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1. IlepeyeHb MIaHNpPYyeMbIX pPe3yJIbTATOB 00yUeHHs M0 JTUCHHUILINHE, COOTHECEHHBIX C
IUIAHMPYEeMbIMH pe3yJIbTaTaAMH 0CBOCHHUsI 00pa30BaTeIbHON NPOrPaMMbI

1.1. llenu oCBOCHUS TUCIUILINHEL
LensaMu OCBOCHUS JUCIUIUIMHBI SBIISIOTCS:
-  U3y4YeHHUE OCOOCHHOCTEH OpraHU3aIluu MPOIECCOB MPOM3BOICTBA M OKA3aHUS YCIIYT;
-  OCBCIICHHUE MPUHITUTIOB U METOJIOB ()YHKIITHOHUPOBAHUS CHCTEM YIPABJICHHS Ka4eCTBOM
B CEPBHUCE;
- (QopMHpOBaHWE 3HAHWU CTYJCHTOB B BOMPOCAX H3YYCHHS U pPa3pabOTKU CHCTEM
yIpaBIeHUS KA4eCTBOM Ha MPEANPUATHIX chephl cepBuca.

B coorBerctBHM ¢ BHIaMu TPO(ECCUOHATBHOW  JIEATCIIBHOCTH, Ha KOTOPBIC
OpUEHTHpOBaHa oOpa3oBaTeibHas TMporpaMma HampaBICHHsS TOIATOTOBKH, COJICpXKaHHE
JUCIUILTAHBI TIO3BOJIUT O0YUAIONIMMCSI pEIIaTh CIeAyIONIHe MpodeccHoHabHbIC 3a/1a4H:

NMPOU3BOACTBEHHO-TEXHOJIOTHYECKAS eI TeJIbHOCTD:

MMOATOTOBKA TEXHUYECKOM AOKYMCHTAIUHU 110 MCHCPDKMCHTY Ka4€CTBAa TCXHOJIOTUYCCKUX
IMponeCcCOB HAa NMPOU3BOJCTBCHHBIX YUaCTKax.

1.3. Komnierennuu obyuatomierocs, popMupyembie B pe3yIbTaTe OCBOCHHSI TUCIIUILTAHBI

B pesynprate oOCBOGHHMA JUCHMIUIMHBI y oOOydamomuxcs (QOpMHUPYIOTCS — CleAyIoLue
KOMIIETEHLINH:

Kon HaunmeHnoBaHue KOMITETECHIIUN
KOMIICTCHI]
207
1 2
[K-12 CHOCOOHOCTh ~ y4YacTBOBaTh B  paboTax MO JOBOJAKE UM  OCBOCHHIO

TEXHOJOTHUYECKUX TMPOLECCOB B XOJ€ TMOATOTOBKM TMPOU3BOJICTBA HOBOM
MPOAYKUHMHU, IPOBEPSITH KAYECTBO MOHTAXKa U HAIAJIKU IPU UCIIBITAHUAX U CAAYE
B DKCIUTyaTaIlMi0 HOBBIX OOpasloB M3JACIWN, Y3JI0B U JACTaJIed BBITyCKaeMOH
NPOJYKITUU

1.4. IlepedeHb IIaHUPYEMBIX PE3YJILTATOB O0YUYEHHSI 10 AUCIUTIINHE

TexHonoruu Cpencrsa u
TEXHOJIOTHH OLICHKHU

(dopmupoBaHus
10 YKa3aHHbBIM
Pe3ynbpTaThl OCBOEHUS IUCUUIUIMHBL | KOMIIETEHIMH 110
pe3ysibTaTamMm
YKa3aHHBIM pe3yJibTaTaM
3naem:

- OCHOBHbIC METOJBI Pa3pabOTKY, | nexyuu, npaxmudeckue Tecmuposanue,
BHEAPEHUS U (PYHKLIMOHUPOBAHUS sansmus, yemuwtii onpoc
CUCTEM YIPABJIEHUS] KAYECTBOM

camocmosmenvhas paboma
Ymeem:
- Onpenensith STallbl | ppakmuyeckue 3aHAMuUA, Ilooecomoska

TEXHOJIOTHYCCKOT'O mpornecca,

camocmosmenvHas paboma | 0okiaoa,
BIUSIONINE Ha (POPMUPOBAHUE

. npezenmayuu
KOHKPETHOM  XapaKTepUCTHKHU
3awuma
IPOAYKIINH W
- [IpumensTe METO/IbI NpaKmuyeckux pabom

KBAJIMMCTPHUICCKOI'O aHaJn3a




npu MPOEKTUPOBAHUH
MPOYKIMH (YCITYT)

Hmeem npaxmuuecxuﬁ onbslim:

COop HaHHBIX IO IMOKa3aTesIM
KauecTBa,  XapaKTEePU3YIOIINX

pa3pabaTbiBacMyI0 u
BBIITY CKaEMYI0 HPOIYKIIHIO,
paboThI (ycmyrm) TUTST

Pa3IMYHBIX 3TAlOB >KU3HECHHOIO
IUKJIA U3JICITUM;

IIpencraBneHne  pyKOBOACTBY
OTYETA 110 aHAJIMU3Y PE3YJIbTATOB
IIPOBEJEHUSI KOPPEKTUPYIOLIUX
JNEUCTBUM  II0  YCTPaHEHUIO
nedeKTos, BBI3bIBAIOIINX
YXYALIEHUE KAueCTBEHHBIX U
KOJIMYECTBEHHBIX  IIOKa3aTelen
IpoAyKIUM (YCIyr) Ha CTaauu
IIPOU3BOJACTBA TMPOAYKLHU U
OKa3aHUs yCIyr

npakmu4ecKkue 3aHAmusl,

3awuma

peuwierue pazHoyposHesvix U | npakmuyeckux pabom

npooieMHbIX 3a0ay

2. MecTO IMCHUIIUHBI B CTPYKTYpe 00pa3oBaTe/IbHOM IPOrpaMMbl

JlMcuumniinHa OTHOCUTCS K 8ApUAmMueHOl 4acTu, TUCIUIIIMHAM 1O BBIOOPY.
Ee ocBoenue ocymiecTBisieTcss B8 ceMecTpe NpU OYHOM M B 9 cemMecTpe IpH 3a04HOMI
dbopme oOyueHusl.

Ne Ko xommerenmmm(ii)
o/ HanmeHoBaHMe AMCIUTUINH, OTIPEACTISIONINX
I MEXTUCIUIUTMHAPHBIE CBA3H
[TpeamecTByONE TUCIUIUIMHBI
1 CepBucHasi 1eTENbHOCTh OK-6, OK-7
2 MeTpousiorusi, cTaHaapTH3aLMs U cepTUhUKALUS [1K-12
3 YpaBiaeHue TEXHUUYECKUMU CUCTEMAMU I1K-13
[Tocnenyromue TUCHUIIIMHBL
1 CeparicHoe o6ciysxuBanre BMII | [1K-13, [1K-14




3. O0beM IMCHUILIHHBI B 3a4€THBIX ¢ANHULAX € YKAa3aHHEM KOJIHYeCTBAa AKaJeMHYeCKHX
YacoB, BbIIeJIEHHbIX HA KOHTAKTHYI0 padoTy o0y4aroluxcs ¢ npenojaasareJsieM (1o
BH/IaM y4eOHBIX 3aHATHII) 1 HA CAMOCTOSAITEJIbHYIO padoTy

PacnpeneneHHe d)OHHa BpCMCHHU 110 CCMCCTpaM M BHUaM 3aHATHHI

Bunp! 3ansTHii ouHas popma 3aoyHas hopma
o0yueHus o0Oy4eHus

Hroro yacos 108 u. 108  u.
3aueTHbIX €IMHUIL 3 3. 3 3e.
Jlexumu (4ac) 18 4
[IpakTuueckue 3aHsATHUsA (Yac) 28 10
JlaboparopHbie paboThI (4ac) - -
CamocrosiTenbHast pabota (dac) 62 90
KypcoBoii npoekt (pabota) (-,-) - -
KontposbHas padota (-,-) - -
DK3aMeH, ceMecTp /Jac. - -
JudbdepeHnmpoBaHHBI 3a4ET, CEMECTP 8 9/4
KonTponbHas paborta, cemectp - -

4. CopepskaHue TUCUUILIHHBI, CTPYKTYPHMPOBAaHHOE 110 TeMaM (pa3jesiaM) ¢ yKa3aHueM
OTBEJEHHOI0 HA HUX KOJIMYEeCTBA aKaJeMUYeCKUX YaCOB U BHI0B YUeOHBIX 3aHATHI

4.1. Conep:xaHue IMCUMILINHBI

Bunpl yueOHBIX 3aHATHH,
BKJIFOYAsi CAMOCTOSATENbHYIO

paboTy CTYJIEHTOB 1 Cpencrsa
Ne u
HaumeHoBaHKe pasiesioB 10 TEMaM TPY/IOEMKOCT (B TEXHONOL
n/m aKaJeMHUYECKHX Yacax)
1707
IIpaktnu | Camocr. OLIEHKH
Jlekuun p H
paboThI pabora
1 2 3 4 5 6
1. | Tema 1. CounajbHoe 3Ha4YeHHE YCIYT. 2/- 2/- 6/10 TECTHPOBA
1 | OcobeHHOCTH OpraHu3auM HHe

NeSTEeJIbHOCTH NpeInpusTuii cepnl
cepBuca.
OcHosHoe codeporcanue

1. OcoOeHHOCTH yCIIyT MO0 CPAaBHEHHIO
C MpPOAYKLHUEH, KOTOpbIE CKa3bIBAIOTCSA HA
XapakTepe padoT MO CTaHIApPTU3ALNH U
cepTU(UKALINU YCITYT.

2.XapaKkTepucTHKa IPEANPUATHN
cepsl cepBUCA C YYETOM BBIICICHHBIX
0COOEHHOCTEH.




Tema 2. CTpykTypa mpouecca OKa3aHHMs 2/- 2/- 8/10 VeIl
yeayru onpoc
OcHnognoe codepoicarue
1. PaumonanbHas OpraHu3aIHs
mporecca OKa3zaHus yCIyT.
2. XapakTepHCTUKa MOJIENN Mpolecca
OKa3aHUsl yCIYTH.
Tema 3. Ilpeanpusitue cepbl cepBuca 2/- 2/- 8/12 3amuTa
KaK NMPOU3BO/JCTBEHHAsI CCTeMa paboTsI
OcHosHoe cooeporcanue
1. BrlaeneHue xapakTepHbIX CBOWCTB
9KOHOMHUYECKOH (MPOU3BOICTBEHHOM )
CHCTEMBI.
2. HW3yueHue coctaBa MPOU3BOJICTBEHHOM
CHCTEMBI.
3. Iloctpoenue Monenu NpeanpusTs
cdepsl cepBHca KaK OTKPBITON
MIPOU3BOJCTBEHHON CUCTEMBI.
4. Knaccuduxanuus npeanpusITuii cepsl
CepBHCa M0 Pa3IMYHBIM MPU3HAKAM.
Tema 4. [lonsiTHE M MOKA3aTEH 2/- 4/2 8/12 3amura
KavyecTBa YCJIYyI' 1 NIPOAYKIUH pa6OTI:I
OcHosHoe cooeporcanue
1. Brinenenne ocoOeHHOCTEH yCiyT,
BIUSIIONINX HA OLIEHKY UX KauecTBa.
2. IToctpoenne  cxeMbl  OXHAAHUHN
MOKYTAaTeJIe MpH OLIEHKE KadecTBa
YCIIyT.
3. WN3ydyenne  Hambonee  Ba)HBIX
MapaMeTpoB  OLIGHKH  KayecTBa
YCIyT.
4. Onpenenenne  mnokasareinen s
OLIEHKM KayecTBa OOCIy>KUBAHHS
KJIMEHTOB.
Tema 5. ®dakTopsl, 2/1 4/2 8/12 TECTUPOBA
¢dopmupywIe Ka4ecTBO HUeE

YCJIYT M MPOAYKIHHU
OcHosHoe cooeporcanue

1. OnpeneneHue 3TanoB BbITOJIHEHUS
Pa3IUYHBIX YCIYT.

2. AHanu3 (aKkTopoB, BIHAIOLIMX Ha
Ka4eCTBO yCIyT Ha 3TallaxX UX BBITOJHCHUS.




Tema 6. 3amaun u ¢GopMbI OpraHu3anumn 2/1 6/2 6/10 TECTUPOBA
KOHTPOJIA KauecTBa YCIYI U NPOAYKIHMH HHE
OcnosHoe cooepoicanue
1. OOume NpUHIUIBI PAIIMOHAIBHON
OpraHu3aIH TEXHUIECKOTO
KOHTPOJIsl Ha NPEANPUATUSAX chepbl
cepBuca.
2. Knaccuduxarms Bo3MOXKHBIX (HopM
KOHTPOJIsI KAUeCTBa yCIYT.
Tema 7. OcHOBBI 00ecrieueHHS KayecTBAa 2/1 4/2 6/10 Jloxnan,
00CJTy;KMBaHUS TIOTPeOUTEIS. TIPEe3eHTAIl
XapakTepucTHKAa BUIOB yCIyr U ¢opm s
00c/1y’)KUBaHUS MIOTPedOUTE s
OcnosHoe cooepaicanue
1. BaxHOCTb 3a/1a4y OpraHU3aLUH
Ka4eCTBEHHOTO 00CITy>KUBAHHS
notpeduTesnael 1 NOBbILICHHS
KOHKYPEHTOCIIOCOOHOCTH
HpeAnpusATUil ceprl cepBUCa.
2. Brigenenue (pakTOpoOB, BIHUSIONINX
Ha paboTy ¢ MOTPEOUTEIIMHU.
3. ®opMynHpoOBKa OCHOBHBIX IIeJIeH
paboThI C MOTPEOUTEIISIMH.
4. TlpuHUIMIIBI OpTaHU3AIIH
o0cCTyKUBaHUS TOTPEOUTENEH.
5. HanpasneHus npoBeIeHUs
crucTeMaTH4eckoi paboThl MO
HOBBIIEHHUIO () (HEKTUBHOCTH
00CITyKUBaHUSI.
6. XapakrepucTHKa BMJOB YCIyr IO
IpU3HAKaM.
7. Knaccudukamus bopm
o0cCTyKUBaHUS TOTPEOUTENEH.
8. IlporpeccuBHBIMU (bopmbI
o0cCTyKUBaHUS TOTPEOUTENEH.
Tema §. XapakTepucTHKAa KadyecTBa 2/1 4/2 6/8 3amura
TPYAa NepCcoHaJIa NPeANPUATHI cephl paboThI

cepBuca
OcHosHoe codeparcanue
1. O3HakomieHne c
MOHATUSMU «copepxKaHue Tpyaa»,

«KAa4eCTBO TPYAa», «YCIOBHUS TPYHay,
«MHTEHCUBHOCTh  TpyAa»,  «peajbHOe
Ka4ecTBO TPYAa».

