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CTpyKTypa u coaep:xaHue TUCHUNINHBI

1. Heau u 3aga4m AMCUUIIMHBI, €€ MeCTO B y4eOHOM mpouecce

Lenp u3ydeHUs IUCHUIUIMHBI — 3aKJIIOYaeTcs B (POPMUPOBAHUU Y OYIyIIUX
CHEUAINCTOB HHIYCTPUU TOCTENPUUMCTBA COBPEMEHHBIX TEOPETUYECKUX 3HAHUU
CIIOCOOHOCTU OCYIIECTBIIATh KPUTHUECKUI aHaiIN3 MPOOJEMHBIX CUTyallud B BOIIPOCAxX
KauyecTBa YCJIYr Ha OCHOBE CHCTEMHOIO MOJIX0J1a, BbIpabaThIBATh CTPATETUIO NEHCTBUMN
1o pa3pabOTKe M BHEIPEHUIO CHUCTEMBI YNPABIEHUS KaYECTBOM YCIYI B AESTEIBHOCTH
TOCTUHUYHBIX PEATPUSITHH.

3agayamMu 1aHHOTO Kypca SIBISIETCS MOIYyUYEHHUE CTYJECHTAMU:

3HAHMM SBOJNIOIMU Pa3BUTHUS M COBPEMEHHOW Quiiocoduu  ympaBieHUs
KayecTBOM,;

3HAHMH B BOIIPOCAX CUCTEMBI YIIPABIEHUS KaYECTBOM TOCTHHUYHBIX YCIIYT;

3HAHHUI TI0 COBEPIICHCTBOBAHUIO CYHIECTBYIONIMX U pa3paO0OTKW MHHOBAIIMOHHBIX
TEXHOJIOTUI YNpaBIEHUS KaY€CTBOM FOCTUHUYHBIX YCIIYT;

MPAKTUYECKUX HABBIKOB ()OPMHPOBAHUE CHCTEMHOIO IMOJAXO0Ja K PEIICHUIO
npo06JieM MOBBIIICHUS Ka4eCTBa.

2. Mecto nucunninnsl B crpykrype OIIOII BO

JlucuumivHa «YIpaBlieHHe KaueCTBOM MOCTUHHUYHBIX YCIIyT» BXOJAUT B 0a30BYIO
yacTb yuyeOHoro ruiana. HeoOXoAuMbIMU YCIOBHSIMH JJII OCBOEHUS JIUCLUILIMHBI
ABJISIIOTCA: 3HAHUE HAIMOHAJIBHBIX U MEXIYHAPOAHBIX CTAH/IAPTOB KAYECTBA; OCHOBHBIX
METOJIOB KOHTPOJSl KayecTBa OKa3aHUd YyCIyr B cdepe TIOCTeNpUUMCTBA U
OOLIECTBEHHOTO MUTAaHUS B COOTBETCTBUU C TPEOOBAHUSIMU HOPMATHBHO-IIPABOBBIX
aKTOB, Mpo(deccHOHANBHBIX CTAHIAPTOB, a TAKXKE C YYETOM MHEHHS MOTpeOuTeNne u
JIPYTUX 3alHTEPECOBAHHBIX CTOPOH; YMEHHME BHEIAPEHHUS MOAXOJOB MEHEIKMEHTa
KauyecTBa B COOTBETCTBUM C HAIMOHAIBHBIMU M MEXAYHApOJHBIMH CTaHAapTaMu
KayecTBa B JEATENbHOCTh OpraHu3aluil cepbl TOCTENPUUMCTBA U OOIECTBEHHOI'O
NUTaHUS; TPUMEHITh METOJbl KOHTPOJsS KadecTBa OKa3aHHs yciayr B chepe
TFOCTENIPUMMCTBA M OOIIECTBEHHOIO IUTAaHUS B COOTBETCTBUM C TpeOOBaHUSAMU
HOPMAaTUBHO-TIPABOBBIX AKTOB, NMPO(ECCHOHAIBHBIX CTaHAAPTOB, a TAKXKE C Y4YETOM
MHEHHMS TOTpedUTeNeH U APYTruX 3aMHTEPECOBAHHBIX CTOPOH.

