYTH YKa3aHbl B HACTOSAIIEM cTaHaapTe?

19. Kakune mokaszaTenn KauecTBa XapaKTepU3yIT CIIOCOOHOCTh KOMIAHUHU TIPEIOCTABIISATh YCIYyTy?
20. Yo roBopsT 0 moka3zaTensax nNpodecCHOHaIbHOIO YPOBHS MEepCOHANa MPEAIpUiTus?

21. Kakue noka3zaTtenu npohecCHOHATbHONW ATUKH OTPaXKaOT



22. B kakux TOKYMEHTaX OTPa)KaroTCA MOKa3aTeIN KauyecTBa yCIyr?

23. KakoBa cTpykTypa JokyMeHTa 3akoHa PD «O TeXHMYECKOM peryIupoBaHUuN»?

24. HazoBuTe 3a/1aud TEXHUYECKOTO PEryJIMPOBAHUSA.

25. Kakue BHIbI CTAaHAAPTOB UCIIOJIB3YIOTCSL B COBPEMEHHOM CUCTEME CTaHAapTU3aLUn?

26. Obs13aTeNbHbIE U PEKOMEH/IaTeNIbHbIE TPEOOBAHNS HOPMAaTUBHBIX JOKYMEHTOB.

27. Kto pa3pabarpiBaet cranaapTsl PD?

28. KakoBbI 11e11 TPUMEHEHUSI MEKTYHAPOAHBIX CTAaHAAPTOB?

29. Kakve npuHIUIBI yIIPaBICHHUs] KAYECTBOM JI€KaT B OCHOBE MEXIYHAPOAHBIX CTaHAAPTOB CEPHUU
ISO?

30. Yem oymuarotcs cranaapthl cepun MCO u poccutickoit cuctemsl ctangaptuzanuu [[OCT?

31. Kakue crannaptel cepun MCO yxe HallIm cBO€ MPUMEHEHUE B YIIPABICHUH KAYECTBOM?

B Typuszme?

32. KakoBa poiib U MecTO JOKyMeHTa «PyKOBOACTBO IO KayecTBY» B YIPAaBICHUU KayeCTBOM
TYPUCTUYECKOTO MPEANPUATHS?

33. Kakue TpyAHOCTH MOTYT BO3HUKHYTh Ha IyTH BHEAPEHUS CHCTEMbl MEHEIKMEHTa KauecTBa B
TYPUCTUYECKON KOMITAaHUU?

1. Give definitions of terms:

* Management,

* Control function,

* System,

* Quality.

2. What is the difference between a “system approach” and an “integrated approach” in management
product quality?

3. What does the term "hospitality industry" mean?

4. Name the types of enterprises involved in the creation of an integrated tourist services.
5. How do the structure of traveler needs and the structure of tourism product?

6. List the elements that form the structure of the tourist product.

7. What is the basic diagram of the organizational structure of the enterprise? Give
verbal description and provide a graphic diagram.

8. What are object classifications for?

9. List the normative documents known to you, which contain

classification of objects of quality management in tourism.

10. List the classified objects in the field of tourism.

11. What establishes GOST R 52113-2003 Services to the public. Nomenclature

service quality indicators.

12. Formulate a definition of the term "Service Delivery Process".

13. Formulate a definition of the term “Assessment of the quality of a service (the process of
providing services)"

14. Formulate a definition of the term "Service quality control method"

15. What are the requirements for indicators of quality of services.

16. What are the purposes of applying quality indicators.

17. What is the nomenclature of the main groups of quality indicators.



18. What are the stages of the service life cycle indicated in this standard?

19. What quality indicators characterize the company's ability to providing a service?

20. What is said about the indicators of the professional level of the personnel of the enterprise?

21. What indicators of professional ethics reflect

22. In what documents are indicators of the quality of services displayed?

23. What is the structure of the document RF Law "On Technical Regulation™?

24. Name the tasks of technical regulation.

25. What types of standards are used in the modern system of standardization?

26. Mandatory and advisory requirements of regulatory documents.

27. Who develops the standards of the Russian Federation?

28. What are the objectives of the application of international standards?

29. What principles of quality management underlie the international standards of the 1SO series?

30. How do the standards of the ISO series and the Russian standardization system GOST compare?
31. Which standards of the ISO series have already found their application in quality management

in tourism?

32. What is the role and place of the document "Quality Manual™ in management the quality of the
tourism enterprise?

33. What difficulties can be in the way of implementing a quality management system in tourism
company?

TunoBblie MNPaKTHYECKHUE 3alaHUSA 110 TEMaM

Tema 1. O0beKTHI yIpaB/jIeHHs Ka4eCTBOM YCJIYTI pa3MelleHHs

Bonpocskl u 3aganus 11 NPAKTHYECKOH padoThI:

W3yuuB copepxaHue MEPBOTO OTEYECTBEHHOI'O T'OCYIAapCTBEHHOI'O CTaHAapTa sl cQepbl
typusma - 'OCT 28681.0-90 Typucrcko-3kckypcuoHHOe o0cimyxuBaHue. OCHOBHBIE MOJOXKEHUS U
I'OCT P 53522-2009 Typuctckue u 3KCKypCuOHHBIE YCIyrd. OCHOBHBIE TIOJIOKEHUS — JIAUTE OTBETHI
Ha CJIEYIOIINE BOIPOCHI:

. JlaTa npuHSTHS IEpBOTO OTEYECTBEHHOTO CTaHapTa B chepe Typu3Ma.
. YTO yCTaHOBUJIO MEPBBI OTEUECTBEHHBIN CTaHAAPT?

. KakoBbI 0011111€ 4epThl OTHOPOIHBIX TYPUCTHUYECKUX YCIYyT?

. Uto Takoe «yciaoBusi 00CTyKUBaAHUS»?

. Onpenenure NOHATHS:

. * mpotiecc TypUCTCKO-3KCKYPCHOHHOTO 00CITy>KMBaHMSI,

. * Ka4yecTBO TYpPUCTHUYECKOTO OOCITYKUBAHMUS,

. * KynbTypa o0cmyKuBaHUS,

. * ypOBEHb KayecTBa TYPUCTCKO-IKCKYPCHOHHBIX YCIIYT,

10.* mokazarenu (0011ast XapaKTepUCTHKa) KayecTBa TYPUCTCKUX YCIYT U YCIOBUN 00CTyKUBaHUS,
11. Llens cTanmapTU3auu B TypU3Me.

12. 3amaum cTaHAapTU3aLNN B TYpHU3ME.

13. OOBEKTHI CcTaHAAPTU3ALUHU B TYpU3ME.

OO0 I DN K~ WK =

1. Date of adoption of the first domestic standard for the tourism industry.
2. What set the first domestic standard?

3. What are the common features of homogeneous tourism services?

4. What are "terms of service"?



. Define the terms:

. * the process of tourist and excursion services,

. * quality of tourist service,

. * service culture,

. * the level of quality of tourist and excursion services,

10.* indicators (general characteristics) of the quality of tourist services and service conditions,
11. The purpose of standardization in tourism.