2. XapakTepucTuka OCHOBHBIX
COCTaBJISIFOIIMX KadecTBa TPy/Ja MepcoHaia
npennpusitTuid chepsl cepBuca.




9. | Tema 9. CtangapTusanus 2/- -/- 6/6 VYTl
XapaKTePUCTUK Ka4ecTBa YCJIYT orpoc
OcHnognoe codepoicarue

1. O3HakoMmIIEHHUE C TpyIIIaMu
XapaKTepUCTHK KauecTBa YCIIYT;
00s13aTeNbHBIMU TPEOOBAaHUAMHU KayeCcTBa
yCIIyT; TpeOOBaHUSAMHU K TIEPCOHATTY;
XapaKTePUCTUKAMH KYJIbTYPBI
00CITyKUBaHUS B COOTBETCTBHUHU C
MexayHapoaHbMu cradgapramu MCO
9004.2.
2. OcHOBHbIE 0COOEHHOCTH
OTEYECTBEHHBIX padOT MO CTaHIApTU3ALUU
YCIIyT.
3. OcobeHHoCcTH 3apyOeKHOTO
MOAX0/a K CTAaHAAPTU3AIUHU YCIIYT.
uToro 18/4 28/10 62/90 | Qud.zauer
4.2.CoepxxaHue NPaKTHYECKUX 3aHATHI
O6bem dopma npoBeeHUs
4acoB | (peuienue pazHoypoGHesbiX U
npoobIeMHbIX 3a0ay,
Ne HaunmeHnoBaHue TeMbl MPaKTUYECKUX 3aHATHI CeMUHAP-OUCKYCCUSL, KPY2TIblil
CMOoJ, 3aWuma meop4eckKux
npoeKmos, mecmuposanue u
op.)
8 cemecTp (0uHOe) / 9 ceMecTp (3204HOE)

1 | 3ansaTue 1. CTpyKkTypa npouecca OKa3aHus yClIyTu 2/- TectupoBaHue, yCTHBIN

o1poc

2 | 3ansTHe 2. XapaKTepuUCTHKA IPeaAIpUITUs ChHepbl 2/2 | pewenue paznoyposHesvix u
cepBHca npooOIeMHbIX 3a0ay

3 | 3ansaTue 3. AHanu3 npuduH U GaKTOPOB, 4/2 Buvinonnenue
BJIMSIOIIMX HA KAYECTBO YCIYTH UHOUBUOYATILHO20 3A0AHUS
3ansTue 4. Onrcanue npouecca OKa3aHus yCiayru 8/2 Buinonnenue

UHOUBUOYATILHO20 3A0AHUS
1o c030aHUI0 Mooenu
npoyecca
3ausTue 5. VccnenoBanue yn0BJI€TBOPEHHOCTH 4/2 ponesas uepa
noTpeduTeNeii KaYeCTBOM YCIyT
3ansaTne 6. Onucanue xapakTepUCTUK KayecTBa 4/2 Buvinonnenue npaxmuueckozo
TpyJia IepcoHaia NpeAnpUsTHs chepbl cepBrca 3a0anus
3ausaTne 7. Opra#suzanuss JEATEIbHOCTH H 4/- 3awuma npoekma
obecrieueHne KauyecTBa HA MPEANPHUATHIX Cchepbl
cepBHca
Hroro 28/10




Buinonnenue nabopamopuuvix pabom yueOnvim niaHoM He npedycmMompeHo

4.3.CopnepxxaHue JJa60paATOPHBIX padoT

5. YueGHo-MeTOAMYeCcKOe OfecrieyeHHe CAMOCTOSATEbHOI padoThI

00yYaKIIMXCS MO TUCHHUIIINHE

TexHos0rnyecKkast KapTa cCaMoCTOATEILHON Pad0ThI CTYIEeHTA

Kon Hrorossiii CpencrtBa n Obbem
peanus MPOAYKT TEXHOJIOTHH 4acoB
N Bup nestenbHOCTH CTYJEHTOB o
yeMmoit CaMOCTOSITEIIbHON OIICHKU
(3amaHKs Ha CAaMOCTOSITENbHYIO paboTy)
KOMIIET paboThI
EHIUU
) 3 4
IIK-12 | TecT 1 caMOKOHTPOJIS TECT TECT
[IK-12 | BrinmonHeHue UHANBUIYAITbHBIX NunuBunyansHoe | 3amura MpoexTa
3a/IaHAK B XOJI€ TIOJITOTOBKH K 3a/laHne
MPAKTHYECKUM paboTam
Hroro 3a 8 cemectp / 9 cemectp (3/0)

[98)

9]

13.
14.

Pexomenayemas aureparypa: [4] - [15]
Coaeprxanue 3aJaHUM 1JIs1 CAMOCTOSITEIbHON PadoThI

Temwt pechepamos (3cce, 00K1a008)
OcoOeHHOCTH OpraHU3aIlK IEATEIbHOCTH NPeANpUsiTuii cepbl CepBHCa, OKA3BIBAIOLINX
OBITOBBIC YCIIyTH HACEJICHUIO (TYpHUCTUYECKHE YCIYTH, YCIYTH CPEICTB Pa3MELICHHS,
yCIIyTu OOLIECTBEHHOTO MUTAHMUSI, YCIYTU POSHUYHOM TOPTOBIHU U JIP).
3aKOHOATEIBCTBO B cpepe yCIyT.
Ocobennoctu chepsl yCayT.
XapakTepucTuKa MOJeNieil Impolecca OKa3aHWs YCIYTH Pa3IUYHBIMH TPEIIPUSTHIMH
cdepsl cepBHca.
XapakTepHucTuKa CBOMCTB 3KOHOMUYECKOH (IIPOM3BOACTBEHHOM) CUCTEMBI.
Knaccudukanuss npeanpusTiii cdepbl cepBHca MO pa3iuyHBIM Tpu3zHakaMm (dopme
COOCTBEHHOCTH, MOIIHOCTH, YPOBHIO CHEIHMaIM3allid, BPEMEHHU JeicTBus, (opme
o0CTy>)KMBaHUS U T.11.)
[TocTpoeHnre MoIe T MPOU3BOICTBEHHO-aIMUHUCTPATUBHOM CTPYKTYPBI TIPEIIPUSTHS.
@DaxTOopHl, BIAUSIONINE Ha TPOU3BOJACTBEHHYIO CTPYKTYPY IpeanpuaTuii cepsl cepBHca.
[TocTpoerne Moeny MPOU3BOJCTBEHHO-TEXHOIOTHUECKOW CTPYKTYPHI IIPEATIPUSATHSI.
[TapameTpsI OIICHKN Ka4eCcTBa yCIIYT.
[Topsiiok oLeHKM KadyecTBa 0OCTYKUBAHUS KIMEHTOB.
[Tokasarenn  kauecTBa JuIi  pPa3IMYHBIX BUAOB  yciayr (MaTepHalbHBIX U
HeMaTepUalbHbIX).
Oco0eHHOCTH YCITyT, BIUSIONINE HA BHIOOD MOKa3aTesel KauyecTsa.
ITokazartenn, XapaKTepU3yIOIIHe COIMAJIbHO-IKOHOMHUYECKYIO 3¢ PeKTUBHOCTH
MEPOIPHSITHIA IO MOBBIIICHUIO KA4eCTBA MPOAYKIIUU, YCIYT.




15. HOTpe6I/ITCJ'IBCKI/Ie OXXHJaHUs TIIPpU OLCHKE KauCCTBa YCIYI' HAa OCHOBC KIIHOUCBBIX

(hakTopoB.
16. CriocoObl H3y4eHus YIOBIETBOPEHHOCTH IMOTPEOUTENICH KaUeCTBOM YCIIYT.
17. Knaccudukanus ¢axkropo, GopMUPYIOMIHX Ka4eCTBO OBITOBON YCITYTH.
18.  Xapakrepuctuka (hakTopoB, ONPEACISIONUX Ka4eCTBO UCIIOTHEHUS YCITYTH.
19.  Xapakrepuctuka (pakTopoB, ONPEACISIOMNX KAYECTBO 00CITYKUBAHHSI.
20. DOranbl u ¢dakropel (HOPMUPOBAHMS KayecTBa KOHKPETHBIX YCIyr (MO 3aJaHUI0

npenogaBarensi). PopMbl M METOABl KOHTPOJS KayecTBa MPOIYKIMH, YCIYT,
UCTIONIb3YEMbBIC Ha MPEANPUATUAX cPephl cepBHUCca.

21.  Ponap oOcmyxuBaHus MOTpeOUTENell B  TOBBIIIEHHMH KOHKYPEHTOCHIOCOOHOCTH
IpeanpusITuii cepsl cepBuca

22.  XapakTepuCTHKa KOHKPETHBIX BUAOB ycIyr u (opMm OOCITyXKUBaHUS MOTpEeOUTENs C
Y4ETOM UX OCOOEHHOCTEH (110 3aJaHUI0 MPEToAaBaTeNs ).

23.  TlporpeccuBnbie GopMbI 0OCTYKUBAaHUS TOTPEOUTENECH.

24. Hanpagnenus noseimerns 3pGEeKTHBHOCTH 00CTyKHBaHUSI.

25.  TlonsiTe ¥ OCHOBHBIE CllaraeMble KyJIbTYphl 00CTY>KUBaHUS.

26. TpeboBanmss K TmepcoHally TMpennpusTHii cdepsl cepBuca B COOTBETCTBHU C
MEXIyHapOJAHBIMU CTaHJApTaMHU.

27.  llpuHuunsl U ciocoObl peryJIMpoBaHus OIUIAThI TPYla Ha MPEANpUATUSIX ceprl cepBuca.

28. Oco0eHHOCTH CTaHAPTH3AIIUN YCITYT.

29. 3apyOekHBIN OMBIT CTAHIAPTU3AINN YCITYT.

30. O06s13aTenbHas U J0OPOBOJIbHAS CePTU(DUKALIMS TPOTYKIIUU U YCIIYT.

31. OcoOeHHOCTH U MTOPSAAOK MPOBEACHUS CEPTU(UKALIUU YCITYT.

32. MHCTIeKITMOHHBIN KOHTPOJIb CEPTUDUIIMPOBAHHBIX YCIYT.

33. l'ocynapcTBeHHBINH HAI30p W KOHTPOJIb 32 COOJIIOJICHHWEM O0s3aTelbHBIX TpeOOBaHUMN

rOCy/IapCTBEHHBIX ~CTaHAAPTOB U TMpaBWil o0O0sA3aTenbHOM cepTudUKauuu U 3a
CepTHU(PHUKAIMOHHBIMH yCITyTaMH.

34, OnbIT cranpaptu3auud  yciuyr @OpaHIy3CKOM OpraHu3aluyd 10 CTaHJapTU3aLUU
(ADPHOP).

35. OneiT MexaynapoaHont ¢peaepannu oOyxranrepos (IFAC).

36. OcobeHHOCTH 3apyOeXHBIX IMOAXOJO0B K CTAaHAAPTU3ALMHU YCIYT, MPUEMIIEMBIX IS
OTEYECTBEHHOMN CTaHJIapTU3ALIHH.

37. Cocrasmsromue npoekra «I'modansHoi HHPOPMALMOHHON HHPPACTPYKTYPHI».

Bonpocul (mecm) ons camoxonmpons
? O cOUMaAIILHOM POCTE YCIYT CBHIIETEIBCTBYIOT (DaKTOPHI:
npUOBUT MIPEANPUATHS B cepe yCIyT;
00bEM MEXYHAPOIHON TOPTOBIIH yCIyTaMH;
NOTPEOUTEIBCKHUI CIIPOC HA YCITYTH;
00bEM IIPOU3BOJICTBA U HOMEHKIIATYPBI OKa3bIBAEMBIX YCIIYT.

? Pe3ynbTaT HEMOCPEICTBEHHOTO B3aUMOECHCTBUS UCIIOIHUTENS U IOTPEOUTES, a TAKKE
COOCTBEHHAs! IEeATEILHOCTh UCIIOIHUTENS 110 YAOBIETBOPEHHUIO MTOTPEOHOCTEN OTPEOUTENS -
3TO

YAOBJIETBOPEHHOCTB;

POy KLIKSE;

yclyra;

PE3yJIbTaTUBHOCTb.

? IloTpeOuTensiMu yCIIyTH MOTYT OBITh:
00IIIECTBO;



HacCeJICHUE;

HpEIpUITHE;
IpaX1aHNH;

BC€ BBIIIE NIEPEUHUCICHHOE.

? HemarepuanbHble TOTPEOHOCTH — ITO:
MMYIIECTBO B BUJIE BEIEH, BKIIIOYasi ACHBIH U IICHHBIE OyMaru;
MOCTPONKH, 3€MJIs, HEIBUKUMOCTD;
JIOMAIllHUE KUBOTHBIEC;
37I0POBBE YETIOBEKa, €ro 00pa3oBaHue, KyJIbTypa, TyXOBHBIC IEHHOCTH.

? Opranusaiysi He3aBUCUMO OT €€ OpraHU3aIllMOHHO-TIPaBOBON (hOPMBI, a TaKkKe
WHIMBUYAIbHBIA IPENPUHIMATEIb, OKAa3bIBAIOIINE YCIYTH MOTPEOUTENSAM 110 BO3ME3THOMY
JI0rOBOPY - 3TO

UCIIOJIHUTEIb YCIIyTH;

ACATCIBHOCTD UCIIOJTHUTEIIA,

NoTpeOUTENb YCIIYTH;

pe3yabTaT yCIyTH.

? K marepuasibHbIM NOTPEOHOCTAM OTHOCST
3I0pOBbE YEIIOBEKA;
oOpa3oBaHMe YelloBeKa, HHPOpMaIHs;
KyJbTypa, JyXOBHBIE [IECHHOCTH;
MOCTPOMKH, 3eMJIsl, HEIBHIKUMOCTb.

? JlesITeIbHOCTh NCTIOTHUTEIS TIPU HETIOCPEACTBEHHOM WIIH OMTOCPEIOBAHHOM (depe3
TEXHUUYECKHE CPEJICTBA) KOHTAKTE C TIOTPEOUTENIEM YCIIYTH — 3TO

coOCTBEHHAs JICITCILHOCTh UCTIOTHHUTEIIS;

NOTPeOUTENHCKUE YCITYTH;

00cITy )KHBaHUE;

pe3ynbTaT YCIyTH.