CopepxaHue NHUCLUIIIMHBL ABJISAETCA JIOTUYECKUM MPOJOKEHHEM COIEpKaHUs
JTUCIUIUIMH «Ctpareruueckoe yIpaBlIeHUE TYpPUCTCKUM MpEeANpUITUEM,
«AHTUKpPU3UCHOE YIIpaBJieHHE B MHAYCTPUM roctenpuumctBay, «lIpornozumpoBanue u
IUIAHUPOBAHUE JEATEIBHOCTH B TYypU3ME» M CIYKUT OCHOBOW JJIi OCBOEHUS
JUCHHUIUINHBI «MeXTyHapOoaHbIA TypU3M», «be30macHOCTh B TOCTUHHIIED.

Kypc «YnpaBneHue ka4eCTBOM FOCTUHUYHBIX YCIYT» SIBISIETCS HEOOXOIUMOM JIst
OCBOCHHS  oOmenpodeccHoHanbHO W Tpo(ecCHOHANbHOW  KOMIIETEHIIUH  TI0
HanpapiaeHuio nmoarotoBku 43.04.03 I'ocTuHUYHOE N€JI0, a TakXKe, CaMOCTOSITEIBLHOIO
3aHATHS HAy4YHO-MCCIE0BATENbCKOM paboTOil CTyleHTa W HAaNMCAaHMUS BBIMYCKHOU
KBaATU(UKAITMOHHON pabOThl — MAarUCTEPCKOM AUCCEPTAIIUH.



3. TpeﬁoBaHI/m K pe3yJjbTarTaM 0CBOCHHUA COACPKAHNA TUCITHIIIINHBI

Konm u WNHanKaTopsl TOCTHIKECHUIMA IMepeveHs MIAHUPYEMBIX PE3yJIbTATOB
HalMEHOBaHUE KOMIIETEHIINU
KOMIIETEHLINU (o peanuzyemoii
JACIMILINHE)
OIIK-3. 3Haem CUCTEMBI MEHE/PKMEHTA KAaueCTBa B
Cnocoben COOTBETCTBHHU c HAIMOHAJILHBIMH u
paspabarbIBaTh 1 MEXIYHAPOAHBIMUA  CTaHAApTaMH  KauecTBa;
BHCNPATH CHCTEMBI OpOIEAYyPy BHEAPEHUS. CHUCTEMBI MEHEKMEHTA
Kangg;gﬁe;{gfy - ?Hrcliﬁé Pﬁi%i?{iﬁggiz KAuecTBa B JIEATENBHOCTh OpraHu3aluii cdepbl
ICATENBHOCTS cauecTBa B coorsercram ¢ | TOCTCTIPHAMCTEA H OOIIIECTBEHHOTO TTUTAHHS;
OpraHm3aLMii cHEPBl | HAIOHATLHEIMI " yMeem BHEOPITH CHCTEMY MEHEKMEHTA
TOCTENPHHMCTBA H | Mesk/TyHAPOIHBIMH KayecTBa B COOTBETCTBUM C HAIMOHAILHBIMH H
O6HICCTBCHHOF0 CTaHIapTaMHu H MEXIAYHApOHBIMU CTaHIapTaMHu KadecTBa,
MUTAHUS KOHTPOIMPYET ~ KAauecTBO | BHEAPATh CHCTEMBI MEHE/DKMEHTAa KayecTBa B
oKazaHWsA YCIyr B cdepe | IesSTETBHOCTD opraHu3anui cepsl
TFOCTCIPUUMCTBA U | TOCTENPUUMCTBA U OOIIECTBEHHOTO TTUTAHMS,
OOIIECTBEHHOTO MUTAHHSA B s1aoeem HaBBIKaMU (hopMHpOBaHHUS
COOTBETCTBHU C | cHCTeMBbl KayecTBa B OpraHU3alMsAX chepsl
Tp660BaHI/I$IMI/I rOCTEPUHUMCTBA U OOILIECTBEHHOI'O ITUTAHUS,