12. Tasks of standardization in tourism.

13. Objects of standardization in tourism.

©O© 00 ~N O o1

Tema 2. TepMuHOJIOTHS 10 YIIPABJIEHUI0 KAa4€CTBOM
Bomnpocsl u 3a1aHu I NPAKTHYECKO padoThI:

1. O3HakOMHUTBCA C COAEPKAHMEM OTPACIEBOIO HOPMAaTUBHOro JokymeHtra - «llopsmox
KJaccu(uKauuu OOBEKTOB TYpUCTHUYECKOM OTPACIM, B TOM YHUCIE TOCTUHHUI] U APYTHUX CPEACTB
pa3MelIeHMsl, TOPHOJIBIKHBIX TPACC, MIISKEN.

2. IIpoaHanu3upyiTe CTpYKTYpy 3TOr0 JOKYMEHTA.

3. KakoBbl 3Tanbl co3aHUs U YTBEP)KIEHHUS 3TUX JOKyMeHTOB? KeM M Kak MCIONb3yercs 3TOT
JIOKYMEHT?

4.03HaKOMHUTBCSI C COJIEpPI)KaHUEM OTpaciieBoro HopmatuBHOro nokymenta - 'OCT P 50762-2007
VYenyru obmectBenHoro nuranus. Knaccudukanus npeanpustuil oOLIECTBEHHOIO HHUTaHUS. S.
[Ipoananm3upyiTe CTPYKTYpy 3TOrO JOKYMEHTA.

6. KaxkoBbl 3TaIbl CO31aHUSA U YTBEPKIAEHUS 3TUX JTOKYMEHTOB?

7. KeM u Kak npuMeHseTCsl HAaCTOSIIIUN JOKYMEHT?

1. Familiarize yourself with the content of the industry regulatory document - "The procedure for
classifying objects of the tourism industry, including hotels and other accommodation facilities, ski
slopes, beaches.”

2. Analyze the structure of this document.

3. What are the steps for creating and approving these documents? By whom and how is this
document used?

4.Familiarize yourself with the content of the industry regulatory document - GOST R 50762-2007
Catering services. Classification of catering establishments. 5. Analyze the structure of this
document.

6. What are the steps for creating and approving these documents?

7. By whom and how is this document applied?

Tema 3. CoBpeMeHHbIe KOHLIENIIMH YIIPABJIEHUS] Ka4eCTBOM.

Bonpoce! u 3a5aHusA 1J1s1 IPAKTHYECKOil padoThI:

[TonroroBeTeCh K OOCYKIEHUIO pPE3yJIbTAaTOB CPaBHUTENBHOIO aHAJIM3a KOHLEMIUN
ylpaBieHHs KauecTBoM Ha KoiiokBuyMme.

Tema 4. Onenka Ka4yecTBa ycJiyr.

Bonpocekl 1 3aganus 11 NPaAKTHYECKOH padoThI (TeCThl):
1. IIpoBeauTe Hccne0BaHNE OT3BIBOB TOCTEH O MOJYYEHHBIX YCIyraxX M YCIOBHSIX OOCITYXHBaHWUHU B
npeanpusaTHsax chepsl Typuszma (o matepuanam cetu HTepHeT).
B xoze paGoThl BBISIBUTH:

1) mapaMeTpsl TYpUCTCKOTO NMPOIYKTa, BaKHBIE JUISl TOCTEH;

2) KTO OLIEHHMBAET KayeCTBO yCIyT B Typu3Me?

3) uto onieHuBaeTcs?

4) kaxkue npoleyphl UCIOIB3YIOTCS JUISl OLIEHKU KadecTBa yciIyr?



5) xak mapameTpbl TYPUCTCKOTO MPOAYKTa CBSI3aHbI ¢ KiacCHU(pUKaluel noTpeOuTenen, TypuCTCKIX
ycayr (10 BUJaM), yCIOBUI 00CITy>KUBaHUs?

1) parameters of the tourist product that are important for guests;

2) who evaluates the quality of services in tourism?

3) what is assessed?

4) what procedures are used to assess the quality of services?

5) how are the parameters of the tourist product related to the classification of consumers, tourist
services (by type), service conditions?

2. Pe3ynbTathl uccnenoBanus npeacraBbre B popme OTuera.

Tema 5. KoHTpo/1b Ka4ecTBAa B TOCTUHUYHBIX NPeINPUSITUSX.
3ananus AJs1 NPAKTUYECKOH padoThI:

1. U3yuuTh CTpyKTYypy AOKyMeHTa «Cuctema Kiaccu(uKaluy rOCTUHHID.

2. Ilpoananu3upoBath conepxanue TpedoBannii Kiiaccudukarym Kk ToCTHHHLIAM Pa3IUYHOTO YPOBHS
KOM(pOPTHOCTH.

3. IlpoBecTH CpaBHHUTENBHBIN aHaNM3 TPeOOBAHMI HACTOSILETO JOKYMEHTa C MNpPEAbLIYIIHM
OTEYECTBECHHBIM aHAJIOTOM.

4. IlpoaHanu3upoBaTh TpPeOOBAHUS HACTOSIIETO POCCHICKOTO JOKYMEHTa C 3apyOeKHBIMH
aHaJIOTaMH.

5. CocTaBUTh aHATUTUYECKYIO 3aMHCKY C PE3yJbTaTaMH CPAaBHUTEILHOTO aHAIIN3A.

1. Study the structure of the document "Hotel Classification System".

2. Analyze the content of the requirements of the Classification for hotels of different levels of
comfort.

3. Conduct a comparative analysis of the requirements of this document with the domestic previous
analogue.

4. Analyze the requirements of this Russian document with foreign analogues.

5.Compile an Analytical Note with the results of a comparative analysis.