? VI3MeHeHne coOCTOsIHUS 00BEKTa YCIyTH WIN yIOBIETBOPEHHE MOTPEOHOCTEHN — ATO
coOCTBEHHAs JCATCILHOCTh UCTIOTHHUTEIIS;
NOTPeOUTENHCKUE YCITYTH;
00cITy )KHBaHUE;
pe3ynbTaT YCIyTH.

? CocTaBHas 4acTh YCIYTH, CBS3aHHAS HETIOCPEACTBEHHO C MPOIECCaMU OKa3aHUs yCIyTH:
pabora;
pe3yInbTarT;
yHxums;
TIPOYKITHSL.

? KoMpopTHOCTB, 3prOHOMHUYHOCTh, CAHUTAPHS, SCTETUKA HHTEPHEP U IKCTEPHEP COBPEMEHHOTO
000py/10BaHUSI U HHCTPYMEHTOB — 3TO:

MOKa3aTeIn B3aUMOICHCTBHS MOTPEOUTENS M UCTIOTHUTEIIS;

MoKa3aTesId BO3JICHCTBHS Ha MOTPEOUTENS YCIOBUSIMH 00CITy )KUBAHHUS;

MHAVBUYaJIbHBIN XapaKTep OKa3aHUs yCIIyTH;

[I0Ka3aTeIn OJTHOBPEMEHHOCTH OKa3aHMs U MOTPeOJICHHs! YCIIyTH.



? JocTymHOCTh, BEXKIUBOCTD, YyTKOCTh, AKKYPaTHOCTb, IPEIYyPEAUTEILHOCTD,
KOMIIETEHTHOCTb, YMEHHE JJOCTYITHO MPEJOCTaBUTh HHPOPMALIUIO KIUEHTY, 00ECTIEeYUTh
3¢ (HEeKTUBHOCTh KOHTAKTOB MPH 00CITYKUBAHUU.

XapaKTEpUCTHKHU YPOBHSI CEPBUCA;

BO3/ICIICTBHE HAa MOTPEOUTENS YCIOBUSIMH O0OCITYKUBAHUS;

npodeccuoHaibHble TPeOOBAHUS K IEPCOHAIY;

KOOpAMHALINS paObOT UCTIONHUTENS YCIYTH.

? HecoxpaHseMOCTh yCIIyTHM O3HAYaeT
YTO TPOIECC OKA3aHUS YCIYTH 3aBUCHT OT 00beMa U KadecTBa MH(DOpMAIINK;
MIPUBS3aHHOCTH K MECTY, TOPOY, PETHOHY;
YTO €€ HEeJb3s 3aI1aCTH BIIPOK;
KOOPJMHAIIMIO padOT UCTIOJHUTENS YCIYTH U 3KCIEepTa MO OLIEHKE KauecTBa yCIyTH.

? udopmarnmonHas 00yclIOBIEHHOCTb - 3TO
NpOIIeCC OKAa3aHUs YCIYTH 3aBUCUT OT 0ObeMa U KauecTBa HH(pOpMaIuy;
MPUBSI3aHHOCTh UX K MECTY, TOPOAY, PETUOHY;
YCIIYTH, CBSI3aHHBIE C PACIIMCAHUEM U TOUYHBIM BPEMEHEM HCIIOIHEHUS;
KOOpAMHALKA pabOT UCTIOJIHUTENS YCIyTH U DKCIIepTa 10 OLEHKE KauecTBa yCIIyTH.

? HetpaHCOpTUPYEMOCTD YCIIYT O3HAYAET:
4TO MPOIIECC OKAa3aHUs YCIYTH 3aBUCHUT OT 00beMa U KauecTBa WH()OPMAIINK;
MPUBSI3aHHOCTh UX K MECTY, TOPOAY, PETUOHY;
YTO €€ HEJb3Sl 3aI1aCTH BIPOK;
KOOpAMHAILINIO paObOT UCTIOJIHUTENS YCIYTH U 3KCIIepTa 10 OLIEHKE KauecTBa yCIyTH.

? TpancnopTHble, 00pa3oBaTeIbHbIE, 3PETUIIHbBIE — 3TO YCIYTH
CBSI3aHHBIE C PACIIMCAHUEM U TOUYHBIM BPEMEHEM HUCIIOJIHEHUS;
3aBHCsIIKE OT 00beMa U KauecTBa HH(POpMaIuy;
KOOPIMHHUPYIOIKE paboTy UCTIONHUTENS U SKCIETpa 10 OLEHKE KauecTBa MPOAYKIUH;
KOTOPBIC HEJIB34A 3aI1aCTU BIIPOK.

?1lenoe, CO3TaHHOE U3 YaCTEW M SJIEMEHTOB IS LIEJICHANIPABICHHOMN AESTEIbHOCTH — 3TO:
CHCTEMA;
LIEJIb;
MpEeANPUATHE;
JIeITEILHOCTD.

? J1s1 mo0oii cucTemMbl XapakTepHbl TaKMe CBOMCTBA (MCKIIOUMTE JIUILHEE):
CHUCTEMA CTPEMHUTCS K CAMOCOXPAaHEHUIO;
CUCTEMa HMeeT NOTPeOHOCTh B YIIPABIICHUY;
B cucTeMe (popMuUpyeTCs CII0KHAsk 3aBUCMOCTb OT CBOMCTB BXOSIIUX B HEE HJIIEMEHTOB U
MOJICUCTEM;
HECIIOCOOHOCTD aJaNTUPOBATHCS K M3MEHSIOMINUMCS YCIOBUSIM.

? Kakne napaMeTpbl XapakTepU3yIOT TEXHUUECKHUE PECYPCHI IPEAIPUATHS
pa3Mepsl U XapakTep MPOU3BOACTBEHHBIX IUIOUIA/IeH, TEPPUTOPUU MPEINPUITUS, KOMMY-
HUKaLUH, BO3MOYKHOCTb PacIIUPEHMS];
CTENEeHb MPOrPECCUBHOCTH M TMOKOCTH TEXHOJOTMYECKHUX IPOLIECCOB BBIMIOJHEHUS YCIYT,
BO3MOKHOCTH MX JaJbHEHIIIEro COBEPIICHCTBOBAHNS, HAIMYME NHHOBALIMOHHBIX Pa3paboToOK 1o
HOBBIM BHUJIaM YCIIYT;



rMOKOCTh U aJalTUBHOCTh YNPABIISIONIEH CHCTEMBbI, KAYECTBO MPUHATHS YIPaBICHUYECKUX
penieHnil, 3KOHOMUYHOCTb CTPYKTYPBI;
COCTOSIHUE aKTUBOB, JIMKBUIHOCTD.

? Kakne napaMeTpbl XapakTepHU3YyIOT KaJpOBBIE PECYPCHI IPEAIPUATUS
pa3Mepbl M XapakTep MPOW3BOJCTBEHHBIX IUIOLIAAEH, TEPPUTOPUU NPEINPUATHS, KOMMY-
HUKalUi, BO3MOYKHOCTb PacIIUpPEHMS];
Xapaktep MHpOpMalMM O caMOW MPOM3BOACTBEHHON cHCTEME U BHEIIHEH cpele, BO3-
MO>KHOCTb ITOBBIILIEHUS €€ Ka4eCTBa;
npodeccuoHanbHbIN, KBAIM(UKAIIMOHHBIH, AeMorpaduyecKuii cocTaB MmepcoHaa;
COCTOSIHME aKTHBOB, JTUKBUJHOCTb, HAINYUE KPEIUTHBIX JINHUH.

? Kakne napaMeTpbl XapakTepU3yIOT IPOCTPAHCTBEHHBIE PECYPCHI IPEATIPUATHUS
pa3Mepsl U XapakTep MPOU3BOJCTBEHHBIX IUIOMIACH, TEPPUTOPUU MHPEANPUATHS, KOMMY-
HUKaLUH, BO3MOYKHOCTb PacIIUPEHMS];

CTENeHb MPOrPECCUBHOCTH M F'MOKOCTH TEXHOJOTHYECKUX MPOLECCOB BBIMOIHEHUS YCIYT,
BO3MOKHOCTH MX JaJbHEHIIIET0 COBEPIICHCTBOBAHMS, HATMYME MHHOBAIIMOHHBIX pa3padoToK Mo
HOBBIM BUJIaM YCIIYT;

rMOKOCTh M aIalTUBHOCTD YIPABISIOLIEH CUCTEMbI, KAYECTBO MPUHATHUS YIPABICHYECKUX
pelIeHni, 53KOHOMUYHOCTb CTPYKTYPBI;

COCTOSIHME aKTHBOB, JTUKBUHOCTb.

? Kakue napaMmerpsl XapakTepU3YIOT pecypchl OpPraHM3alMOHHOM CTPYKTYpbl YHIpPaBICHHS
MpeInpUsITHEM

pa3Mepsl U XapakTep MPOU3BOJCTBEHHBIX IUIOIIAJECH, TEPPUTOPUN TPEAIPUATHS, KOMMY-
HUKalU{, BOSMOKHOCTb PacIIipEeHMUS;

CTETEHb MPOrPECCUBHOCTU U THOKOCTH TEXHOJOTHYECKUX MPOIECCOB BHIMOJIHEHUS YCIYT,
BO3MOXXHOCTH UX JIaJbHEHMIIEr0 COBEPIIEHCTBOBAHUS, HAIMYNE HHHOBAIIMOHHBIX Pa3paboTOK MO
HOBBIM BH/IaM YCIIYT;

rMOKOCTh U aJJalTUBHOCTH YIPABJIAIOMIEH CUCTEMBbI, KAUECTBO MPHUHATHS yNPaBICHUECKUX
pelIeHni, 5JKOHOMUYHOCTb CTPYKTYPBI;

COCTOSIHME aKTHBOB, JTUKBUIHOCTb.

? UudopmarimoHHbIie peCypChl — 3TO:
pa3Mepbl U XapakTep MPOU3BOJACTBEHHBIX IUIOMIAJIEH, TEPPUTOPUH MPEINPUATHS, KOMMY-
HUKAaI1i, BO3MOXHOCTb PAaCIIUPEHMS;
xapaktep WHGOpPMAIMU O CaMOW MPOW3BOJCTBEHHOW CHCTEME W BHEIIHEHW cpeie, BO3-
MO>KHOCTSB ITOBBIIIICHUS €€ Ka4CCTBaA,
npohecCuOHaTbHBIN, KBATU(UKAIIMOHHBIN, JeMOrpadUIecKuii cocTaB MepCoHAa;
COCTOSIHHUEC aKTHUBOB, JIMKBUIHOCTE, HAJTNYNEC KPEANUTHBIX JINHUI.

? OUHAHCOBBIE PECYPCHI — ITO:
pa3sMephl U XapakTep MPOU3BOACTBEHHBIX IUIOUIAACH, TEPPUTOPUH MPEANPUITUS, KOMMY-
HUKAal1i, BO3MOXHOCTb PACIIUPEHMS;
xapaktep uHGOpPMAIUU O caMOW MPOW3BOJCTBEHHOW CHUCTEME U BHEIIHEW cpene, BO3-
MO>KHOCTSB ITOBBIIIICHUS €€ Ka4CCTBa,
npohecCuoHaTbHBIN, KBATU(UKAIIMOHHBIN, JeMOrpadUIecKuii cocTaB MepCoHAa;
COCTOSIHHUEC aKTHUBOB, JIMKBUIHOCTE, HAJTNYNEC KPEANTHBIX JINHUI.

? llpennpustus cepsbl cepBuca, SIBISIOTCS CUCTEMaMU:
SKOHOMUYECKUMU;
TEXHUYECKUMHU;



OTKPBITBIMHU;,
3aKPBITBIMHU.

? COBOKYITHOCTb PECYPCOB, UMEIOIIUXCS B PACHOPSIKEHUM MPENNPHUSITHS, U CIIOCOOHOCTH €ro
COTPYJHHKOB M MEHEIKEPOB K MCIIOJIb30BAHUIO PECYPCOB C IIEJIBIO CO3aHMs TOBAPOB, YCIYT U
MOJTy4YEHHUsI MAaKCUMaJIbHOTO JJ0X0/1a - 3TO
[Ipou3BoiCTBEHHBIE TOTEHIMAT (PUPMBI;
TexHndeckuil noteHMaN GUPMBL;
DKOHOMHUYECKUH TOTEHIHAT (GUPMBI;
DKOJOTHYECKHUH MOTeHIIUAT PUPMBI.

? O0beM U Ka4eCTBO UMEIOIIUXCS PECYPCOB, CIOCOOHOCTU COTPYTHUKOB K BBIIOJHEHHUIO YCIYT
cepBUCa, CHOCOOHOCTH MEHEKEpa ONTUMAbHO HCIOJIb30BAaTh MMEIOLIHECS y TMPeInpUsTHs
pecypchl, HWHHOBALIMOHHBIE CHOCOOHOCTH, WH(OPMALMOHHbIE CHOCOOHOCTH, (PUHAHCOBBIE
CIIOCOOHOCTH — BCE 3TO:

(dakTOpbl MPOU3BOICTBEHHOTO MMOTEHIINANIA;

(axTOpbI TEXHUYECKOTO TOTEHIINAA;

(akTOpbl 5KOHOMHUYECKOTO OTEHIUAIIA;
(akTOpHI SKOJIOrMYECKOT0 NOTEHIIHAA.

? THHOBAITMOHHBIE CIIOCOOHOCTH — 3TO:
CIOCOOHOCTH K OOHOBJICHHUIO TIPOM3BO/ICTBA, CMEHE TEXHOJIOTHH;
CIIOCOOHOCTSIMU 00padaThIBATh U «IIEPEBAPUBATHY;
KPEAUTOCTIOCOOHOCTH MPEANPUATHUS, BHYTPEHHSISI U BHELIHSS 33 J0JIKEHHOCTb.

? lnpopmaimoHHble CIOCOOHOCTH:
CHOCOOHOCTH K OOHOBJIEHHUIO MIPOU3BO/ICTBA, CMEHE TEXHOJIOTHH;
CIOCOOHOCTH 00pabaThIBaTh U «IIEPEBAPUBATHY;
KPEeIUTOCIOCOOHOCTh MPEANPHUATHUS, BHYTPEHHSSI U BHEIIHSAS 330JDKEHHOCTb.

? ®UHAHCOBBIMH CTIOCOOHOCTSIMHU:
CIOCOOHOCTH K OOHOBJICHHIO TIPOM3BO/ICTBA, CMEHE TEXHOJIOTHH;
CIIOCOOHOCTH 00padaThIBaTh U «IIEPEBAPUBATHY;
KPEAUTOCTIOCOOHOCTh MPEANPUATHUS, BHYTPEHHSISI U BHELITHSS 33]J0JKEHHOCTbD.