HOPMAaTHBHO-TIPABOBBIX
aKTOB, MPO(ECCHOHATHHBIX
CTaHJIapTOB, a TaKke ¢
y4eToM MHEHHS
norpeduTened u APYrux
3aMHTEPECOBAHHBIX CTOPOH

HaBLIKAMU IPAKTHYECKOTO BHEIPEHHS CHCTEMBI
MCHCIP>KMCHTA KaduycCTBa B ACATCIIBHOCTD
opranmMzauMii  cdepsl  TOCTENPUUMCTBA U
0OILIECTBEHHOIO ITUTAHUS

4. CTpyKTYypa H cojiep:KaHue TMCHUTIMHBI
4.1. O0beM yueOHO# JUCHMILIMHBI U BHAbl Y4e0HOI padoThl

. O0beM yacoB (3a4. ef1.)
Bup yueOHoit padoTbl
Ounas ¢popma 3aounas ¢popma
OO0mas yuedHast Harpy3ka (Bcero) 108 108
(3 3au. en) (3 3au. en)

O0si3aTe/ibHAsI KOHTAKTHas1 padoTa (Bcero) 36 6
B TOM YHCJI€:
Jlexumn 12 2
CemuHapCcKue 3aHATHS - -
[TpakTHueckue 3aHsITHs 24 4
JlaGopaTopHble paboThI - -
KypcoBas pabota (KypcoBOoi IPOEKT) - -
Hpyrue  GopMbl ¥  METOAbI  OpraHU3alUH - -
00pa30BaTeNLHOTO nporecca (pacuemmo-
epaghuyeckue pabomvl, VHANBUIYAIBHBIEC 3aJaHUS
um.n.)
CamocTosiTe/ibHasi padoTa CTy/iIeHTa (BCero) 72 102
dopma arTecTanuu 3a4er 3a4er

4.2. Conep:xkaHue pa3ie0B AUCHHIIIHHBI
Tema 1. OcHOBHBIC oOmpeaesieHUsI M NMOHATHSA YIpPaBJdeHUs KadecTBOM. [loHATHA
“ympaBlieHME KauyeCcTBOM~ U ‘‘cHCTeMa ympaBJieHUs KadecTBoMm . llenn u monuTuka B




obOnactu kauectBa. OOecrieueHne kadectBa. dopmupoBaHue KadecTBa. TpeOoBaHUS K
KauecTBy ycuyr. [IpuHuun  orpaxkeHust kadectBa. lletns  kauecTBa  (MPUHIUI
YKU3HEHHOTO 1IMKIIa). Pa3BuTHE yrnpaBieHus KaueCTBOM U OOIIET0 MEHEI)KMEHTa. DTarlbl
dbopMupoBaHUS YIPABICHUS KAUECTBOM M OOIIETO MEHEKMEHTA . XpoHoJOoTHs
Pa3BUTHUS YIIPABJICHUS KAU€CTBOM.

Tema 2. Cranaaprtsl ynpapjeHuss u odecneuyeHusi kadecrBa (ISO cepuu 9000).
Crannaprtuzanus TpeOOBaHUM K Ka4eCTBY. Y POBHM CTaHAAPTU3ALMU U BUABI CTaHIapTOB.
MexnayHnapoaHnasi crannaptusanus. EBponeiickas crangaptuzanus. OO1iue cBeAeHUs O
crangaptax 1SO cepum 9000. DTanel cTaHmgapTU3alid TPEOOBAaHUN K OOECIICUCHUIO U
YIOPaBICHUIO KAayeCTBOM. 3HayeHHE CTaHAApTU3alMK TpeOoBaHUI K 0OeCleYeHHI0 U
ynpasnenuto kadectBoM. Ctpykrypa crangaptoB 1SO cepun 9000 ITocTpoenwst cuctemsl
KauecTBa B COOTBETCTBHH ¢ TpeboBaHusmu ctanmaptoB 1SO cepum 9000. Tpu momenu
cucteM kadectBa (ctanmaptel ISO 9001, ISO 9002, ISO 9003). DnemMeHTH CHCTEMBI
KauecTBa B COOTBETCTBHHU ¢ TpeboBaHusiMu ctanaapra SO 9001