Tema 6. Oco0cHHOCTH COBPEMEHHOI0 JTanma CraHAapTusanuum B cdepe yCIayr.
OTtpaciieBbie CTAHAAPTHI
Bonpoch! 1 3a5aHuA 1JIs1 IPAKTHYECKO padoThl (TeCThI):
Nzyuute conepxanue OCT P 1.4-2004 Crangaptuzanus B Poccuiickoit deneparumn.
Crannaptel opranuzanuii. O01mue monoKeHus.
OTtBeTbTE HA BOMPOCH! TecTa (MMChMEHHO):

1. K xakuM THnaMm JOKyMEHTOB OTHOCHUTCS HACTOSIILIUN CTaHapT?

2. JlaiiTe onpeniesieHUE TEPMHUHY «OPTaHU3ALIHI.

3. Ilepeuncnute 0OBEKTH CTAaHJAPTU3ALUKN BHYTPH OpraHU3alllu.

4. Kakue TOKyMEHTBI HE JOJDKHBI IPOTUBOPEUYUTH CTaHAAPTaM OpraHU3aluu?

5. HazoBuTte nopsijok (3Tamnsl) pa3paboTKH U YTBEPXKAECHUS CTaHAAPTOB OPTaHU3AIIH.

6. KakoBa cTpykTypa qokyMeHTa «CTaHaapT opraHu3anun»?

7. KTo momkeH cobmoaaTh TpeOOBaHUS CTAaHIAPTOB OpraHu3aIuu?

8. CkosbKO (peiepalibHbIX 3aKOHOB ObLIO yUTeHO IpH pa3zpadoTke Hactosmero 'OCTa?

9. Kak, 1o BaiieMy MHEHHUIO, BBITJISIEN OBl CIMCOK CTaHAApTOB TYPUCTUYECKON KOMITaHUU?
10. Kak, mo BameMy MHEHHIO, BBITJISIEN ObI CIIHCOK CTAHIAPTOB TYPUCTUUECKUX OTENIeH?

1. What types of documents does this standard refer to?



2. Define the term "organization”.

3. List the objects of standardization within the organization.

4. What documents should not contradict the standards of the organization?

5. Name the procedure (stages) for the development and approval of organization standards.
6. What is the structure of the document "Standard of the organization"?

7. Who must comply with the requirements of the organization's standards?

8. How many federal laws were taken into account when developing this GOST?

9. What would a list of travel company standards look like in your opinion?

10. What would a list of tourist hotel standards look like in your opinion?

Tema 7. Cucrema Me:xxaynapoansix cranaapros UCO.
Bonipocel 1 3agaHus Ui NPAKTHYECKOH padoThl (TeCThI):

1. IIpuHATH y4acTHe B OTPACICBOM TYpeE.

2. [locetute BecTpeuy ¢ OTPACIEBBIM IKCIIEPTOM.

3. [loaroroBpTe CBOM BOIPOCHI U IPUMUTE YYaCTHE B HHTEPBBIO C OTPACIEBBIM IKCIIEPTOM IO
BOIIpOCaM o0ecreueHusl KadyecTBa Typru3Ma U MpoLEeccOB 00CTyKUBAHHUS.

4. O600IIUTH MOTYICHHYIO HHPOPMAITHIO U TIPEICTABUTH €€ B BUJE Te31COB BBICTYIUICHHS HA
Hay4yHOH KoH(pepeHuuu «IIpobieMbl kauecTBa 00CTy)KHBaHUS B TypU3Me» 00beMOM | cTpaHmIa

TCKCTA.

1. Take part in an industry tour.
2. Attend a meeting with an industry expert.
3. Prepare your questions and participate in an interview with an industry expert on tourism quality
assurance and service processes.
4. Summarize the information received and present it in the form of Abstracts of the speech at the
scientific conference "Problems of quality of service in tourism" with a volume of 1 page of text.

5. OHeHO‘IHbIe MaTepuaJabl 1Js1 l'lpOMe)KyTO‘IHOﬁ arTrecranmumu
5.1. DK3aMeH NMPOBOAUTCH ¢ NMPUMEHEHUEM CJEIYIIIHUX MeTOA0B (CPeICTB): B paMKax CIadu
9K3aMEHa IPEIyCMAaTPUBACTCS YCTHBIM OTBET CTYJEHTOM Ha IIOJyYEHHBIH BOIIPOC, a TaKkKe
TECTUPOBAHUC.

B cuydae I’lp06€()€HMﬂ npOMeofcymquOd ammecmayuu 6 aucmaHMHOHHOM peatcume

ucnonv3yemcs nramgpopma Moodle u Teams.

5.2. OueHo4YHbIe MATEPHAJBI IPOMEKYTOYHOM aTTECTALUH

Kommnonent IIpomexyTOYHBIN/KII049eBOM
KOMIIEeTEHIIUH HHIMKATOP OLlCHUBAHMSA

Kpurepnii onenuBanns

[1Kc-5.2 Cnocoben nposoauts | [IpoBoaut oueHky | ChopMupoBaHel ~ yMeHHS |

HaBBIKH

OIICHKY 3 PEKTHBHOCTH
YIIPaBJICHUYECKUX PEUIEHUNA TI0
CTpaTEeTHYECKIM
HANPAaBIICHUSM  JICATEIHHOCTH
MPEeInpUATHI chepsl
TOCTETIPUUMCTBA "
OOIIECTBEHHOTO TUTAHUS

3¢ (HeKTUBHOCTH
YIPaBIEHYECKUX PEIIEHUN 110
pazpaboTke W peaNn3anuu
CTpaTeruu pa3BUTHS
MIPEAIPUATHN cdepsl
TrOCTENPUAMCTBA "
0OIIIECTBEHHOTO MMUTAHUS

MPUHSTUSL CTPATETUYECKUX U TAKTUYECKHUE
pelieHni B TOCTHHUYHOM JEsATEIbHOCTU
IIpU WHTETPAalUMHd C WHBIMH YYaCTHUKaMU
pbIHKa TypuU3Ma; HAaBBIKAMM HPUHATHUSA
CTPATETUYECKUX M TAKTUYECKUX PELICHUU B
TOCTUHUYHOM JESITENIbHOCTH IPU OLIEHKE U
YIIPaBJICHUU PUCKAMHM.




KomMmmnonenr

IIpomexyTOYHBIN/KII0OYEBOM

Kpurepnii onennBanus

KOMIIETEeHIIHHU HHAUKATOP OLCHUBAHUSA
[1Kc-6.2 Croco0en | [IpoBoaut OLIEHKY | YcmenrHoe u CHCTEMaTH4eCKOoe
000CHOBHIBATH nepen | a3pdexTuBHOCTH NpUMEHEHHUE HaBBIKOB MIPUMEHECHUS
COOCTBEeHHHKAMHU On3Heca | ypaBIeHYECKHX pEIICHHH IO | CIICIHATN3UPOBAHHBIX MPOTPaMMHBIX
BUIBI padOT 1Mo pa3pabOTKe W | BHEAPEHWIO  HW3MEHEHWH  Ha | MPOAYKTOB W 0a3 AaHHBIX IS pa3padOTKH
peanu3alMd  MPOCKTOB  TIO | IPEANPUSATHIX coepsl | n peanuzanuu OM3HEeC-TUIaHOB B
YIPaBJICHUIO M3MEHEHUSIMH Ha | TOCTEIIPUIMCTBA U | OpraHM3alyax cgepsl TOCTENPUUMCTBA U

TIPS AMPUATHIX cthepsl
TOCTENPUUMCTBA u
OOIIIECTBEHHOI0 THUTAHUS

0OIIIECTBEHHOT'O TTMTAHUSI

00IIIECTBEHHOIO
MIPUMEPBI.