? Ecim yciyra okazaHa NMpH MUHHMAJIBHBIX 3aTpaTax BPEMEHHM KIMEHTa, YCIyTra BBICOKOTO
Ka4yecTBa, 1IeHa 3a yCIyry IpuemiieMa, a yClIyra OKa3aHa B YCTaHOBJIGHHBIC CPOKH, TO TaKas
yCITyTa CYUTACTCS:

(GYHKIIMOHATHHOM;

NOTPEOUTEIHCKOI;

MaTepHaJIbHOM;

KOHKYPEHTOCTIOCOOHOM.

? KaudecTBO, acCOPTHUMEHT, 1I€HA, TAPAHTHUH, COLMAJIbHAS MPECTUKHOCTh YCIyT NPEINPUATHSA,
yIoOCTBO MecTa pacHoJOXKEHUs MPEANpPHITHS, COLMAJIbHBIN CTAaTyC €ro KIHEeHTYpHI,
NPUBJIEKATETIPHOCTE PEKIaMbl M Pa3HOOOpa3We METOJ0B CTUMYJIHMPOBAHUS COBITA — BCE 3TO
KOMITIOHCHTHI:

TpeOoBaHUIl MOTpeOUTENS;

AMUDKA IPEATIPUATHSA;

IMOJIMTUKHA NPCAIIPUATHA,

yJIOBJIETBOPEHHOCTH OTPEOUTEIIS.



? O061mue Npu3HaK| KIACCU(PHUKAIMU TPEANPUATUN (MCKITIOUUTE JIUIIHEE):
dbopma cCOOCTBEHHOCTH;
HaJIMYME MPaB IOPUAUUYECKOTO JINLA, BUJ FOPUIUUECKOTO JIMLIA;
MOIIIHOCTb MPEANPUITHS;
HOpPsII0K cOopa U peain3alun 3aKa3oB.

? Crneunguueckre Ipu3HaKy, MPUCYIIUE TOJIBKO cdepe cepBrca (HaluTe JIUIIHEE):
BpeMs JIECHCTBHS;
TUII IPOU3BOJCTBA;
MeTO/ 00CITy>KMBaHUS IOTPEOUTENEH;
KaueCTBO IIPENOCTABISAEMBIX YCIYT.

?dopmMa cOOCTBEHHOCTH OMPEAETISICT:

MopsAI0oK  (OPMUPOBAaHUS UMYIIECTBA MpPeAnpuaAtus, GOpMUPYET BeCh MEXaHU3M
XO3AHCTBOBaHUS  (PUPMBI, €€ DSKOHOMHYECKYIO TIIOJIUTHKY, BIHSAET Ha IOCTPOCHHE
IIPOU3BOACTBEHHOMN CTPYKTYPBI U OPTaHNU3ALMOHHON CTPYKTYpPBI YIIPABIEHUS U JD;

BIMSIHAE Ha YYETHYIO TMOJMTUKY MpEeInpusTHs, HAa (OPMHUPOBAHUE SKOHOMHYECKUX
PE3yIbTATOB JIEATEIBHOCTH;
OpraHU3allMOHHO-TIPAaBOBBIE TPAHUILIBI AESITEIBHOCTH MPEANPUATUS U OKa3bIBAET BIUSHUE
Ha OPTaHU3ALMIO YIPABICHUS MPEIIPUATHEM;
OpraHM3alMI0 OCHOBHBIX (TE€XHOJOIMYECKHMX) IPOLIECCOB BBIMOIHEHUS YCIYT,
OCYIIECTBIISIET MOA00P U MOJATOTOBKY MEpCOHANa, BIUAET Ha (OPMBbI OpraHU3aliu Tpy/a.

?Hannune (OTCYTCTBHE) MPaB IOPUIAYECKOTO JTUIA OKA3BIBACT:

BIUSHUE Ha TMOPAIOK (POpMHpPOBAHUS HMYIECTBA MPEANPUATHS, (HOPMUPYET BeCh
MEXAaHU3M XO3IUCTBOBAHUA q)HpMBI, €€ ODKOHOMHUYCCKYIO IOJUTHUKY, BJIUACT HA IOCTPOCHUC
MIPOU3BOACTBEHHOMN CTPYKTYPbl U OPTraHU3allMOHHON CTPYKTYpPhI YIIPaBIEHUS U Jp;

BIIMSIHUE HA YUYETHYIO NOJUTHKY MNpPEANpusATHs, Ha (HOPMHUPOBAHHE SKOHOMHYECKHX
pe3yIbTaTOB JI€ATENbHOCTH;

BJIMSAHUC Ha OPraHU3allviO YIPaBJICHUA MPECANIPHUATUEM, OMPCACIISACT OPraHUu3alluOHHO-
MIPaBOBBIE TPAHUIIBI IEATEILHOCTH IPEANPUSATHS;

BJIMAHUC Ha OPraHu3anui0 OCHOBHBIX (TCXHOJ’IOFI/IquKI/IX) IMPpONnECCOB BBINTIOJIHCHUA YCIIYT,
Ha MoA00p U MOJATOTOBKY MepcoHana, Ha (OPMbI OpraHU3aIMK TPYJa M, B KOHEYHOM CueTe, Ha
MPOU3BOJICTBEHHYIO CTPYKTYPY HPEANIPUATHA.

? Bua ropuandeckoro juia (OpraHu3alMoHHO-IpaBoBasi popma) onpeenser:

NOpsiIoK  (POPMHUPOBAHUS HMMYILECTBA MPEANpUATHS, (HOPMUPYET BECh MEXaHU3M
XO3SIMCTBOBAHHUS (i)I/IpMI)I, €e OKOHOMHYECKYTO IIOJINTUKY, BIIUSACT Ha IMOCTPOCHHUEC
MPOM3BOJICTBEHHOM CTPYKTYPBI M OPraHU3allMOHHOM CTPYKTYPBI YIIpaBIEHUS U JIp;

BIIUSIHUE Ha YUYETHYIO MOJUTHKY MPEANpHUATHs, Ha (GOPMHUPOBAHUE SKOHOMHUYECKUX
pe3yJIbTaTOB AESTEIBHOCTH;
OpraHn3allMOHHO-ITIPABOBLIC I'PAHUIIBI ACATCIIBHOCTU MPCANIPUATUA U OKA3bIBACT BJIIMAHUC
Ha OPraHMU3alUIO YIIPaBJICHUS MPEIPUITHEM;
OpraHM3alMI0 OCHOBHBIX (TEXHOJOTMYECKHX) IMPOILIECCOB BBIMOIHEHUS YCIYT,
OCYIIECTBIISIET 1MOI00P U MOJATOTOBKY IEepCOHalIa, BIUSET HAa (JOPMBI OpraHU3aluu TpyIa.

? YpoBeHb crienuanu3aii OKa3blBaeT:

BIUSHUE Ha TMOPSAOK (OPMHUPOBAHMS HUMYIIECTBA MNPEANPUATHS, (HOpMHUPYET BeCh
MEXaHU3M XO3SIMCTBOBaHMUSA (UPMBI, €€ SKOHOMHUECKYIO MOJHUTHKY, BIHMSIET Ha MOCTPOCHHE
IIPOU3BOACTBEHHOMN CTPYKTYPBI U OPraHU3AlMOHHON CTPYKTYpPHBI YIIPABIEHUS U JP;

BIMSIHUE Ha YYETHYIO MOJHUTUKY TNPEeINnpUsTHsi, Ha (HOPMUPOBAHHE SKOHOMUYECKHUX
PE3yIbTATOB JIEATEIBHOCTH;



BIMSHUE Ha OPraHU3allMOHHO-TPABOBBIC TPAHUIBI JESATEIBLHOCTH TPEINPUSATHS,
OKa3bIBaeT BIIMSHUE Ha OPraHU3ALUIO YIIPaBICHUS MPEANPUATUEM;
BJIMSIHUE HA OPTaHM3aLUI0 OCHOBHBIX (TEXHOJIOIMYECKHX) MPOLIECCOB BHIMOJIHEHUS YCIyT,
Ha MoA00p U MOJArOTOBKY NEpcoHaia, Ha (OpMbI OpraHU3alUK TPYJa U, B KOHEYHOM CueTe, Ha
IIPOU3BOJCTBEHHYIO CTPYKTYPY IPEIITPUSITHS.

? MomHOCTh npeanpusTus chepbl cepBuca:

OKa3bIBa€T HCIOCPCACTBCHHOC BJIMAHUC HaA BI)I60p MCTOJa OpraHu3alvu IIPOU3BOJACTBA,
paccTaHoOBKY paOOUYMX B COOTBETCTBUU C MX MPO(HECCHOHATHHBIMU HABBIKAMU M KBATH(PUKAIM -
el;

OKa3bIBACT OMpEJEISIONIee BIUSHUE HA €ro JesATeNbHOCTh, MO3TOMY HEO0OXOIUMO 3HATH
O9KOHOMHYECCKHUEC MPEUMYIIECTBA U HEJOCTATKH PA3JIMYHBIX 11O MOITHOCTHU HpeJIHpI/ISITI/II\/'I;

JTa€T BO3MOXXHOCTb MPOJAyMaTh U PALMOHAIIBHO MOCTPOUTH CTPYKTYPY MPEIIPUITHS C
TEM, 4TOOBI MHWHUMH3HUPOBATH 3aTPaThbl HA OKA3aHUEC YCIIYT.

? Tun npousBoaCTBa:

OKa3bIBaeT HEMOCPE/ICTBEHHOE BIMSHHME HAa BHIOOp METO/la OpraHU3aluu IMPOHU3BOJCTBA,
paccTaHOBKY paOOuyuX B COOTBETCTBHM C UX MNpOo(ecCHOHAIBHBIMUA HAaBbIKAMH U
KBaJIM(UKALIUEH;

OKa3bIBaeT ONpEAEISIONIee BIMSIHUE HA €ro JeATeNbHOCTh, I03TOMY HEOOXOIMMO 3HATh
HSKOHOMUYECKHUE MPEUMYILECTBA U HETOCTATKH PA3IMYHbIX MO MOIIHOCTH MPEANPUSTUH;

JTa€T BO3MOYKHOCTh IIPOAYMAaTh M PAaLMOHAIBHO MOCTPOUTH CTPYKTYPY INPEANPUATHS C
TeM, 4TOObl MUHUMU3UPOBATh 3aTPAThl HA OKa3aHUE YCIYT.

? Ilpenmpusitue, NpUHAANEKALIEE TPaXTaHUHY Ha IMpaBe COOCTBEHHOCTH, HMYILIECTBO
KOTOpOro (opMupyercs M3 HMYyLIeCTBa TpakKIaHWHA, MOJYYEHHBIX JOXOJOB M JAPYTHX
3aKOHHBIX UCTOYHUKOB — 3TO

YaCTHOE WHJUBUYAJIBbHOE NIPEANIPUATHE;

YaCTHOE IOPHINYECKOTO JINIIA;

roCy/1apCTBEHHOE;

MIPEIPHUAITHE CO CMEIIaHHOW (pOopMOii COOCTBEHHOCTH.

? IlpeanpusTus ¢ 101€BBIM (CKJIaI0UYHBIM) KallUTAIOM, TPUHAICKAIIMM YaCTHBIM JIMIIaM B
BHUjIe naeB (00IIecTBa C OTPAaHUYCHHON U IOTIOJTHUTEIBHON OTBETCTBEHHOCTHIO, XO3ACTBEHHbIE
TOBApUIIECTBA) WIIM MTAKETOB aKIUi (aKIIMOHEPHBIE 0OIIECTBA) — ATO

YacTHOE WH/AWBUYaIbHOE MPEIPUSATHE;

YaCTHOE CeMEMHOe MpenpUsiTUe;

94aCcTHOE IOPHIMYECKOTO JIUIIA;

MYHHIIUIIATBHOE.

? Kakoe npeanpusaTue yupexaaeTcs opraHaMi MECTHOTO CaMOYIPABJICHHSI, UMYIIECTBO
KOTOpOTO 00pa3yeTcs 3a CUeT aCCHTHOBAHUM U3 CPEACTB COOTBETCTBYIOIIETO MECTHOTO
Oromxera?

YaCTHOE IOPHINICCKOTO JIUTIA;

rOCy/IapCTBEHHOE;

MYHHIIHTIATHHOE;

HPEIPHUITHE CO CMEIaHHOW (POPMOI COOCTBEHHOCTH.

? Kakoe npeanpusTue NpUHAIICKUT YWICHAM CEMbU Ha MpaBe o0I1e 1071eBoil COOCTBEHHOCTH
WK B APYTOM MOPSLAKE, IPEAYCMOTPEHHOM JOTOBOPOM MEKAY HUMH

YaCTHOE MHJIUBHUAYaJIbHOE NPEINPUATHUE;

YaCTHOE CEMENHOE MPEAPUSATHE;



YaCTHOE HOPUINYECKOTO JINIIA;
MIPEIPUSITHE CO CMEIIaHHOW (popMOii COOCTBEHHOCTH.

? ITone3nsbrit 3PEeKT OT UCTIOTB30BAHMSI TTPOTYKIIMH IO HA3HAYEHHUIO U 00JIACTh €€ MPUMEHCHUS
XapaKTepU3YIOT:

MOKa3aTeNu Ha3HAYCHMUS;

NOKA3aTeNN TPOU3BOIUTEIBHOCTH;

MOKa3aTeNId HaJeKHOCTH;

nokasarenu 3pEeKTUBHOCTH.

? Iloka3arens NpOM3BOAUTEIBHOCTH NIOKA3bIBACT:
3¢ (heKTUBHOCTH TPyAa B MaTepUaIbHOM MTPOU3BO/ICTBE;
Kakoil 00beM MPOAYKIUU MOXKET OBITh BBITYIIEH C IIOMOIIIBIO OIEHUBAEMOW MPOAYKLIUU
WIK Kakoi 00beM MPOM3BOJCTBEHHBIX YCIyT MOXET OBITh OKa3aH 3a OINpeaeseHHBIN
IIPOMEXYTOK BPEMEHH;
MoJIe3HbIN 3P PEeKT OT UCTIOIB30BAHUS TPOAYKIINH;
Ka4yeCTBO U3JIENHS

? be30TKa3HOCTh, COXPAHAEMOCTb, PEMOHTOIPUTOIHOCTh, @ TAKXKE JOJITOBEYHOCTh M3CIIUS
XapaKTepU3yeT:

MOKa3aTeslb TEXHOJIOTMYHOCTH;

MoKa3aTeslb COXPaHHOCTH;

MOKa3aTellb Ha/IeKHOCTH;

Ka4yeCcTBO W3JIEIHSL.