Tema 3. MeTogoJiorusi MeHeI)KMeHTa kayecTBa. .Kitaccuueckue METO/IbI
MEHE)KMEHTa KauecTBa. HoBble METOBI MEHEDKMEHTA KauecTBa 3HAUCHHE YIIPaBICHUS
KaueCTBOM B CHCTEME OOINEero MEHEKMEHTa. ‘‘DKoHOMHUYeckoe uyao” SmoHuwu.
VYrpaBneHrne Ka4eCTBOM KakK CHEIUATU3UPOBAHHBIN BUJ] YIIPABICHYECKON EATEIbHOCTH.
KadecTBo B cucteme SIMOHCKOTO MEHEIXMEHTA. SMOHCKas MIKOJIa MEHEIKMEHTa —
cpena popmMupoBaHus MEeHEKMEHTa kadecTBa. OOmepupMeHHas cucTeMa YrpaBieHHs
kadecTBoM. Kpykku kauecTsa.

Tema 4. Konumenmusi “BceoOliero ymnpapJjeHuss KadecTBOM”. (OcoOeHHOCTH
KOHIIENIMU “Bceodiero ymnpasnenus kadectBom”. Lukn ynpasnenus B cucreme 1QM.
OcHoBHble cTpateruu TQM.

Tema S. JDxoHoMHMKAa KayecTBa. YIIPaBJICHHE SKOHOMMKOM KadecTBa. YIIPABJICHUE
3aTpaTaMl Ha Ka4yecTBO. HalMoHaidpHBIE M MEXAYHApOAHBIC MPEMUM IO KAueCTBY.
OcHOBHBIEC TIOHATHS O MPEMUSIX MO KauecTBY. Mojeln aMepuKaHCKOW M e€BpONeCKOi
IIpEMUU 10 KauecTBy. EBpomneiickast npemus o Ka4ecTBy.

Tema 6. Cepruduxkamus M ayauT cucTeMbl kauvecTtBa. OOmue CBeIeHUS O
ceprudukanuu cucteMbl kKadectBa. Llenu cepruduxanum cuctemsl kauectBa. OpraHsl 1Mo
ceprudukanuu cuctem kauectna. [Iporeaypsl cepTuduKanuu CUCTEMbI KayecTBa. AyIuT
cucTteMbl kadyecTBa. Haznauenue u BUabl ayauTa kadectBa. OOBEKTHI ayuTa KadecTBa.
Crannaptsl 1SO cepun 10011.

4.3. Jleknuu
Ne Ha3BaHue Tembl O0bem yacoB
n/n Ounasn 3aouHasn
dopma dopma
1 OcCHOBHBIE ONPE/IEICHUS U IOHSITHS YIIPaBICHUS 2 2
Ka4eCTBOM.

2 CrannmapTs! ynpasiieHus u obecreuenus kadectsa (ISO 2

' cepun 9000).
3. MeTopo0orusi MEHEeDKMEHTa KauecTBa. 2
4. Konuenmus “Bceoluero ynpasieHHs Ka4YeCTBOM . 2
5. OKOHOMHKA KauecTBa. 2
6. Ceprudukanus 1 ayJIuT CUCTEMBI Ka4eCTBa. 2
Hroro: 12 2