OUTAHUA. TIpuBoaut

Tunosble olleHOYHbIE MATEPUAJIbI IPOMEKYTOYHOH aTTeCTAIIUM
Bomnpocsl k 3k3aMeHy (IMCbMEHHOMY)

H3znoorcume meopemuidecKkue OCHO6bl

no oanmnou meme

(Oaitme onpedenenus,

nepeuucaume u Hazoeume) u 000CHyume (apymenmupyiume U npoOemMoHcCmpupyiime) ceoe
OmHOUuIeHUe K OAGHHOU meme (Ha KOHKPEemHom npumepe):

0 3 N U KW~

. DBOJIIOLIMA KOHIIENIINI KaueCcTBa.

. Ilonstue n CTPYKTYypa CUCTEM MCHC/’KMCHTA KaUCCTBA.

TYPUCTCKO-OKCKYPCHOHHOC O6CJ'Iy>KI/IBaHI/Ie.

. IloHsTHE «Ka4eCTBO» OT U3BECTHBIX CHEIUAINCTOB I10 MCHC/DKMCHTY Ka4cCTBaA.
. Coz[epxcaHHe (1)I/IJ'IOCO(1)CKI/IX MOHSITHH «CHUCTEMa» U «CTPYKTypa CUCTEMbBD).

. IloHsTHEe ONTUMAJIBHOTO YPOBHS KaueCTBaA. ITomutuka «100% kadecTBay.

. BoceMpb KJ1H04€BBIX IMPUHIHUIIOB YIIPABJICHU KaUCCTBOM CHUCTCMBI.

. CtpykTypa «xoHTypa KauecTBa» B coorBeTcTBHM ¢ MC MCO-9004.
. Poccuiickuii ombIT HccnenoBaHui ¥ pa3paboTOK B 00JIaCTH MEHEKMEHTA KaueCTBa.

9. Conepxanue nepsoro oreuectseHHoro 'OCTa amns cdepsl Typusma.

10. Buapl JOKYMEHTOB 110 CTaHIapTU3AIMU B chepe Typusma.

11. IlokazaTenn kauecTBa B TypusMme: 10 OCHOBHBIX IpyII IOKa3aTENIEH.

12. TpeGoBaHus K TYPUCTCKUM yciiyram, ycraHosieHHble 'OCTamu.

13. Onumure NPpUHIKITHAIBHYIO CTPYKTYPY JOKYMEHTA, YCTaHABIHUBAIOLIETO

Tpe6OBaHI/I$I K T'OCTCIIPUUMCTBY.

14. OOBEKTHI cTaHAAPTU3ALUHU B TYpU3ME.

15. Oxapaxrepusyiite ctpykrypy I'OCT P 50644-2009 Ycnyru typuctckue. TpeGoBanus K

obecrnieueHre 6€30MacHOCTH TYPUCTOB.

16. Onumurte Mecro MU 3HaueHue «[IpaBun obOcmyxuBaHus B rocTuHHUIAx Poccuiickoit

denepaunun» cpeau

HOPMATUBHBIC TOKYMCHTEI, O6CCHC‘-II/IBaIOIJ_II/IC Ka4d€CTBO O6CJ’Iy>KI/IBaHI/I$I B TypuU3MC.

17. TpeboBaHus, yCTaHOBJIEHHbIE CTaHAPTaMU OpraHU3aIUi.

18. JIOKyMeHTBI 11O CTaHAAPTU3ALMHN IPOLECCOB YIPABICHUS TYPUCTCKAM MPEAIPUATHEM.

nessitHaauaroe. Conepxanue denepanbHoro 3akoHa «O TEXHUYECKOM PETYITUPOBAHUN Y.

20. Opranu3zanust paboTel IO cTaHmapTU3anuu B Poccuiickoit deaepanum.

21. 3agaun cTaHgapTH3ANUA B CPEepe TYPUCTCKO-IKCKYPCHOHHBIX YCIYT.

22. 3amaun 1 00BEKTHI cepTU(HUKAIIUN B MUPOBOM TYPH3ME.

23. JIokyMeHTBI IO CTaHAapTH3ALUH MPOIIECCOB OOCITYKHUBAHUS TOCTEN TypUCTa




MIPEATPUSITHSL.

24. O0s13aHHOCTH M OTBETCTBEHHOCTh IMOCTABIIMKA TOCTHHUYHBIX YCIIYT.

25. MeToabl KOHTPOJIS Ka4eCcTBa.

26. [IpyunHHO-cieACcTBeHHBIE nruarpaMmbl Mcukasel u [lapero B aHayin3e KayecTBa.
27.KpyXKku KauecTBa, OpraHu3anus ux paboThI.

28. PykoBOJCTBO MO Ka4e€CTBY TOCTHHHUYHOTO MPEATIPHSITHS.

29. TpyaHOCTH BHEIPEHHS CUCTEMBI KA4eCTBa Ha TIPEANPUATHH.

30. Ponp MeHeKEpa B yIPABJICHHH KAYECTBOM Ha MPEIIPUSATHH.

. The evolution of quality concepts.
. The concept of "quality” from well-known specialists in quality management.
. The content of the philosophical concepts "system™ and "structure of the system".
. The concept of the optimal level of quality. *100% quality" policy.
. Eight key principles of system quality management.
. The concept and structure of quality management systems.
. The structure of the "quality loop™ in accordance with MS I1SO-9004.
. Russian experience of research and development in the field of quality management
tourist and excursion service.
9. The content of the first domestic GOST for the tourism sector.
10. Types of documents on standardization in the field of tourism.
11. Quality indicators in tourism: 10 main groups of indicators.
12. Requirements for tourist services established by GOSTs.
13. Describe the principal structure of the document establishing
hospitality requirements.
14. Objects of standardization in tourism.
15. Describe the structure of GOST R 50644-2009 Tourist services. Requirements for
ensuring the safety of tourists.
16. Describe the place and significance of the "Rules of service in hotels of the Russian
Federation™ among
regulatory documents that ensure the quality of service in tourism.
17. Requirements established by the standards of organizations.
18. Documents on standardization of management processes of a tourist enterprise.
nineteen.The content of the Federal Law "On technical regulation™.
20. Organization of work on standardization in the Russian Federation.
21. Tasks of standardization in the field of tourist and excursion services.
22. Tasks and objects of certification in world tourism.
23. Documents on the standardization of processes for servicing guests of a tourist
enterprises.
24. Duties and responsibilities of the provider of hotel services.
25. Quality control methods.
26. Ishikawa and Pareto cause-and-effect diagrams in quality analysis.
27. Circles of quality, organization of their work.
28. Guide to the quality of the hotel enterprise.
29. Difficulties in implementing quality systems in the enterprise.
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30. The role of the manager in quality management at the enterprise.