? Ilokazarenu TEXHOJOTHUYHOCTH XapaKTEpPU3YIOT:
3¢ (EKTUBHOCTH MPOU3BOICTBA IPU U3TOTOBICHUH M PEMOHTE TPOTYKIIIH;
YpOBEHb UCHOJIb3yEeMbIX TEXHOJIOTHI NIl oOecrieueHus] BBICOKOM MPOU3BOAUTEIBHOCTH
TpyJa NpU U3rOTOBJIIEHUU U PEMOHTE MPOLYKIUH;
3 PEeKTUBHOCTh KOHCTPYKTOPCKO-TEXHOJOTUYECKUX PEHICHUN i1  OOeCTieUeHUS
BBICOKOH IIPOM3BOJUTEIBHOCTH TPyZa PU U3TOTOBJIEHUN U PEMOHTE MTPOTYKIIUH.

? IloHsATHE «KAYECTBO YCIYI'H» XapaKTEpU3yeTcs ABYyMsI IpyIIaMu IIOKa3aTeJIeH:
MOKa3aTeNM, XapaKTepU3yIollMe KadecTBO BBIMOJHEHUS YCIYTM U IIOKa3aTelu,
OLICHMBAIOIIIME KAueCTBO OOCITYKUBAHUSI KIINECHTOB,;
MOKa3aTeNIM HaZeKHOCTH U MOKa3aTeIu SprOHOMUYHOCTH;
MOKAa3aTeNM Ha/IeKHOCTH U 0€30MacCHOCTH
MOKa3aTelH, XapaKTepHU3YyIOIlMe KadeCTBO BBIMOJIHEHUS YCIYTM M AICTETUYECKUE
ITOKa3aTEIH.

? KauecTBO BBINOIHEHNS YCIYTH - 3TO:

YPOBEHb COOTBETCTBMSI OKa3aHWs YCIYTH JEHCTBYIOIIEW HOPMAaTHUBHO-TEXHHUYECKOU
JOKYMEHTAIUU;

CTENEHb COOTBETCTBHSI HW3TOTOBJICHHBIX WM OTPEMOHTHPOBAHHBIX W3IEIMA JeH-
CTBYIOIIE HOPMAaTUBHO-TEXHUYECKOW JOKYMEHTALMM, & TaKXE WHIUBUILYAIBHBIM
3aIpocaM KIIMEHTOB, KOTOPbIE ObLIN COTIacOBaHbI P IPHEME 3aKa30B;

CTEIICHb  COOTBETCTBUS M3TOTOBIEHHBIX WM OTPEMOHTHPOBAHHBIX  U3JEIUMI
TpeOOBaHUSAM NPEIIPUATHS;

OTHOIIICHHE KOJINYeCTBa 0JaroJapCTBEHHBIX OT3BIBOB K KOJIMYECTBY peKIaMaluii.

? CBOHCTBa W3TrOTOBJIICHHBIX WM OTPEMOHTHUPOBAHHBIX H3JEIHM JIOJKHBI COOTBETCTBOBATH
KayecTBY:



dakTHUECKOMY;

MOTPEOUTETHCKOMY H TTPOU3BOJICTBEHHOMY
TOJILKO MTPOU3BOJICTBEHHOMY;
OTIPENIEIICHHOMY B JOKYMEHTAITHH.

? KauecTBO 00CTyXKMBaHUS KIIMEHTOB — 3TO:
COBOKYITHOCTb YCJIOBHM, XapaKTE€pPU3YIOLIMX YyJAENbHbIA BEC 3aKa30B, CAAHHBIX 3aKa3-
YUKY C IIEPBOTO MPEABABICHUS;
COBOKYITHOCTh YCIIOBUH, OOECHEUMBAIONINX TMOTPEOUTENI0 HAUMEHBIINE 3aTPAThI
BPEMCHH U MAKCUMAJIbHBIC y,2106CTBa IIpU ITOJIB30BAHHUU YCIIYTaMH,
Hanuyue 0JaroJapcTBEHHBIX OT3HIBOB HA KAUE€CTBO BBIMOJHEHHBIX YCIYT;
COBOKYITHOCTh YCJIOBHM, 00€CIIEUMBAIONINX HAWMEHBIIIME 3aTpaThl BPEMEHU TIPH
MOJIb30BAHUHU yCIIyraMu.

? Vkaxure ToOKa3aTellb, KOTOPBI HE MOXET OBbITh HCIIONB30BaH JUIS OIICHKH KauecTBa
o0CITy)KMBaHUSI:
KOJIMYECTBO BHJIOB OKA3bIBAEMBIX YCIIYT;
yJIACTBHBIA BEC YCIYT, peaTM30BAHHBIX 110 MPOTPECCUBHBIM (hopMaM 00CTyKUBAHUS;
yAETbHBINA BeC HEBBIMOJTHEHHBIX 3aKa30B;
yIIEIBHBIA BeC CPOYHBIX 3aKa30B B 00IIEM KOJIMYECTBE 3aKa30B.

? Ykaxure, Kakas rpynna (paxTopoB He GOpMUPYET KadeCTBO yCIyTH:

rpynmna ¢akTopoB, OIpeaesionias KaueCTBO HCIOJHEHHUS YCIYTH U YYHUTHIBAOIIas,
HACKOJIbKO 3¢ ()EeKTUBHO MPOBEeHA KOMITJIEKCHAs TOJITOTOBKA BHITIOJIHEHHUSI YCIIYT;
rpymnmna ¢pakTopoB, ONpeAesAIoNIas IPUPOCT KOJIMYECTBAa MOTpeOHUTENeH;

rpynmna (akToOpoB, OKa3blBaIOLIAsl CYIIECTBEHHOE BIUSHHE Ha O0ECIEYEeHUE KadecTBa
00CITy’)KHBaHUS KIIUEHTOB;

rpynna (GakTopoB, BIMSIONIAs KaK Ha KAYECTBO MCIOJHEHUS YCIYTH, TaK U Ha KauecTBO
00CITy’)KUBaHUsI KIIMCHTOB.

? CreneHb NPOrPEeCCUBHOCTH TEXHOJIOTHH OTHOCHUTCS K CIIEAYIOIIEH Tpyrie (pakToOpoB:

rpynna (GakTopoB, OIpeeNsioniasi KauecTBO HCHOJHEHHs] YCIYTM M YYHUTHIBaIoIlas,
HACKOJIBbKO 3((EKTHUBHO MPOBEICHA KOMIUIEKCHAS MOATOTOBKA BBHIIIOIHEHHUS YCIIYT;

rpynna (akTopoB, ONpeeNsionas MPUPOCT KOJIMYECTBAa MOTpeOUTeNel B pe3ysbraTe
MOBBILICHHS KaUe€CTBA OKa3aHUs yCIYyTH;

rpynna ¢akTopoB, OKa3blBalolllasg CYIIECTBEHHOE BIMSHHME Ha oOecredyeHHe KauecTBa
00CITy’)KHBaHUS KIIUEHTOB;

rpynna (GakTopoB, BIMSIONIAs KaK Ha KAYECTBO MCIOJHEHUS YCIYTH, TaK U Ha KauecTBO
00CITy’)KUBaHUsI KIIMCHTOB.

? @akTopsl, POPMUPYIOLIHE KAYECTBO YCIYTH, 3aBUCAT OT:
sTana GopMHpOBaHUS YCIYTH;
OpraHu3ayy U GyHKIMOHUPOBAHUH MTPOU3BOICTBEHHOTO MPOIIECcCa;
TOYKHU 3PCHUS IPOU3BOTUTENS YCIYTH;
YPOBHS TEXHUYECKOM OCHAILIEHHOCTH.

? TexHnueckuil KOHTPOJIb HA MIPEANIPUATHH HE MTPEIHA3HAYECH JIJIS:
o0OecrieyeHuss BBITyCKa MNPOAYKIMH (YCIIYT), COOTBETCTBYIOIIUX TpeOOBaHUSIM
TEXHUUYECKOM TOKYMEHTALIUU U TIOXKEJIaHUSAM 3aKa34uMKa;
CHOCOOCTBOBAHUS BHIMOJIHEHHIO YCIYT C HAMMEHBIIMMHU 3aTpaTaMHi BPEMEHU U CPEJICTB;
BO3MOKHOCTH dKCIIEPUMEHTAILHON NTPOBEPKU [TAPAMETPOB HOBOM MPOTYKIUY;
MIPEIOCTABIIEHUS NCXOJHBIX JAHHBIX U MaT€pUaJIOB, KOTOPHIE MOTYT OBITh MCITOJIb30BAHbI



B IICTIAX pa3pa60TKI/1 MepOHpI/I}ITI/Iﬁ 110 ITOBBIICHUTIO Ka4YCCTBA YCIIYT.

? VckmounTe NpUHIIMI, KOTOPBIM HE OTHOCUTCA K pallMOHATBHOM OpraHu3aluu TEXHUYECKOTO
KOHTPOJISL:
TEXHUYECKUN KOHTPOJIb JIOJKEH OXBaThIBaTh BCE AIEMEHTHI U CTAJUU MPOIIECCa OKa3aHUs
YCIIyTH;

TEXHMKA, METOJbl M OpraHu3alUOHHBIE (OPMBI KOHTPOJIS JODKHBI MOIHOCTBHIO
COOTBETCTBOBATh OCOOEHHOCTSAM TEXHUKM, TEXHOJOTMH U OpraHu3alliy Ipolecca
OKa3aHMs yCIyT;

(O PEeKTUBHOCTh paAlMOHATHHOM OpTaHHW3AIlMd KOHTPOJII B IIEJIOM U OTACIBHBIX €€
JJIEMEHTOB HE MOKET ObITh 000CHOBaHA YKOHOMUYECKH;

CHUCTeMa KOHTpPOJS JOJDKHA OOecrneyumBaTh YETKOE paclpelesieHne o0si3aHHOCTed U

OTBETCTBEHHOCTH MEXAY OTAEIbHBIMU UCTIOJIHUTEISIMH.

? Ilo xakoMy MpH3HAKY KiIacCU(UIUPYETCs OpraHu3alMs KOHTPOJS KadyecTBa YCIYyT U
MPOIYKIIMH:

10 BUJly KOHTPOJIUPYEMBIX U3AEINN;

M0 KOJIMYECTBY OXBAThIBAEMbIX KOHTPOJIEM OTEepaluii;

II0 CJIO’KHOCTH BBITIOJHSAEMBIX KOHTPOJIBHBIX OIEpalyii;

10 BPEMEHHU, 3aTPaYeHHOMY Ha KOHTPOJIb OJIHOTO U3/IeIN.

? Ilo mecTy ocyIiecTBIEHUS] KOHTPOJIbHBIX ONepaiuii popma opraHnuzaluy KOHTPOJIS MOXKET
OBITh:
CTallMOHAPHBIH, JIETY4YHI;
CTallMOHAPHBIH, BEIOOPOYHBIH;
CTallMOHAPHBIN, HECTAIUOHAPHBIN;
JIETYYU, CKOJIB3SIIIHMN.
? KynbTypa 0OCTY>KUBaHHS 3TO:
COBOKYITHOCTb YCJIOBUH, B KOTOPBIX MPOUCXOJIUT MpoLEcC 0OLIeHNsT paOOTHUKOB chepbl
YCIIYT C MOTpeOHuTENeM;
3THKa 00CTyKMBAHUS;
COBOKYITHOCTh YCJIOBUH, B KOTOPBIX MPOUCXOIUT Mpoliecc 0OLeHUs] paOOTHUKOB chephl
YCIIyT;
YCIIOBUS, B KOTOPBIX MMPOUCXOIUT pa3padOTKa yCIIyT.

? DcreTnka 00CITyKUBAaHUS TO:
BEXJIMBOE, BHUMATENBHOE U JJOOPOIKeIaTeIbHOE OTHOIIIEHHE PAOOTHUKOB CEephl yCIyT K
3aKa34uKaM;
COBOKYITHOCTh YCIIOBUH, B KOTOPBIX MPOUCXOTUT MpoIiecc OOIeHUs paOOTHUKOB chepsl
YCIIYT C OTpeOHuTENIeM;
OnmarompusiTHass OOCTaHOBKa W KOMGOPT, CO3JaBacMble 3aKa3yMKy MPHU TMOTYYCHHH

YCITyTH,

[[BETOCBETOBOE pelIeHHE (OT/IeTIKa U OKpacKa CT€H U MOTOJIKOB, IIBET I0JIa, ECTECTBEHHOE
OCBEIICHNUE, JIAMITBI, JTFOCTPHI U JIp. ).

? C TOYKM 3peHHs] HHTEHCUBHOCTH WX BHYTPH FOJUYHOTO MOTPEOICHUS pa3inyaroT YCIyTH:
CE30HHO-YCTONYUBBIC;
HEyCTOWYUBBIE;
C SIBHO BBIPAKEHHBIM IIOABEMOM B T€YEHUE TOJ1a;
C SIBHO BBIPAKEHHBIM CITaJIOM B TEUEHHE IOJ1A.

? KomriekcHoe 00CTy)KMBaHUE TIPEATOIIAraeT:



OIJIATy YCJIYT IOCJIC UX MOJTYUYCHUS,

MOJIYYCHHE B OJHOM MECTC HECKOJIBKO BHIOB YCIIYT;
MOJIYYCHHUEC HCCKOJIBKUX BUJIOB YCIIYT' OTHOBPCMCHHO,
MOJIYUYCHHEC HECKOJIBKUX YCIIYT 110 LICHE O)IHOﬁ.

? CrnocoOHOCTH TOJKHBIM 00pa3oM BBINOJIHATH PaboTy ONpeesIeHHOM CI0KHOCTH ITO —
Ka4eCTBO TPYAa;
WHTEHCUBHOCTb TPYAA;
CJIO’KHOCTB TPY/1a;
peargpHOE Ka4eCTBO TPYAA.

? UTO OTHOCHUTCS K MOTEHIMAIBLHBIM XapaKTepUCTHKaM KadecTBa Tpy/ia

COJIEp’KaHue TPy a;

CJIO’KHOCTB TPY/JIa;

yCIIOBUS TPY1a;

? Kakue rpynmnsl XapakTepHCTHK KadecTBa yciyr BbiaeseHsl B MCO 9004.2

KOJIMYECTBEHHBIE;
KayeCTBEHHbIE;
BCE OTBETHI BEPHBI.

WuauBuyanbHble 33JaHus A7 CaMOCTOSITEIbHOM paboThl
- TOATOTOBKA K MPAKTHYECKUM 3aHATHSIM;
- H3yYeHHUE PEKOMEHIYeMOMW JHUTepaTyphl, HHPOPMAMOHHO-OMOINOTEYHBIX HCTOYHUKOB,
y4e0HO-METOINYECKUX U3JIaHUM U JIp.