4.4. IlpakTHyeckne (ceMUHAPCKHE) 3aHATHSA

5



Ne Ha3Banue Tembl O0bem yacoB
n/n Ounas 3aouHnas
¢popma ¢popma
1 OcCHOBHEBIE ONIPEENICHNUS 1 TOHITHS yIIPABICHAS 4 2
Ka4eCTBOM.
9 CrangapTel  ympaBieHHssT ©  OOecrledeHUs 4
' kauyectBa (ISO cepun 9000).
3. MeTo00rHsi MCHEDKMEHTA KayeCTBa. 4 2
4. Konnennus “BceoOIero ynpasieHus Ka4ecTBOM . 4
5. DKOHOMFKA Ka4yecTBa. 4
6. Ceprudukaris 1 ayIMT CUCTEMBI Ka4eCTBa. 4
Hroro: 24 2
4.5. CamocTosiTesibHAsI padoTa CTYAE€HTOB
Ne Ha3Banue Tembl Bup CPC O0beM yacos
n/n Ounas 3aounas
dopma dopma
OCHOBHBIE OTIPEICTICHUS [ToaroToBKa K MpaKTHYSCKUM
Y TOHSITUS YIPABICHUS 3aHATHSIM, CAMOCTOSITEIBHBINA TTOUCK
1. Ka4eCTBOM. HMCTOYHUKOB Hay4YHO-TEXHHYECKOU 12 18
WHOPMaIUH, TIOATOTOBKA OTBETOB Ha
MPEACTABJICHHBIC BOIIPOCHL
CranmapTsl yIpaBICHUS U IMoaroToBka K MPakTHIECKAM
obecrieyeHus KauecTBa 3aHATHSIM, CAMOCTOSITEIBHBINA TTOUCK
2. (ISO cepuu 9000). HMCTOYHHUKOB HAYYHO-TEXHUUECKOU 12 18
WH(OpPMAITUH, TIOATOTOBKA OTBETOB HA
MPEICTABICHHBIC BOITPOCHI
Merononorust [ToaroToBKa K MpaKTHYCCKUM
MCHCI’KMCHTA Ka4yeCTBa. 3aHATHAM, CaMOCTOSTEIIbHBIN MONUCK
3. HCTOYHUKOB Hay4YHO-TEXHHUYECKOH 12 18
WH(OpPMAITUH, TIOATOTOBKA OTBETOB HA
MPEACTABJICHHBIC BOIIPOCHL
Konuemnmus “Bceodriero [ToaroToBKa K MPaKTUIECKUM
YIpaBJICHUS KAYeCTBOM™. | 3aHSATHSAM, CAMOCTOSATEIbHBIN MOUCK
4, HMCTOYHUKOB Hay4YHO-TEXHUYECKON 12 18
WHOPMAIUH, TIOATOTOBKA OTBETOB Ha
MPEJICTABJICHHBIC BOITPOCHI
JKOHOMHKA Ka4ecTBa. IToaroToBKa K MPakKTHYECKAM
3aHATHAM, CaMOCTOSTEIIbHBIN MONCK
5. HMCTOYHUKOB Hay4YHO-TEXHUYECKON 12 16
WH(POpPMAITUH, TIOATOTOBKA OTBETOB HA
MPEACTABJICHHBIC BOITPOCHI
CepTuduKaius u ayuT [ToaroroBka K NpakTUYECKUM
CHCTEMbI KauecTBa. 3aHATHSIM, CAMOCTOSITEIIBHBIA TTOUCK
6. HMCTOYHUKOB Hay4YHO-TEXHUYECKOH 12 14
WHOPMAIUH, TIOATOTOBKA OTBETOB Ha
MPEACTABJICHHBIC BOITPOCHL
HToro: 72 102
4.6. KypcoBble padoThI/MPOEKTHI MO JUCHMIUVINHE «YIpaBjieHHe

Kav€CTBOM IN'OCTUHHYHBIX YCJIYI» HE IIPEAINOJIAraloTCH y‘leﬁHbIM INJIAaHOM.

5. O0pa3oBare/ibHbIE TEXHOJIOTHH




[IpenonaBaHue AUCUMIUIMHBI BEAETCS C MPUMEHEHHEM CIIEIYIOUIUX BHUIOB
00pa30BaTeNbHBIX TEXHOJIOTUH:

TPaJULUOHHBIE OOBICHUTEIHHO-UUTIOCTPATUBHBIE TEXHOJIOTHH, KOTOpHIE
00ecneunBalOT JAOCTYITHOCTh YUYEOHOro MaTepuaina AJisi OOJBIIMHCTBA CTYACHTOB,
CHUCTEMHOCTh, OTPa0OTaHHOCTh OPTaHU3AIMOHHBIX (POPM U MPUBBIYHBIX METOJIOB,
OTHOCHUTEIFHO MaJjible 3aTpaThl BPEMEHU;