IIpuMepsbl TECTOB /151 KOHTPOJIS 3HAHUM
Ommemvme npaguipbHble Omeemol:

1. CkoJbKO KJIIOYEBHIX NPHHIHUIOB yIpaBiieHHs KadecTBoM cucrtembl (TQM)
YCTAaHABJIUBAKT MexKITyHapoaubie ctanaapTel 1ISO 90007

- TpH

- IATh

- BOCEMb.

2. lonosinute yrBep:xkaeHune: «CTparernyeckasi OpueHTANUS HA MOTPeOUTEA B CHCTEMAaxX
MeHe/:KMeHTa KauecTBa o0ecrieunBaeTcsi MeTOANYeCKH, TEXHUYECKH U

- OpraHu3aliOHHbBIN

- uHpOpMAITHS

- CUCTEMaTHYECKH.

3. OCHOBHBIM CMBICJIOM NPUHIMIA «TOYHO B CPOK» B YIIPABJIEHHH KA4eCTBOM SIBJIsIETCS

- yOpaBlieHUE MPOU3BOACTBEHHBIMH 3allaCaMH, TOCTaBKaMH U OTIPY3KOil

- CBOEBPEMEHHBIE TTOCTaBKH HEOOXOIMMOT0 aCCOPTUMEHTA M 00beMa ChIphs (MPOAYKIIUH,

yCIyTH) B COOTBETCTBHUH C YTBEPKJACHHBIM TEXHOJIOTUYECKUM MPOIIECCOM

- IPUHATHE HEOOXOIUMBIX YIPABICHYECKUX PEIICHUH «BOBPEMS)

4. Ba:knbIMHU TPeOOBaHUAMH K Ka4eCTBY YCJIYT B cepe rocTenpruuMCTBA ABJISIOTCS

- TpeboBaHUs OE30MTACHOCTH

- TpeOOBaHUs K TOUHOCTU U CBOEBPEMEHHOCTH UCTIOTHEHUS

- TpeOOBaHUs TUITMYHOCTH JUIS JAHHOW KOHKPETHON TEPPUTOPUU

5. Ckoabko rpynm mnoka3zareseil  KadecTBa MNPOAYKIUHM  MPeIycCMATPUBAIOT
Me:KIyHapoaHble cTanaapThl 1ISO?

- 4YeThIpe

- Cemb

- IECSITh

6. Cnenuduka SnoHCKUX MOAX0/0B K YIPABJIECHHI0 KA4eCTBOM 3aKJ/JII04YaeTcs B

- o01IIeHAI[MOHATIbHAS TIPOTrpaMMa KOHTPOJIS KayecTBa

- IPUMEHEHHE 3apy0eKHOTO OMBITA

- HCTIOJIb30BAHUE «MHCEHTUB-TYPOB» B YIIPaBICHUH MEPCOHATIOM.

7. AAMMHHUCTPATHBHBII MOIX0/ K YIIPABJIE€HHIO KAUYeCTBOM

- noctmxkenne 100% kauecTtsa 110001 [IEHOM

- 100% yuacTue COTpyAHHKOB B COBEPILIEHCTBOBAHUH MPOIIECCa yIIPaBICHHUS

- HCIIOJIb30BAHKE TTOTHOMOYHI aIMUHUCTPAIIMHU B YIIPABICHUN TTPOU3BOJICTBOM?

8. JKOHOMHUYECKHUIT MOAX0/ K YIPABJIEHUIO KAYeCTBOM

- BCECTOPOHHSISI DKOHOMUS TIPOU3BOJICTBEHHBIX PECYPCOB.

- obecrieyeHne ONTUMAIBHOTO YPOBHSI KaueCcTBa

- MeHnemxep-5KOHOMUCT BO TJIaBe yIPaBICHHS IPEATIPUSTUEM.

9. OT 4yero 3aBHCUT ONITHUMAJILHBII YPOBEHb KayecTBa?

- To4Ka 0e3yOBITOYHOCTH WHBECTHUINI B COBEPIIIEHCTBOBAHHUE YIIPABICHUS

- 00beM BBIITyCKa



- palMOHaJIbHBIE IOKA3aTENN KayeCcTBa

10. DBoJaonus KOHIENINHA KaYecTBa TECHO CBSI3aHa C

- aIMMHHUCTPATHUBHbBIE PEIICHHS TOCYIapCTBEHHBIX OPIaHOB

- 3TaIlbl Pa3BUTHS TEXHOJIOTHI

- C pa3BUTUEM CHCTEMbI 00pa30BaHuUs

11. Cpean 10 OCHOBHBIX aAMEPUKAHCKMX HAaNpaBJieHHH B 00JaCTH YyIpaBJIeHUs
Ka4eCTBOM IpPeACTaBJIeHbl, B TOM YHCJe, TAKHE KaK

- OTKa3 BMEIIMBATHCS B CTPATETHUIO U TAKTUKY IIOCTABIINKOB

- obecrieyeHne KOJUIEKTUBHOTO y4acTHUsl B OBBIICHUH KauecTBa

12. Ilonsitue «mosautuka 100% kavyecTBa» nmoapasymeBaer:

- Y4aCTHE Ka)XJ0r0 COTPYIHUKA B MEPONIPUATHSIX 10 NOBBIILICHUIO KAYECTBA

- Bes nponykuus, npeuiaraemast moTpeOUTENIO, JOHKHA OBITh KAUeCTBEHHOM.

13. O0bexkTamMu CTAHAAPTU3ALMH B TYpU3Me SBJIAIOTCS:

- TYPUCTHYECKUE IPEANPUITHS

- IPOLIECCHI TYPUCTUUYECKOTO 00CTYKUBAHUS

14. B npoumecce wucnoab3oBanusi auarpamm Ilapero BBINOJTHATCH CieAyOLINe
npoueayphbl:

- Ipo0IeMbl KJIacCUPHUIMPYIOTCS 110 UHAUBUAYAIBHBIM (pakTopam

- BBISIBJICHA I'PYIINIa OCHOBHBIX ()aKTOPOB, BIMSIOMIUX HA KA4eCTBO

— cpeaHee apupMeTHIEeCKOe BeAyINX (haKTOPOB.

15. B cdepe TypHCTCKO-3KCKYPCHOHHBIX YCIYI CYLIECTBYIOT CJeAyIOIIMe KaTeropuu
CTAHJAPTOB:

- TOCYJIapCTBEHHBIE CTaHAAPThI

- CTaHJIapThl IPEAIPUATHUS

- B€JIOMCTBEHHbBIE CTaHIapPThI

16.Mexnynapoansltii crangapt 1SO 9000 ompeneasier 11 cragmii «meTjm KadecTBay,
BKJIOYasi, HAIIpUMep,

- OpraHu3anus Ipou3BOICTBa

- KOHTPOJIb HaJl peajin3alueil mpoayKuuu (yciayr)

17. KTo pykoBoauT padoroii B 00s1acTu ctanaapruzauuu B Poccuiickoit @exepanun?

- MenepanbHOE ar€HTCTBO 110 CTAHIAPTU3ALMH

- T€HEpaAJIbHBIA TUPEKTOP KOMIaHUU

- [Tomromounb nipencrasurens [Ipesunenra Poccniickoit denepanuu B peruoHe.