6. MeToauuecKue YKazaHud 1J1d oﬁyqamumxca IO OCBOCHHIO JUCHHUIIJIMHBI
W HHOBAIUOHHDbIE 06pa30BaTeJ’ILHBIe TEXHOJIOI'UH

Bun o6pa3oBaTenbHbIX Ne Temsb1 / TeMa nekuu Ne mpaktuyeckoro
TEXHOJIOTHUM, CPEACTB (cemMmuHAPCKOTO)
nepeaayn 3HaHUM, 3aHATHsI/HAUMEHOBaHUE
(dbopMupOBaHUs YMEHUN U TEMBI

IMPAKTHUYCCKOI'0 OIIbITA

Pewrenne pa3HOypOBHEBBIX U 3ausTue 2.

npoOJIeMHBIX 33724 XapakTepucTruka
peAnpUITHs Chepbl
cepBuca

Brimonnenue 3anarue 4. Onucanne

WHIUBUTyJTBHOTO 3/ TaHHS rporiecca OKa3aHus yCIyTu

10 CO3JaHMIO0 MOACIU

mpoiecca
3anaTue 5. Mcciaenosanue
YIOBJIETBOPEHHOCTH

Ponesas urpa noTpeduTeneil KauecTBOM
yCIyT

Crnaita-nekuuu Tema 2. CrpykTypa

Imponecca OKa3aHus: yCiIyru

Tema 3. [Ipennpusrue




cdepsl cepBrca Kak
NPOM3BOJICTBEHHAS CHCTEMA

Tewma 4. [loustue u
MOKa3aTeJId KauecTBa yCIyT
U TIPOTYKIIUN

Tema 5.

@DakTopsl,

dbopmupyromye

Ka4eCTBO yCIYT U
OPOAYKIIHUU

Tema 7. OcHOBBI
o0ecrieyeHrs KauecTBa
00CITyKUBaHUS
noTpeOuTes.
XapakTepucTUKa BUO0B
yciyr v popMm
00CITy’)KUBaHUs TIOTPEOUTEIS
Tema 8. XapakTepucTuka
KayecTBa TpyJla IIepcoHasa
npeanpusTui chepsl
cepBuca

B nHauane cemecTpa cTygeHTaM HEOOXOJIUMO O3HAKOMHTHCS C TEXHOJIOTHYECKON KapTOu
IUCUMIUIMHBI, BBUICHUTH, KakKuhe pe3yJbTaThl OCBOCHUS TUCHMIUIMHBI 3asBJICHBI (3HAHUA,
YMEHHUs, NpPaKTU4eCKUi ombIT). JlIs yCHemHOro OCBOEGHUS JMCLUUIUIMHBI CTYJEHTaM
HEOOXOIMMO BBINIOJHUTH  3aJlaHus, NOPEAyCMOTpEeHHBIe paloueil y4deOHOW mporpamMmoit
JUCLUIUINHBI U MPOUTH KOHTPOJIbHBIE TOYKH B CPOKH, YKa3aHHbIE B TEXHOJIOI'MYECKOH KapTe
(pazgen 11). Ot xadyecTBa M TOJHOTHI HUX BBINOJHEHUS OyleT 3aBHCETh YpPOBEHb
C()OPMHPOBAHHOCTH KOMIIETEHIIMM M OLEHKa TeKylledl ycrmeBaeMocTH mo jaucuuiuivze. [lo
UTOTaM TEKYIIeH yCIIeBaeMOCTH CTYAECHTY MOKET OBbITh BBICTaBJIEHA OLIEHKA I10 IIPOMEXYTOUHOMN
aTTECTallMM, €CJIM 3TO MPEAYCMOTPEHO TEXHOJOTHYECKOM KapTOoh JUCHMIUIMHBL. CHUCKU
y4eOHBIX TMOCOOMIA, HayudHBIX TpPYAOB, KOTOpbIE CTyJEHTaM CJeIyeT Mpo4yecTb H
3aKOHCIIEKTUPOBaTh, TEMbl MPAKTUYECKMX 3aHATUM W BONPOCHI K HHUM, BOIPOCH K
muddepeHIpOBaHHOMY 3aUeTy U JApYrHe HeoOX0AUMbIe MaTepHallbl yKa3aHbl B pa3pabOTaHHOM
IUIsl JaHHOW AUCUUIINHBI y4eO0HO-METOANYECKOM OCOOUH.

OcHoBHOW  (OpMOH  OCBOGHHS JUCUUIUIMHBI SBISIETCS KOHTakTHasg pabora cC
npenojaBaTeneM - JIGKIUM, [PAaKTUYECKUEe 3aHATUS, KOHCYJbTaluM (B TOM 4HCIe
WH/IMBUYaJIbHBIE), B TOM YHCJIE€ IPOBOJAUMBIE C IPUMEHEHHEM JHCTAHIIMOHHBIX TEXHOJIOTHA.

[To npucnunnuHe dYacTh TeM (pa3fenoB) M3y4aeTcss CTYJEHTaMH CaMOCTOATENBHO.
CamocrosarenbHas paboTa MpexycMaTpuUBaeT MOATOTOBKY K  ayAUTOPHBIM  3aHATHUSM,
BBINOJIHEHHE 3a/aHuil (MUCBMEHHBIX paboT, TBOPYECKMX IPOEKTOB M Jp.) MOATOTOBKY K
MPOMEXYTOUHOM aTTecTanuu (IupdhepeHInpoOBaHHOMY 3a4eTy).

Ha nekunoHHBIX M NpaKTHUECKUX (CEMUHAPCKUX) 3aHATUSAX BbIPAOATHIBAIOTCS HABBIKU U
yMeHus1 OOydaromuxcs IO NPUMEHEHHIO TOJTYYEHHBIX 3HAHUH B KOHKPETHBIX CHUTYaIUsX,
CBS3aHHBIX C Oyaymed mnpodecCHoHaTbHON NeATeTbHOCThI0. [l0 OKOHYaHWM W3yYeHUS
JTUCUUIUIMHBI IPOBOJUTCS POMEXKYTOUHAs arTecTanus (JudpepeHMpoBaHHbIN 3aUeT).

PerynspHoe nocenieHue ayJUTOPHBIX 3aHATUH HE TOJBKO CHOCOOCTBYET YCHELIHOMY
OBJIAJICHUIO 3HAHMSIMM, HO M IIOMOTAeT OPraHM30BaTh BpeMs, T.K. BCE BUIbl yUEOHBIX 3aHATHH
pacrpeiesieHbl B CEMECTPE INIAHOMEPHO, ¢ YyYETOM HEOOXOAUMBIX BPEMEHHBIX 3aTpar.



6.1. MeTonnueckne yKazaHus 1Jisi 00y4alOIMXCs 110 OCBOCHMIO M CIMIIJIMHBI HA
NPAKTHYECKUX 3aHATHAX

[IpakTuyeckue 3aHATHS 00YJaIOIXCs 00ECTIeUNBAIOT:

- IPOBEPKY M YTOYHEHUE 3HAHWM, ITOJTYYEHHBIX Ha JEKIHAX;

- TIOJIyYeHHE HABBIKOB COCTABJICHHS JOKJIAI0B U COOOIEHHH, 00CYXICHHS BOIPOCOB MO
yueOHOMY MaTepuaty AUCLUUIUINHBI;

- 00cy’KJIeHHEe BOIIPOCOB B ayIUTOPUU

- BBITNIOJIHEHUE NIPAKTUYECKUX 3aJIaHNM, 33]1a4;

- MOJBEICHUE WUTOIOB 3aHATUH II0 PEUTHHIOBOM CHCTEME, COIVIACHO TEXHOJIOTMYECKOU
KapTe JUCLUIUIMHBIL.

Conepxanue 3aJaHUH VIS MPAKTHYECKUX 3aAHATHI
WuauBuayanbHble 3a1aHUs (CUTYallMOHHBIE, TPOEKTHHIE U T.I1.)
Ha ocHoBe wu3yuyeHHs METOAMYECKMX PEKOMEHIAIMH K TMPaKTHUYECKUM padboTam,
KOTOpBIE MpPEACTABIECHBI B NpakTUdeckod vactu YMII, KOTOopble HampaBieHbl Ha CO3JaHUE

MPOEKTa IMpolecca OKa3aH!us yCIyrd Ha BUPTYaJIbHOM MPEANPUATUH cepbl cepBuca.

6.2. Meroauyeckue yKazaHus 1JIsl BbINOJHEHUS KOHTPOJIBLHBIX padoT
(mMcbMeHHBbIX padoT)

KontponbHas pabora y4eOHBIM IJIAHOM HE IIPESYCMOTPEHA.
6.3. MeTonnueckue yKazanus /sl BbINIOJTHEHUS] KYPCOBBIX padoT (IIPOEKTOB)
KypcoBas paboTa yueOHBIM IJITAHOM HE MPEIyCMOTpPEHa.

7. MOH] OLICHOYHBIX CPEACTB JIS IPOBEACHHS NPOMEKYTOUYHOM aTTeCTALMHU
00y4aoUUXCA MO JUCHUILUIUHE ( IK3aMEH)

@DOHIBI OLEHOYHBIX CPEJCTB, IMO3BOJSIONINE OLEHUTh YPOBEHb C(HOPMHPOBAHHOCTH
KOMIIETEHIIMM ¥  PE3yJbTaTbl OCBOEHUS JHUCLUMIUIMHBI, MPEACTABICHBl  CIEAYIOIIUMHU
KOMIIOHEHTaMH

Kon Tun KoHTpOIIA Bun koHTpOINIA KomunyecTso
OILICHUBAaEMOU JJIEMEHTOB
KOMIIETCHIIH (konuuecmeo
u (um ee 80NpoCos,
JacTH) 3a0anuil), wm.
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7.1.

OI[CHO'-[HLIC CpeacTBa IJd TEKYIIEro KOHTPOJIA yCIIeBaeMoOCTH,

HpOMe)l(yTO‘{HOﬁ aTTeCTAalluM 110 U TOIraM OCBOCHUSA TUCHUIIJIMHBI

PesyabTaThl 0cBOCHHS
JUCHUILIMHBI

OueHouHble cpelcTBa (IepeueHb BONIPOCOB, 3aJaHUN U
ap.)

3naem:

- OcHOBHBIE METOIBI
pa3paboTKu, BHEAPEHUS U
(YHKITMOHUPOBAHUS CUCTEM
yIpaBICHHS KAY€CTBOM

I:

S: TpeGoBaHus K KAUECTBY YCIyTH B CTpaHax 3amaaHoi
EBpornbl 1 CIHIA opueHTUpOBaHHBI Ha:
- IIPUBJICYEHUH OOJIBIIETO YUCIIA KIIMEHTOB;
-: IOJTyYeHUH MPUObLIH;
-: IPECTH>KE KOMITaHUY;
-1 HeT MPaBWJIbHOTO OTBETA.

I:

S: Ha xaxoii craHAapT ciieyeT OpUEHTUPOBATHCS IIPU
BBIOOpE HOMEHKJIATYPbl XapaKTEPUCTUK U MTOKa3aTeen
yCIIyT

-:1CO 9001:2001;

-:1CO 9004.2:1991;

-: 1CO 9004.3;

-:M1CO 9004:2004.

I:

S: YTo MOXHO OTHECTH K OCOOCHHOCTSM YCIIyT
-:yCTaHOBJICHHE TPEOOBaHMI K HepCoHaTy (MacTepCTBY
WCTIOJTHUTEIISI) ¥ YCIIOBUSM OOCTY>KUBaHUS;
-:HOPMHPOBAHHUE MPOIECCCOB OKa3aHUsA YCIyrH (B TOM
yucie, 0€301acCHOCTH);
-:HEBO3MOKHOCTh KOJIMYECTBEHHON OLEHKHM MHOI'HX
BHUJIOB YCIIYT;

-:IIPUMCHEHUE DKCIEPTHBIX U HEOOXOAMMOCThH
COILIMOJIOTHYECKHUX OLIEHOK JUISL U3yYCHHUSI
MOTPEOUTETHCKUX MHCHHI O KaYECTBE;

-.BCC OTBCTHI BepHBI.

Ymeem:
- Onpenenarb

JTaIllbl

TEXHOJIOTHYCCKOTO IIpouccca,

BIUAOIINC

Ha

dbopMUpOBaHUE KOHKPETHOM
XapaKTEPUCTUKU TPOAYKIHU

IIpumensaTh

METOJIbI

KBAJIMMCTPHUYCCKOI'O aHalJin3a

npu
MPOIYKIIHH (YCITYT)

IMPOCKTUPOBAHUU

KoMmmiaexkcHoe 3aganue 1.
1. JlaTh onucaHre KOHKPETHOM YCIYyTH.

2. TlocTtpouth cxemy mpolrecca OKa3aHus YCIyTH.
pabor,
MOCIIeI0BATEIHHOCTh

3. Ompenenutb  COAEpKaHHE BHJIOB
MIPOIIECCOB "

BBITTOJIHCHUA.

ux

4. 3anoJHUATH TaOJUIBI, TIpecTaBiicHHbIe B YMIT.

KoMmiekcHoe 3aganue 2.




[lepeuncants 0cOOEHHOCTH OpPraHU3ALUU
TeSITeTbHOCTY NPEANPUSTHI Cephl CEpBHCA.
Onpenenuts pa3inuuus MeX1y MaTepruabHBIMU U
HEMAaTepUaAIbHBIMH YCIyTaMH.

[TocTpouts MozeNb IpeAIPUATHS chEephl cepBHCa.
Jlatb kiaccuuKanuio NpeanpusTHs 10 BCeM
IIPU3HAKAM.

ITocTpouTts MOAENE IPOU3BOACTBEHHO-
aMUHUCTPATUBHOUN CTPYKTYPBI IIPEATIPUATHS.
ITocTpouts MOAEIL IPONU3BOACTBEHHO-
TEXHOJIOTHYECKON CTPYKTYPBI IPEANIPUATHSI.

Hmeem npakmulteacuﬁ onbsim:

C6op JAHHBIX o
MTOKA3aTeIISIM Ka4yecTBa,
XapaKTePU3YIOIINX

pa3zpabaThiBaeMyto u
BBIITYCKAEMYIO  TIPOIYKIIHIO,
paboThI (yciyrn) TSt
Pa3InYHbIX JTAroB

YKA3HEHHOTO IIUKJIA U3ETUI
[IpencraBnenue pykoBOACTBY
oTuera o aHaJINu3y
pe3yabTaTOB MIPOBEACHUS
KOPPEKTUPYIOIIUX AEHCTBHI
M0 yCTpaHeHHIO Je(eKTOB,
BBI3BIBAIOMINX  YXY/IICHUE
KaueCTBEHHBIX u
KOJIMYECTBEHHBIX
MoKasaTeJeu IPOIYKUIUN
(ycmyr) Ha CTaJIuu
MIPOU3BOJACTBA TMPOAYKIHMH U
OKa3aHUsl YCIyT

KommiekcHoe 3aganue 3.

1.