TEXHOJOTHUH MpOOJEeMHOr0 OOy4YeHMs, HaIlpaBlICHHbIE Ha pa3BUTHE
MO3HABATEJIbHONM AaKTUBHOCTH, TBOPYECKOM CaMOCTOATENBbHOCTH CTYACHTOB U
MpeAnojaraiime nocie0BaTeIbHOE U IEJCHANPABICHHOE BBIIBUKEHUE MEpe]
CTYJICHTOM I103HaBaTENIbHBIX 3aj/lay, pa3pelieHre KOTOPhIX MO3BOJISET CTyACHTaM
aKTUBHO YyCBauWBaTh 3HaHUS (UCIOJIB3YIOTCA TMOUCKOBBIE METObI;, MOCTaHOBKA
MO3HABATEIbHBIX 3a/1a4);

TEXHOJIOTUA Pa3BHUBAIOIIETO OOYYEHUS, TMO3BOJISIIOIIUE OPUEHTUPOBATH
y4eOHBIN MPOIIeCcC Ha MOTEHIIMAIbHBIE BO3MOXKHOCTH CTYJIEHTOB, UX PEaTU3aIUI0
U Pa3BUTHE;

TEXHOJIOTHH KOHIIEHTPUPOBAHHOTO OOY4YEHHs, CYTh KOTOPBIX COCTOHMT B
CO3/JaHMM  MAaKCUMaJIbHO  ONM3KOM K  €CTECTBEHHBIM  IICHXOJOTHMYECKUM
OCOOCHHOCTSIM UEJIOBEYECKOTO BOCIPHUATHS CTPYKTYpPHl ydeOHOro Tmpolecca |
KOTOpBIE 0T BO3MOXXHOCTH TIIYOOKOTO M CHCTEMHOTO H3YyYEHHUs COJEp)KaHUS
y4eOHBIX IUCHUIUIMH 32 CYET OObETUHEHHS 3aHATHI B TEeMaTHYeCKue OJIOKH;

TEXHOJIOTMM MOJYJBHOTO OOyuY€HHs, JArolIle BO3MOKHOCTh OOECHEedeHHUs
ruOKOCTH Ipolecca 00yUueHus, alalTallul €ro K HHAUBUAYAIbHBIM TOTPEOHOCTIM
U OCOOEHHOCTSIM  oOywarommxcsi  (MPUMEHSIOTCSA, Kak  [paBWwiIo, IpHU
CaMOCTOSITEIbHOM OOYYEHHH CTY/IEHTOB 110 UHAUBUIyaIbHOMY yU€OHOMY IJIaHY);

TexHojorun  AuddepeHupoBaHHOT0  00ydeHus,  00ecleunBaroIIye
BO3MOXKHOCTh CO3/]aHMsI ONTUMAJBHBIX YCJIOBUW [UJIsl Pa3BUTUS HMHTEPECOB U
CIIOCOOHOCTEM  CTYJEHTOB, B TOM UHCJI€ W CTYACGHTOB C OCOOBIMH
00pa30BaTEeNbHBIMUA MOTPEOHOCTSAMH, YTO TO3BOJISIET PEaTN30BaTh B KYJIbTYPHO-
00pa30BaTeNbHOM TPOCTPAHCTBE YHUBEPCHTETAa HJCI0 CO3/IaHUs  PaBHBIX
BO3MOYKHOCTEM 17151 TOJIy4eHHsI 00pa30BaHus

TEXHOJIOTMM aKTUBHOTO (KOHTEKCTHOIO) OOY4YE€HHs, C MOMOIIBI0 KOTOPBIX
OCYIIECTBISIETCS MOJAEIUPOBAHNE TMPEAMETHOTO, MPOOJIEMHOTO M COIHAIBLHOTO
comepkanus  Oyaymiedl — mpodeccuoHanbHOM  JACSATEIBHOCTH  CTYJACHTOB
(MCTIONB3YIOTCSI AKTUBHBIE M HHTEPAKTUBHBIE METO/IbI OOYUYEHHUS) U T.JI.