18. OcHOBHBIC 321241 CTAHAAPTH3ALUH B cepe TYPHCTCKO-IKCKYPCHOHHBIX YCJIYT:

- YCTaHOBJICHHE HOMEHKJIATYpPbI IIOKa3aTeJIel KauyecTBa YCIYT U YCIyT AJIs TypUCTOB

- YCTaHOBJICHHE IPOTPECCUBHBIX TPEOOBAHUN K KaUEeCTBY YCIYT U 00CITY>KMBaHUS.

- yCTaHOBJIEHHE TPeOOBaHUI K OpraHaM MECTHOTO CaMOYIPABJICHHUS IO YIPaBICHUIO

TYPUCTHYECKHE MTPEATIPUATHS.

19. IlpuynHBI HEyJA4YH MPOLECCA COBEPIICHCTBOBAHUS AeATEILHOCTH NPEeANPUATHSA

- Oe3BIHUIIMATHBHOCTh PYKOBOJCTBA KOMITAHUHU

- IU10Xast ”HPOPMHUPOBAHHOCTH PAJOBBIX PAOOTHUKOB

- [Inoxo pa3BUTHIE TEXHOJIOTUYECKHUE MTPOLIECCHI

20. MeToabl U3MepeHUsi MOKAa3aTeleil KauecTBa:

- HHCTPYMEHTaJIbHBII



- Jlornueckune
- COLIMOJIOTUYECKUN

1. How many key principles of system quality management (TQM) do the ISO 9000
International Standards establish?

- three

- five

- eight.

2. Complete the statement: *"Strategic customer orientation in quality management
systems is provided methodically, technically and

- organizational

- information

- systematically.

3. The main meaning of the ""just-in-time"* principle in quality management is

- management of production stocks, deliveries and shipment

- timely deliveries of the required range and volume of raw materials (products,

services) in accordance with the approved technological process

- making the necessary management decisions "on time"

4. Important requirements for the quality of services in the hospitality industry are

- safety requirements

- requirements for accuracy and timeliness of execution

- typicality requirements for a given specific territory

5. How many groups of product quality indicators do the International I1SO standards
provide for?

- four

- seven

- ten

6. The specificity of Japanese approaches to quality management is

- nationwide quality control program

- application of foreign experience

- the use of "incentive tours™ in personnel management.

7. The administrative approach to quality management is

- achieving 100% quality at any cost

- 100% participation of employees in the improvement of the management process

- use of the authority of the administration in the management of production?

8. The economic approach to quality management is

- all-round saving of production resources

- ensuring an optimal level of quality

- Manager-economist at the head of the enterprise management.

9. What determines the optimal level of quality?

- the break-even point of investments in management improvement

- volume of output

- rational indicators of quality

10. The evolution of the concept of quality is closely related to



- administrative decisions of government bodies

- stages of technology evolution

- with the development of the education system

11. Among the 10 main American directions in the field of quality management are
presented, including, such as

- refusal to interfere in the strategy and tactics of suppliers

- ensuring collective participation in quality improvement

12. The concept of ""policy of 100% quality"* implies:

- participation of each employee in quality improvement activities

- All products offered to the consumer must be of high quality.

13. The objects of standardization in tourism are:

- tourist enterprises

- tourism service processes

14. In the process of using Pareto charts, the following procedures are carried out:

- problems are classified by individual factors

- a group of main factors affecting the quality is identified

- is the arithmetic mean of the leading factors.

15. There are the following categories of standards in the field of tourist and excursion
services

- state standards

- enterprise standards

- departmental standards

16.The international standard I1SO 9000 identifies 11 stages of the '‘quality loop™,
including, such as

- organization of production

- control over the sale of products (services)

17. Who manages the work in the field of standardization in the Russian Federation?

- Federal Agency for Standardization

- CEO of the company

- Plenipotentiary Representative of the President of the Russian Federation in the region

18. The main tasks of standardization in the field of tourist and excursion services:

- establishment of the nomenclature of indicators of the quality of services and services for
tourists

- establishment of progressive requirements for the quality of services and maintenance

- establishment of requirements for local governments on management

tourism enterprises.

19. Causes of failure of the process of improving the activities of the enterprise

- lack of initiative of the company's management

- poor awareness of ordinary workers

- Poorly developed technological processes

20. Methods for measuring quality indicators:

- instrumental

- brain teaser

- sociological



Ixkana oueHUBaHUA
OneHka pe3yapTaTOB MPOU3BOAUTCS ~ Ha ocHoBe [lomoxkeHHuss O TeKylleM KOHTpOJie

YCIIEBAEMOCTH OOYYarOIUXCS M MPOMEXYTOYHON aTTeCTAllM O0ETaloMIUXCsl 0 00pa3oBaTeIbHBIM
nporpaMMmaM — CpeJHero Mpo(ecCHOHAJLHOTO W BhIcHIero oOpa3oBaHus B  (enepasbHOM
rOCy/IapCTBEHHOM  OIO/DKETHOM|  00pa3oBaTENIbHOM  YUPEKICHUM  BBICHIETO  OOpa3oBaHUS
«Poccuiickas akajgeMuu HApPOJHOIO XO3MWCTBA M TOCYIApCTBEHHON ciyxObl mpu [lpesuneHte
Poccuiickoit @enepanuny», yreepxaeHaoro Ilpukazom Pexropa PAHXul'C npu Ilpesunenre PO
ot 30.01.2018 1. Ne 02-66 (.10 pa3nena 3 (mepBbiii a63am) u 1m.11), a Taxke Pemenus Yuenoro
coBera CeBepo-3anagHoro uHctutyta ynpasienuss PAHXul'C npu IIpesunente PO ot 19.06.2018,
npoTokoa Ne 11.

OneHKa «OTJIMYHO» BBICTABISACTCS B CIydae, €CIU MPU YCTHOM OTBETE CTYACHT IPOSBUI
(nmokazan):

- IIIyOOKO€ M CHCTEeMHOE 3HAHHE BCETO MPOrpaMMHOI0 Marepuajia yd4eOHOTo Kypca, U0
OTBET IIOCJIE0BATEIBHO U YOSAUTEIBHO;

- OTYETIMBOE M CBOOOJHOE BiaJIeHWE KOHIENTYaJIbHO-TMOHITHUHHBIM anmnapaToM, HAay4YHBIM
SI3BIKOM U TEPMUHOJIOTUEH COOTBETCTBYIOLIEH NUCIUTLIIMHBL;

- YMEHHE MPABWIBHO MPUMEHATh TEOPETUUYECKUE TMOJOKEHHS MPH PEIICHUU MPaKTUYECKUX
BOIIPOCOB U 3a]1aY;

- YMEHHE CaMOCTOSTEIPHO BBIMOIHATH MPEAYCMOTPEHHBIC IPOTPAMMOM 3a/IaHUS;

- HaBBIK 000CHOBAHHUS MTPUHSITOTO PEIICHUSI.