YcraHoBUTh 3Tanbl (OPMHUPOBAHUS KOHKPETHOM
YCIIyTH U BUZBI ACATEIbHOCTU Ha Ka)KJIOM JTalle.
Omnpenenuts (akTopsl, GOPMHUPYIOLINE KAaYECTBO
YCIIyTH Ha Ka)KJIOM dTale.

ITocTpouts nuarpammy Mcukasbl.

KoMmmiaekcHoe 3aganue 4.

4.
3.
6.

JlaTh KpaTKOe ONMUCaHUE MpoIlecca.
Ornpenenutp 1esb Mpolecca, BXOAbI U BEIXOIBI.

YcTaHoBUTH cyOmpoIiecchl, HE0OXOIUMBIE
PECYpPCHI.

Omnucarh CTPYKTYpY IIpoliecca.

Onpenenuthb KOHTPOJIUPYEMBIS apaMeTpsl

nporiecca, METOIbl U3MEPEHUS TUX MapaMETPOB.
[Tepeunciury mokazaTenun ASPPEKTUBHOCTH U
Pe3yIbTATUBHOCTH MPOIIECCA.

KommiekcHoe 3aganue 5.

OrnpenenuTs 1eab TPOBEICHUS UCCIICTOBAHUN
YIOBJIETBOPEHHOCTH MOTPEOUTEIICH.

VY CcTaHOBUTHL OCHOBHBIE MCETOAbI UCCIICOAOBAHUA
YIOBJIETBOPEHHOCTH TIOTPEOUTENEH JITIst
paccMaTpuBaeMOro IPEaNPUATHAS U BUIA YCIIYT.
OrnpenenuTs, KTO SBIISETCS MOTpeOuTenei
YCIIyTH.

Pa3zpaboraTh aHKeTy UCCiIeI0BaHUS
YIOBJIETBOPEHHOCTH MOTPEOUTEIICH.
[Tpeny1oKuTh IPOrpecCUBHBIE (OPMBI
o0cTy)KMBaHUS TTOTpeOUTENCH I TaHHOM
YCIIYTH.

KoMmmiaekcHoe 3aganue 6.

1. O3HaKOMUTBHCS C MOHATUSIMH KayecTBa TPYy/a.
2. Onpenenuts NepcoHaN NPEANPUSITHS CEPBHCA.




3. VYka3arh XapakTepUCTUKU KadecTBa Tpyla
nepcoHaia

4. YCcTaHOBUTH KaUECTBEHHBIE XapaKTEPUCTUKU
nepconana coriaacio 'OCT P UCO 9004-2010.

KommnuexcHoe 3axanne 7.
1. Usyuntb ocobeHHOCTH (DYHKIMOHUPOBAHHS
paccMaTpuBaeMOro NpeANpUsiTUs CEPBUCA.

2. Omnpenenuts HOPMAaTUBHO-TEXHUYECKYIO

JeATEIEHOCTH.
3. Jate TONHOE ONMCaHWE OpraHU3aLUH
JeATEIIEHOCTH TPEATIPUSTHS.
4. Pazpabotatb MEpPOIPUSITHS 1o
00€CIICUCHUIO KauecTBA BBITMOJHEHUS yCIyT
U 00CITy>KUBaHHS MOTPEOUTETEH.

JOKYMCHTAIIMIO 1JId PCrilaMCHTHPOBAHUSA

7.2. MeTonnueckne peKOMEHIAIUH K ONPe/iesIeHUIO TPOLeAYPbI OLleHUBAHUS
3HAHUI, yMEHHM i, HABBIKOB U (MJIH) ONbITA AeSITEJIbHOCTH

Pabouas yuebHas mnporpaMma JUCLUIUIMHBI COJEPXKHUT CIEAYIOLUUE CTPYKTYpHBIE
JJIEMEHTBI:

- IepeyeHb KOMIIETEHLUH, (OPMHPYEMBIX B pe3yJibTaTe H3Y4YEHUs ITUCLUIUIMHBI B
IIpOLIECCEe OCBOEHHS 00pa30BaTEIbHON IPOrpPaMMBl;

- TUIIOBBIE KOHTPOJIbHBIE 3aJ[aHUs WM HHbIE MaTepHajbl, HEOOXOIUMBbIE Ul OLICHKH
3HaHWW, YMEHUH, HaBBIKOB M (WIM) OIbITa JESATEIBHOCTH B IPOLECCE OCBOCHMS
o0Opa3zoBaTeIbHOM NpPOrpaMMbl (Hajee—3ajaHusi). 3aJaHHUd MO KaXA0H KOMIETEHIUH, Kak
IIPaBUJIO, HE JOJIKHBI IIOBTOPSTHCS.

TpeGoBanus 10 GOPMUPOBAHMUIO 3a1aHus Ha onenKy SHAHHNU:

- 00yyarouuiics 10JKeH BOCIIPOU3BOIUTE U OOBSCHATH YUeOHBII MaTepuall ¢ TpeOyeMoi
CTEIICHBIO HAYYHOU TOYHOCTH U MOJIHOTHI;

- TIPUMEHSAIOTCS CPEICTBA OLEHUBAHMS KOMIIETEHIMI: TECTUPOBAHHE, BOIPOCHI IO
OCHOBHBIM ITOHATUSAM JUCLHUIIINHBL U T.II.

TpeGoBanus 1o OPMUPOBAHHMIO 3a1aHKs Ha onerky YMEHUN:

- oOywaromuiics IOJKEH pelaTh TUIOBBIC 33Ja4M (BBIMNOJHATH 33JjaHKs) HAa OCHOBE
BOCITPOM3BEICHUS CTAaHIAPTHBIX AJITOPUTMOB PELICHUS;

-  IPUMEHSITCS CIEAYIOLUE CpEeACTBAa OLCHUBAHUA  KOMIICTEHLUN: IIPOCTBIC
CUTYallMOHHBIE 3aJ]au (3a/1aHus1) C KOPOTKHUM OTBETOM WJIM IPOCTBIM JIEHCTBUEM, YIPAKHEHHUS,
3alaHis. Ha COOTBETCTBUE WJIM HA YCTAaHOBJICHME INPAaBWIBHOW IIOCIIENIOBATEIBHOCTH, JCCE U
pyroe.

TpeboBanust mo ¢GoOpMHPOBaHUIO 3alaHHsl Ha oueHKy HaBblkoB M (uiam) OIIBITA
JNEATEJIBHOCTMU:

- oOyuvaromuiicsi JOJDKEH pellaTh YCJIOKHEHHbIE 3aJaud (BBINOJIHATH 3aJaHus) Ha
OCHOBE INPUOOPETEHHBIX 3HAHWM, YMEHUH U HABBIKOB, C MX NPUMEHEHHEM B OIPENEICHHbIX
CUTyalusX;

- TOPUMEHSAIOTCS CpEJCTBAa OLICHMBAHMS KOMIETEHLHMH: 3aJaHus TpeOdyrolue
MHOI'OLIATOBBIX PEIICHUM KAaK B U3BECTHOW, TaK M B HECTAHJAPTHOW CUTyalMsX, 3aJaHus,
TpeOyloye MOATAMHOIO PEIIEHUS U Pa3BEPHYTOr0 OTBETA, CUTYAI[MOHHBIE 33/1a4H, IPOEKTHAs
JesTeNbHOCTb, 3a/laHusl pacueTHO-rpaduyeckoro tuma. CpeacTBa OLEHMBAHUS KOMIIETEHLUH
BBIOMPAIOTCS] B COOTBETCTBHH C 3asIBJICHHBIMH pe3yJIbTaTaMHU 00yUYeHHs MO0 AUCHUILIMHE.

[Tponierypa BeICTaBIEHUS OLIEHKU JJOBOAUTCS J0 CBEACHUS 00ydarolIMXcs B TEUCHUE MecsIa
C Hayajla M3Yy4YeHUS JUCLUIUIMHBI IIyTEM O3HAKOMJICHUS HX C TEXHOJIOTMYECKOM KapTou



JTUCIUILTAHBI, KOTOpasi sIBIISETCS HEOTHEMJIEMON dYacThio paboueil yd4eOHOW MpOorpaMMbl MO
JUCLUILINHE.

B pesynbrare oreHUBaHUS KOMIETSHIIMNA O TUCIUIUIMHE CTYICHTY HAUYUCISIFOTCS OaljIbl 10
IKaje, yka3aHHOW B pabouel yueOHOM mporpaMMe 1Mo JUCITUTUTHHE.

7.2. OmnucaHue nmokasareseil M KpuTepueB OLlCHUBAHUS KOMIIETCHIMH,
ONHMCAaHUEe IKAJ OLeHNBAaHUSA
VYcenemHocTh  YCBOGHMSI JTHCHMIUIMHBI XAPAKTEPU3YETCsl KAYECTBEHHOM OLICHKOM Ha
OCHOBE JIUCTA OIICHKHU C(POPMUPOBAHHOCTH KOMIIETCHLMH, KOTOPBINA SBISETCA MPHIOKEHHEM K
3a4€THO-’K3aAMEHAIIUOHHOW BEAOMOCTH IpU MPOBEACHUM IPOMEKYTOYHOM aTTECTalUu I10
JUCLUIUIVHE.

Kpurepun oueHuBaHusI KOMIIeTEHIM A

Komnemenyus cuumaemcs cghopmuposannoti, eCliu TEOPETHUECKOE COAEpKAHHE Kypca
OCBOCHO  TOJIHOCTBIO; TPU  YCTHBIX  COOECEOBAHUSAX  CTYJACHT  HCUEPIIBIBAIOIIE,
MOCNe0BATENbHO, YETKO M JIOTUYECKH CTPOMHO wH3naraeT ydeOHBIH MarepHual; CBOOOIHO
CTIpaBIIAETCS C 3a/ladyaMH, BOIPOCAMHU U JIPYTMMHU BHJAMH 33JaHUHN, TPEOYIOUIMX NMPUMEHEHHS
3HAaHUH, MCIIOJIb3YET B OTBETE MOMOJHUTENbHBIA MaTepuall; BCe NMPEeAyCMOTpPEeHHbIE paboueil
y4eOHOI mporpaMMoi 3a7jaHus BBITIOJIHEHB! B COOTBETCTBHH C YCTAaHOBJICHHBIMU TPEOOBAHUSIMH,
CTYIEHT CHOCOOEH aHAJIM3HPOBATh IMOJIyYEHHBbIE PE3yJbTaThl; MPOSBISET CaMOCTOSTENbHOCTD
IIPY BBITIOJIHEHUH 3aJlaHHi, Ka4eCTBO MX BBIIIOJHEHMS OIIEHEHO 4HcioM OamuioB ot 86 mo 100,
YTO COOTBETCTBYET NOBbIUIEHHOMY YPOBHIO CHOPMUPOBAHHOCTH KOMIIETEHIIUH.

Komnemenyus cuumaemcs cgopmuposannoii, eciiu TEOPETUUECKOE COJAEpKAHUE Kypca
OCBOEHO TMIOJIHOCTBIO; TPU YCTHBIX COOECEOBAaHUSX CTYAEHT IIOCIENI0BAaTENbHO, YETKO H
JIOTHYECKH CTPOMHO M3JaraeT y4eOHbI MaTepuall; CHpaBisieTcss C 3a/JadaMu, BOIPOCAMH U
OPYTMMU BUJAMU 3aJaHuid, TpeOyIOIMX MPUMEHEHHUs 3HaHUN; BCe MPelyCMOTPEHHbIE paboueit
y4eOHOI mporpaMMoi 3a7jaHus BBITIOJIHEHB! B COOTBETCTBHH C YCTAaHOBJICHHBIMU TPEOOBAHUSIMH,
CTYIEHT CHOCOOEH aHAJIM3HPOBATh IOJIyYEHHBbIE PE3yJbTaThl; MPOSBISET CaMOCTOSTENbHOCTD
MIPH BBITIONTHEHUH 33/IaHUM, KAY€CTBO UX BBITIONHEHHS OIEHEHO YrciioM OamioB oT 61 mo 85,9,
YTO COOTBETCTBYET HOPO208OMY YPOEHI0 CHOPMHUPOBAHHOCTH KOMIIETEHIIMH.

Komnemenyuss cuumaemcsa Hecghopmuposannoii, €civ CTYAGHT TPU BBINOJHEHUU
3aJjaHUil He IEMOHCTPUPYET 3HAHUI yuyeOHOro maTepuana, JOIyCKaeT OINOKH, HEYBEpEHHO, C
OONBIIMMU  3aTPYyJHEHUSIMHM  BBINOJHSAET TpaKTHYECKUe paboThl, HE JAEMOHCTPUPYET
HEOOXOAMMBIX YMEHHUH, JTOJISI HEBBITIOJHEHHBIX 3aJJaHUM, MPEAYCMOTPEHHBIX padouel ydeOHOH
nmporpaMMoil  coctaBisieT 55 %, KauecTBO BBINIOJIHEHHBIX 3aJaHUl HE COOTBETCTBYET
YCTaHOBJICHHBIM TPEOOBAHUSAM, KAU€CTBO MX BBINOJIHEHHUSI OLIEHEHO YHCIOM OayoB Huxe 61,
YTO COOTBETCTBYET 00NOPO20BOM) YPOBHIO.

Ikana oueHKN YPOBHSI OCBOEHUS M CUMILIUHBI
KauecTBeHHast ornjeHka MOKET OBITh BbIpakK€Ha: B IMPOLIEHTHOM OTHOIIEHHWH KadecTBa
YCBOCHHUS TUCIUTUIMHBI, KOTOPasi COOTBETCTBYET OajuiaM, U IEPEBOJUTCS B YPOBHEBYIO IIKATY H
OIICHKU «OTJIMYHOY» / 5, «X0opo1io» / 4, «yJAOBJICTBOPUTENHHOY / 3, «HEYIOBIECTBOPUTEIBLHO» / 2,
«3a4TEHO», «HE 3a4yTeHOo». lIpemonaBaresb BEIET MUCBMEHHBIN YYET TEKYIIEW yCIEBAEMOCTH
CTYJI€HTa B COOTBETCTBUU C TEXHOJOTUUYECKON KapTOU MO TUCIUIIIHNHE.



Llxana oyenxu pe3y1bmamos 0C80erUs. OUCYUNTUHBL, CHOPMUPOBAHHOCIIU KOMNEMeHYUU

Ikajibl OLIeHKH YPOBHS
c¢()opMHUPOBAHHOCTH IIkajia olleHKH YPOBHSI OCBOEHHS THCIUTLTHHBI
KoMImeTeHuuu (i)

Yposnesas 100 100 S-6annvnasn wxana, Heouppepenyupos
WKAna oyeHKu banvHas banvHast ouggepenyuposannas AHHASL OYeHKA
KOoMnemenyutl wxana, wxana, oyenka/obann

% %
JIOIIOPOTOBBIN Huxke 61 HIKe 61 «HEYIOBJIETBOPUTEIBLHO He 3aureno
/2
MTOPOTOBBIN 61-85,9 70-85,9 «xoportioy / 4 3a4TEHO
61-69,9 «yJI0BJIETBOPUTEIBHOY / 3a4TEHO
3
MTOBBIIICHHBIN 86-100 86-100 «OTIHYHOY / 5 3a4TEHO

8. YueOHo-meTonuueckoe u HHGOPMAINMOHHOE O0ecneYyeHHue TUCIIUTIIUHbI

8.1. IlepeyeHb OCHOBHOW W  JIONOJHUTEJIbHON  y4eOHOH JHTepaTypsbl,
He00X0IUMOii VIl 0CBOCHUS M CHMIIJIMHBI

Hopmamutmo-npaeoeble aKmol

1. TOCT P nco 9001-2015 Cucremsl MEHEKMEHTA Ka4yecTna.
TpeboBanus [OnexTponnsiii pecype]. - Bsea. 2015-01-11 //Texskcnept. — Pexum
noctyna: http://docs.cntd.ru/document/1200124394.

2. TOCT P HUCO 9004-2010. MeHemxMEHT sl OOCTIDKCHHS] yCTOWYMBOTO YCIiexa
opranmzanmu. Ilogxon Ha OCHOBE MEHEIKMEHTa KauecTBa [DJEKTPOHHBIN pecypc]. -
Bren. 2011-06-01 //TexakcnepT. — Pexxum moctyma: http://docs.cntd.ru/document/gost-
r-150-9004-2010.

3. TOCT P 50691-2013. Ycnyru HaceneHuto. Monenb CHCTEMBbI 00ECIIEUeHHUs] KadyecTBa
yciyr [Onekrponnsiii pecype]. - Ben. 2015-01-01 //Texakcnept. — Pexum gocryma:
http://docs.cntd.ru/document/1200104957.

OcHoBHasi iMTEpaTypa

4. Bunorpanosa, M. B. Opranusaiys u iaHupoBaHue JeSTEIbHOCTH NPeAnpusiTuil chepbl
cepBHca[ DNEKTPOHHBINA pecypc] : yuel. mocoOue A By30B IO HAIMPABICHUIO TMOATOT.
"Cepuc" / M. B. Bunorpanosa, 3. 1. [lanuna. - 8- uzn. - JJoxkyment Bookread2. - M. :
HamkoB wu K, 2014. - 445 ¢ : wn, Tabm - Pexum jgocryma:
http://znanium.com/bookread2.php?book=511993.

5. Cepenkos, II. C. MeTonbl MEHEIKMEHTa KayecTBa. MeETOI0JIOrUsl OpPraHU3aluOHHOTO
MIPOCKTUPOBAHUS HHXEHEPHOU COCTaBJISIOLIEH CUCTEMBI MEHEKMEHTa
KauecTBa [ DNEeKTPOHHBIN pecypc] : [As CTyJEHTOB BY30B, MaruCTPaHTOB, aCIUPAHTOB,
unxenepon, Menemkepos] / II. C. Cepenkos. - Jlokyment HTML. - Munck [u ap.] :
HoBoe 3manme [u nap.], 2014. - 491 c. : wm, T1abm - Pexum pocryma:
http://znanium.com/bookread.php?book=389952.

6. YuebHO-mMeToaMueckoe mocobue mo aucuuruinHe "OYHKIMOHHPOBAHHE CHUCTEM
yIpaBiIeHUS KadyeCTBOM B  cepBHce" [DIEKTPOHHBIM pecypc]|: g CTYJICHTOB
HarnpaBiaeHud noarot. 27.03.02 "Vop. kauecrBom", 27.03.05 "HMuuoBatuka", 43.03.01



http://docs.cntd.ru/document/gost-r-iso-9004-2010
http://docs.cntd.ru/document/gost-r-iso-9004-2010
./%20http:%2F%2Fdocs.cntd.ru%2Fdocument%2F1200124394
http://docs.cntd.ru/document/1200104957

10.

11.

12.

13.

14.

15.

"Cepsuc", 15.03.02 "Texnon. mamuHbl U 06opynoBanue” / IIoBoK. Toc. yH-T cepBuca
(®I'bOY BIIO "IIBI'YC"), Kad. "Ynp. kauecTBOM U TeXHOJOTHH B cepBuce " ; cocT. I
B. Pagroxuna. - Jlokyment Adobe Acrobat. - Tonesatth : [IBI'YC, 2015. - 1,59 MB, 68 c.
: Tab. - Pexxum moctyma: http://elib.tolgas.ru.

JlonoTHUTe IbHAS JIUTepaTypa
Apucrtos, O. B. Ynpasnenue kauectBoM [Tekcr] : yueb. s By30B MO CHEIUAIBHOCTH
"Menemxment opr." / O. B. Apucros. - M. : UHOPA-M, 20009. - 239 c.
Banesuu, P. I1. YnpaBnenue xadectBoM ToBapoB M ycuyr [Tekct] : ydel. mocobue st
BY30B M0 crenuanbHOCcTAM "Kommep. nesrenbHOCTh', "ToBapoBeaeHHE M DKCIEPTH3A
ToBapoB", "OkoHoMmuka u ymp. npeanpustusmu" / P. I1. Banesuu, O. b. Ilapons. -
Mumnck : BI'DY, 2008. - 302 c.
Epoxuna, JI. MW.IIporHo3upoBaHue, IUITAaHHPOBAaHWUE B CHCTEME YIIPABICHUS Ha
npeanpusaTuax cdepsl cepBuca [DneKTpoHHBINH pecypc] : MmoHorpadus / JI. Y. Epoxuna,
E. B. bammaunnkoBa : TomwsaT. Toc. mH-T cepBuca. - Jlokyment Microsoft Word. -
TonwsitTa : [TTUC], 2004. - 1,6 MB, 70 c. - Pesxum noctyna: http:/elib.tolgas.ru
Edumos, B. B. Yayumenune kadecTBa mpoayKITUH, MPOIECCOB, pecypcoB [Tekcr] : yueo.
nocobue s By30B MO creuuansHoctd "Ymp. kadectsom" / B. B. Edumos. - M. :
KunoPyc, 2007. - 240 c.
Konomnes, C. I1. YnpaBnenue kauecTBOM [DIeKTpOHHBIN pecypc] : yuel. mocobue st
By30B 10 crnenuaibHoctu "llpuknan. uapopmaTuka (o 061.) U Ip. MEKIUCIUILTUHAD.
cneuuansHoctedt / C. I1. Konoruies. - M. : UH®PA-M, 2009. - 252 c. - Pexxum goctyna:
http://znanium.com/bookread.php?book=159084+#none.
OrsozauH, B. 0. Ynpasnenue kauectBoM. OCHOBBI TeOpUH M MpakTUKU [Tekcr] : yueod.
nocobue / B. 10. Orso3aus. - M. : Jleno u Cepsuc, 2009. - 297 c.
[Tunsiea, B. B. denepanpubiii 3akoH "O 3ammre npaB mnoTpeduteneil” B cxemax u
onpeneneHusx[ Tekct] : yued. mocobue / B. B. [Tunsera. - M. : KuoPyc, 2009. - 192 c.
VYnpasieHue Ka4ecTBOM M MH(PPaCTPYKTypa MpeInpusiTHii cepBuca ObITOBOI U 0(UCHOM
TexHuku [Tekcrt] : yueb. mocobue aJis By30B 1Mo HampasieHuto nmoarot. "Cepsuc" / H. M.
Komapos [u np.] ; mox o6mr. pen. H. M. Komapoga. - M. : COJIOH-IIpecc, 2012. - 127 c.
VYnpasrneHue kauecTBOM B MamuHocTpoeHuu [Tekcr] : yueO. mocoOue uisi By30B IO
HanpaBieHuto "KOHCTPYyKT.-TeXHON. o0ecredeHne MamuHoCTpout. mp-B" / A. .
I'ymepos [u np.]. - Crapsriit Ockon : THT, 2011. - 168 c.

8.2. [lepeuensb pecypcoB HHPOPMAUMOHHO-TEJIEKOMMYHUKAIMOHHOM CEeTH
"UnTepHer" (najee - cetb "UHTEpHET'"), HEOOXOAMMBIX /151 OCBOCHHSA
AUCHUIIJIUHBI

Humepnem-pecypcoi

. Koncantunrosas kommanus «BBII» [DnexTponnsiit pecypc]. — Pexum gocryma: http://

www.regcons.ru. — 3ari. ¢ 9KpaHa.

KOPYC Koncantunr [DnexTponHbIil  pecypc]. —  Pexum  pocryma:
http://korusconsulting.ru. — 3armu. ¢ skpaHa.
Texauueckass  auTeparypa [DnexkTpoHHBIM  pecypc]. — Pexum  moctyma:

http://www.tehlit.ru/. — 3arx. ¢ sxpana.
®denepanbHbIil 00pa30BaTENbHBIN MOPTAN [DIEKTPOHHBIN pecypc]. — Pexxum mgoctyna:
http:// http://ecsocman.hse.ru/. - 3arm. ¢ skpaHa.

DnekTpoHHas OubaroTeyHas crucrema [T0BOMKCKOTo rocy1apCTBEHHOTO YHHBEPCUTETA
cepBuca [DnekTpoHHBIH pecypc]. - Pexxum moctyma: http:/elib.tolgas.ru/. - 3arm. ¢
JKpaHa.



http://elib.tolgas.ru/
http://www.tehlit.ru/
http://www.regcons.ru/
http://www.regcons.ru/
http://korusconsulting.ru/
http://elib.tolgas.ru/

6. DnexTpoHHO-OMOIMOTEYHas cucTeMa Znanium.com [DIeKTpOHHBIN pecypc]. - Pexum
nocrtyna: http://znanium.com/. — 3ari. ¢ sKpaHa.

9. IlepeyeHb HH(POPMALMOHHBIX TEXHOJIOTHH, HCII0JIb3yeMbIX IIPH OCYLIECTBJICHUHU
o0pa30BaTe/IbHOI0 NMpoLecca Mo JUCHHUILINHE, BKJIYAas NepevyeHb NPOrpaMMHOIo
olecrieyeHus: U MHGOPMAIMOHHBIX CIPABOYHBIX cHCTeM (IIPU HEOOXOTUMOCTH)

Kparkas xapaktepucTika IpUMEHSIEMOT0 MPOrPaMMHOTO 00€CTICUCHUS

No [IporpammHBbIi XapakTepucTHKa Hasznauenue npu
n/m MPOIYKT OCBOCHUU JTUCIUTUTHHBI
1 | Microsoft Windows Odopmrnenue pador,
XP/Vista/7 OrneparmoHHasi cucteMa pedepaToB, KypcoBoOro
pOeKTa
2 IIpoBenenue nekuuu-
Microsoft Office [NakeT opuCHBIX MPUITOKEHHUH E:I;};TEZZ)ILP;E-TSSOPMRHH@
2003/2007/2010 ’ ’ .
IMOATOTOBKA MPE3CHTAUH,
OKJIaJOB

10. Onucanne MmaTepuaJbHO-TeXHHUYeCKOI 6a3bl, HEOOXOAUMOI /ISl OCYLIeCTBJICHUSA
00pa30BaTeILHOIO NpoLecca 10 JMCHUIIINHE
10.1. CneuuaabHo 000py10BaHHbIe KAOMHETHI U AYIUTOPHH

HaumenoBanue
000pyI0BaHHBIX
y4eOHBIX KAOMHETOB U
(wm) ay IuTOpHi

OcHOBHOE CHeHaIn3upOBaHHOE 000pYyI0BaHNE

AynuTtopus hiise: ¢
JIEKIIMOHHEBIX 3aHATHA U
MPAKTHYECKHUX padoT

HoyTt0yk, npoektop, s3kpaH

KomnberoTepHsiit 3ai ais
PAaKTUYECKUX paboT

KomnberoTepsl



http://znanium.com/

11. HpnMepHaﬂ TEXHOJOIrHIECKasl KapTa IMCHUIIJINHBI «(I)yHKIII/IOHI/IPOBaHHe CUCTEM YIIPpABJICHUA KAYE€CTBOM B CEPBUCE»

®axynpTeT HHPOPMAIIMOHHO-TEXHUYECKOTO CepBHCa
kadenpa «YpaBlieHHE KaYeCTBOM U TEXHOJIOTUU B CEPBHCE»
npenonasarens Pamgroxuna I'.B., Hanpasnennit moaroroBku 15.03.02 «TexHonmornvyeckne MamHbl B 000pYA0BaHKE), HATPABICHHOCTH (MMPOHIIH):
«BBITOBBIC MAIIIMHEI ¥ PUOOPHI»

No Bunbl KOHTPONBHBIX TOYEK Komr | Komrze CpoK NPOX0KIEHUSI KOHTPOJBHBIX TOUEK 3ae
€CTBO CTBO THO-
xouTpo | Gamion CEHTA0pb OKTA0pb HOAOpb nexaopb K3a
JIBHBIX 3al MeHa
TOYEK KOHTD. 1.
TOYKY cecc
s
1| 2 3 4 5 6 7 8 9 10 | 11 12 | 13 | 14 | 15 | 16 | 17
I | Ods3aTenbHbIe
L1 | CraproBoe TecTHpoOBaHHE 1 05 | x
1.2 | TlocereHue NEKIMOHHBIX 3aHATHI 9 1 X | X X X X X X X X
1.3 | BeInonHeHMe IpaKTHYECKUX padoT 14 1o 3 X X X X X X X X X X X X X X
1.4 | 3amura npakTHYECKUX padoT 3 05 X X X
L5 | TIpoMekyTOYHOE TECTUPOBAHKE 1 o 13 X
TBopYeckuil peHTHHT, B T.Y. 16
2.1 | TloaroToBKa JOKJIAI0B, pedeparos. 2 Ho 8
Mpe3eHTalui
I | ®dopma koHTpOIS 1 KOHTP aud
Heae 1 3a4

- TpU yCJIOBHHM Habopa 3a BCE KOHTPOJIbHBIC TOYKA CYMMBI OajlIOB, PAaBHOM OIIEHKE «XOPOIIO» M «OTIMYHO», CTYACHT OCBOOOXKIACTCS OT
I QepeHINPOBaHHOTO 3a4ETa;

- OIIGHKE «YJOBIETBOPUTEIHHO» COOTBETCTBYET cyMMa OamoB oT 61 mo 69,9; «xopomo» - ot 70 g0 85,9; «oTimuro - oT 86 mo 100 Gamos;

- IS IOJTy4YeHus OoJiee BHICOKOW OIICHKH CTYJICHT MOJKET TIOBBIIATh KOJIMYECTBO OAJIIOB 33 CUET YUACTHSI B TBOPUECCKOM PEHTHHTE.
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