OneHKHN «XOpOIIO» BBHICTABISAETCS B CIy4yae, €CIM IPU YCTHOM OTBETE CTYACHT IPOSBUI
(mokaszan):

- 3HaHHE Y3JIOBBIX MPOOJIEM MPOrPaMMbl U OCHOBHOT'O COJIEP>KaHUs JIEKIIMOHHOTO Kypca;

- yMEHUe MOJIb30BATHCSA KOHIIENITYaIbHO-TIOHSTHIHBIM anmnapaTom yMEHUE
MIPEUMYILIECTBEHHO NPABUIIBHO MPUMEHITh TEOPETUUECKHUE TOJIOKEHUS MPU PEIICHUH MTPAKTUYECKHUX
BOIIPOCOB U 3a]1a4,

- YMEHHE BBIIOJIHATH IPEYCMOTPEHHBIE TPOrPAMMOM 3aaHMS;

- B 1I€JIOM JIOTUYECKH KOPPEKTHOE, HO HE BCErJa TOYHOE U apryMEHTHPOBAHHOE U3JI0KEHHE
OTBETA.

OneHKN «y10BJI1eTBOPUTEIbHO)» BBICTABIISIETCS B CIy4yae, €CJIU IPU YCTHOM OTBETE CTYICHT
MposiBUJ (TOKa3an):

- (pparmeHnTapHbIe, MTOBEPXHOCTHBIC 3HAHUS BAKHEHIIINX pa3/IelIOB MPOrPaMMBI U COIEPIKAHUS
JEKIMOHHOIO Kypca;

- 3aTPyIHEHUS C UCTIOJIH30BAaHUEM HAYYHO-TIOHITUMHOTO amnmapaTa ¥ TEPMUHOJIOTUN y4eOHOI
JUCIUTLTUHBI;

- 3aTPYAHEHUS C NMPUMEHEHHEM TEOPETHYECKHX IOJIONKEHUN MpU PEelIeHUU MPaKTHUYECKUX
BOIIPOCOB U 3a/1ay,

OneHka «HeyJAOBJIETBOPUTEJIBLHO» BBICTABISIETCd B Cllydae, €CIM IMpPHU YCTHOM OTBETE
CTY/ICHT MPOSBUII (ITOKa3a):

- HEe3HaHHE JUO0O0 OTPHIBOYHOE MPEJCTAaBICHNUE YIeOHO-ITPOrPaMMHOTO MaTepUaa;

- HEYMEHME MHCIIOJIb30BaTh HAYYHO-TIOHSATUHWHBIA amnmapar U TEPMHHOJIOTHIO y4eOHOU
JVICIIATUTHHEL,



- HEYyMEHHE NPUMEHSITh TEOPETUUECKUE MOJOKEHUS PU PELIEHUU TPAKTUYECKHUX BOIIPOCOB U
3ajad4,
- HEYyMEHHE BBIIOJIHATH IPEyCMOTPEHHBIE IPOrPAMMOI 3aaHMUSL.

TectupoBanue. [Ipu OlCHMBAaHMM YYHUTBHIBACTCS TNPOIEHT NMPAaBHIBHBIX OTBETOB HA BOIIPOCHI
tecta. Menee 60% npaBUIbHBIX OTBETOB — OLIEHKA «HE 3auTeHO». bonee 60% mpaBUIBHBIX OTBETOB
— OIIEHKA «3aYTCHO.

6. MeToguyeckue MaTepuajbl 10 OCBOCHUIO TUCHHUIINHBI

CryneHT JomycKaeTcs K 9K3aMEHY 110 JUCLUIUIMHE B CIIy4ae BBIIIOJHEHUS UM BCEX 3alaHui U
MEpPONPUATHHA, TPEAYCMOTPEHHBIX MPOTPAMMON JAUCIUILTUHBI.

DK3aMEHbI OPraHU3yIOTCS B MIEPUOJT CECCHH B COOTBETCTBHH C TEKYIIUM T'padUKOM y4eOHOTrO
Ipouecca, yTBEPXKIEHHbBIM B  COOTBETCTBUM C  ycTaHOBIeHHbIM B C3UY  nopsakom.
[IpoaoMmKUTENPHOCTh DK3aMEHA IS  KaXJO0ro CTY/AE€HTa HE MOXKET IpeBbIIIaTh YEThIPEX
aKaJeMHYECKHX 4acoB. DK3aMEH He MOKeT HauuHaTbcs paHee 9.00 yacoB U 3aKaHYMBATHCS MO3/HEE
21.00 yaca. Bpemst Ha MOJArOTOBKY OTBETOB IO OMJIETYy KaXkIOMy OOydarouiemycsi OTBOAUTCS 45
MuHYT. [Ipu siBKe Ha SK3aMeH 00yJarOIIUIACs JODKEH UMETh IIpU cebe 3a4eTHYI0 KHIKKY. Bo Bpems
9K3aMeHa O0ydYaroluecsl 0 PelIeHHI0 IpenoaaBaTeliss MOTYT M0JIb30BaThCs Y4eOHOM IporpamMmoit
JUCLUILIMHBL U CIIPaBOYHOM juTepaTypoil. O1ieHKa 3a 3K3aMeH MPOCTABIISETCS B dK3aMEHAIIMOHHOM
BEJOMOCTH M 3au€THBIX KHUXKaX CTYJIEHTOB, IIPU 3TOM OLEHKHU «HEYAOBJIETBOPUTEIHHO» B
3aUETHYIO KHIDKKY CTYJEHTOB HE IIPOCTABJISIOTCS.

O6yuenne no nucuuruinie b1.B./1B.02.01 «YmnpaBneHue kauecTBOM yCIyT B TOCTUHUYHOM
npeanpustan / Service quality management in a hotel enterprise» npenmnosnaraer u3y4enue Kypca Ha
ayJUTOPHBIX 3aHATUAX (JEKUUU U MPAKTUYECKUE 3aHATHSA) U CAaMOCTOSITEIbHOM pabOThl CTY/IEHTOB,
BKJIIOYasi MOArOTOBKY K 3auéty. [Ipaktnueckue 3ansatus pucuuminiel b1.B.J1B.02.01 «Ynpasnenue
Ka4eCTBOM yCIIyT B TOCTUHMYHOM mipennpusituun / Service quality management in a hotel enterprise»
MIpPENIoIaraloT UX MPOBEACHUE B Pa3IMYHbIX (OpMax C IEJbI0 BBISABIECHUS MOJYYEHHBIX 3HAHUMH,
YMEHUH, HABBIKOB ¥ KOMIIETCHIIUH.

Iloozomoeka Kk n1ekyuu
C nenbro o0ecreyeHus yCIemHoro 00y4eHus: CTYACHT JIOJKEH TOTOBUTHCS K JICKIIUH,
MTOCKOJIbKY OHa SIBJISIeTCS] BaKHEH e popMoii opraHu3auy yueOHOTo porecca, OCKOIbKY:
— 3HAKOMMUT C HOBBIM Y4€OHBIM MaTe€pHalIOM;
— pa3bscHsET yueOHbIE 3JIEMEHTBI, TPYIHbIE ISl TOHUMaHUS;
— CHCTeMaTU3UpPYyeT yueOHbII MaTepHalt;
— OpHUEHTHPYET B yueOHOM Mpoliecce.
Iloozomoexa K neKyuu 3aKn0Uaemcs 6 ciedyrouiem:
— BHUMAarTelIbHO MPOYUTANTE MaTepua NpeabLAYIIeH TeKInu;
— Y3HaiiTe TeMy NpeACTOosIIEeH JeKIUH (10 TEMaTHYeCKOMY IUIaHy, 10 HHPOPMALIUH JIEKTOpa);
03HAKOMBTECH C YUEOHBIM MaTE€pPHUaIOM MO YYeOHUKY U y4eOHBIM OCOOUSIM;
nocrapaiTech yACHUTh MECTO U3y4aeMOM TeMbI B CBOEH MPOQecCHOHATbHOM MOATOTOBKE;
3aIUIIATE BO3MOXKHBIE BOIIPOCHI, KOTOPHIE BbI 33/1aAUTE JIEKTOPY Ha JICKIUH.
Iloozomoexa kK npakmuueckum 3aHamusam:



— BHUMATEJIBHO TNPOYUTANUTE MaTepUas JICKIMA, OTHOCSIIMXCS K JaHHOMY CEMHHApCKOMY
3aHATHUIO, 03HAKOMBTECH C YICOHBIM MAaTEPHAJIOM 10 YU€OHUKY U y4€OHBIM TTOCOOHUSIM;

— BBINUIIATE OCHOBHBIC TEPMUHBI;

— OTBEThT€ HA KOHTPOJBHBIC BOIMPOCH MO CEMHUHAPCKUM 3aHATHSM, TOTOBHTECh JIaTh
Pa3BEPHYTHIN OTBET Ha KAKIBIN U3 BOIIPOCOB;

— YSCHUTE, KaKkue ydeOHBbIC 3JIEMEHTBI OCTAIUCh ISl BAC HESICHBIMU U TIOCTApANTECh MOIYYUTh
HAa HHUX OTBET 3apaHee (IO CEMHHApPCKOTO 3aHATHS) BO BpeMsl TEKYIIUX KOHCYJIbTAIIHMA
MIPero1aBaTeds;

— TOTOBUTBHCS MOXHO WHIWBUAYAIBHO, IMApaMU WK B COCTaBE MAJON TPYIIIbI, MMOCICTHUE
SBIsItOTCS D PeKTUBHBIMUA (popMaMu pabOTHI.

Iloozomoexa k onpocy nipencTapisieT co00W MPOEKTHUPOBAHUE CTYICHTOM OOCYXKACHUS B IPYIIIE B
¢dbopMe auckyccuu. B 3TUX 1eNax CTyAeHTY HE0OX0AUMO:

— CaMOoCTOSITENLHO BBIOpaTh TeMy (TpobiemMy) A MPOBEASHUS OIpoca;

— pa3paboTath BONPOCHL, TNPOAYMaTh MPOOJIEMHBICE CHUTyallud (C  HCIOJIh30BAaHUEM

MEPUONYECKOM, HAYYHOH JINTEPATYphl, a TAKKE UHTEPHET-CANTOB);

— pa3paloTaTh IUIAH-KOHCIEKT OOCYXKJIEHUSl C yKa3aHUEM BpEMEHHU OOCYKJEHHUs, BOIIPOCOB,

BapHaHTOB OTBETOB.

Bribpannas crynenTom Tema (mpoOiema) H0bKHA ObITh aKkTyajdbHA Ha COBPEMEHHOM STare
pa3BUTHUSA, JODKEH OBITH MPECTAaBICH MOJPOOHBIN MIAH-KOHCIIEKT, B KOTOPOM OTPa)KCHBI BOMPOCHI
JUIS JTUCKYCCHH, BpPEMEHHOM periaMeHT OOCYXICHMs, IaHbl BO3MOXHBIE BapHaHTHl OTBETOB,
WCIOJIb30BaHbI IPUMEPHI U3 HAYKU U TPAKTHKH.

MeTtoauyecKkue yKa3aHus 10 OPraHU3alMU CAMOCTOSITEILHON PadoThI

VYcnentHoe OCBOGHHE  TUCHMIUIMHBI — MPEIONaraeT akTHBHOE, TBOPYECKOE YydacTHe
oOyJaromuxcsi Bo BceX popmax ydeOHBIX 3aHATHH, OMPEACIICHHBIX IS JAHHON JTUCIIUTUTHHEIL.

CamocrosiTenpHast padoTa 00ydJaroImuXcs MPeIInoiaraeT u3yuyeHrue B COOTBETCTBUU C JTAHHBIMU
METOJIMICCKUMHU PEKOMEHIANMSIMI YIeOHOW M HAyYHOW JTUTEPaTyphl, HOPMATUBHBIX JOKYMEHTOB,
JTAHHBIX HAyYHBIX HWCCJICIOBAaHUHN, MaTepUaioB HWHTCPHET-NCTOYHHKOB, a TAaKXKE  BBITIOJHEHUE
MPAKTUYECKUX 3aJIaHul, TMOATOTOBKY JIOKJIAIOB W pedepara, MOATOTOBKY K TECTUPOBAHUIO H
KOHTPOJIBHON paboTe, K ONMpocaM Ha 3aHATHAX U K 3a4eTy. PEKOMEHIAIMU 110 HaydIHOU JUTEepaType,
MH(POPMAIIMOHHBIM UCTOYHUKAM U yU€OHO-METOIUUECKOMY 00€CIIEUEHUIO CaMOCTOSATEILHON PabOTHI
conepxatcs B pazaene / ganHout PTIJI.

MeTtoanyeckue peKOMEHAAUMH 110 MOAT0TOBKE K OIpocy

VYCTHBIH oOmpoc SIBISETCS OJHHUM U3 OCHOBHBIX CIIOCOOOB TPOBEPKH YCBOEGHMSI 3HAHHM
oOyyaromuMucs. Pa3BepHyTbIil OTBET CTy/IEHTa JOJDKEH NPEACTaBIATh COOON CBA3HOE, JOTMYECKH
MocjeIoBaTelbHOE COOOIIEHHE Ha ONPEACICHHYIO T