MaxkcumanbHast 3QQPEKTUBHOCTh MEJArOrMuecKoro IMporecca JOCTUIaeTCs
NyTeM KOHCTPYHPOBAHUS ONTUMAIBHOIO KOMILJIEKCA MEAArorndyeckux TEXHOJIOTUI
U (MIM) WX DJJIIEMEHTOB Ha JMYHOCTHO-OPUEHTHUPOBAHHOMW, NEATEIbHOCTHOM,
JUAIOTUYECKON OCHOBE M MCIOJb30BaHUS HEOOXOAMMBIX COBPEMEHHBIX CPEICTB
oOy4eHus.

6. YueOHO-MeTOoAMUYecKOe U MHPOPMALIMOHHOE 00ecriedeHne JUCIUNJIMHBI:
a) OCHOBHAas JJUTEeparypa

1. EdbpemoBa, M. B. VmpapieHue kauecTBOM TOCTUHUYHBIX YCIYT:
y4eOHUK U mpakTHKyM Juis By3oB / M. B. EdpemoBa. — Mocksa: M3narenscTBo
FOpaiit, 2020. — 350 c.



2. OBaHc, [[. Ynpaienue kadecTBOM : ydeOHoe mocobue / JI. DBaHc. —
Mocksa : FOunTn, 2015. — 671 c.

3. baymrapren JI.B. Ynpasnenue kauectBoMm B TypusMme. [Ipaktukym. YuebHOE
noco6ue. / baymrapren JI.B. — M., KaoPyc., 2012. - 284c.

4. Kob6sk M.B. VYmpaBnenune xauectBom B Troctunune / M.B.Ko6sk,
C.C.Cko0OkuH.. —M.: Maructp, 2008. — 511 c.

0) A0MOJIHMTE/IbHAA JJUTEepaTypa

1. bypuakoBa M.A. VYmnpasnenue kauectBom / M.A. bypuakoBa, M.D.
Musunnesa. - M. : U3a-Bo Poc. yH-Ta npyx0s1 HapoaoB, 2004. - 176 c.

2. lxxopmxk C. BceoOiiee ynpapieHHe Ka4yeCTBOM: CTPATErMH W TEXHOJIOTHH,
pUMEHsIEMbIE CEroJHs B cambIx ycnemHbix komnanusax (TCuM) / C. xxopmx, A.
Baitmepckux. - CII0. : BukTtopus mitoc, 2002. -256 c.

3. OrBozaun B.JO. VYnpasnenue xauectBoM. OCHOBBI TEOPHHM U TMPAKTUKHU /
B.1O. OrBo3ausn. - M. : [leno u Cepsuc, 2002. - 160 c.

4. Yopasnenue kauectBom / C.JI. WnbenkoBa, H.J[. Wnwenkoma, B.C.
MxwutapsH u ap.. - M. : FOnuTu-/lana, 2004. - 334 c.

B) METOAUYECKHE PEKOMEHIAIUN:

1. Meroguyeckue  yka3zaHMsl K  TNPAKTUYECKUM  3aHATHSIM U
CaMOCTOSITETILHOM paboTe MO Y4yeOHOW JUCHUIUIMHE «YTpaBiICHUE KadeCTBOM
TOCTUHUYHBIX YCIyr» JJIsi MarucTpaHTOB 6 Kypca HalpaBJICHUS TOJTOTOBKU
43.04.03 «l'ocTuHHUYHOE JIeJ0» (Marucrepckas mnporpamMma «YTpaBlICHHUE
TOCTUHUYHBIM X03icTBOM») / A.B. MeasHuK, KaH/I. 9KOH. HayK, JIOIEHT.

2. Metonuueckue yKazaHUs IS BBIMOJHEHUS KOHTPOJIBHBIX paboT 1o
y4eOHON JUCHUIUIMHE «YTPaBJICHHE KAYECTBOM TOCTUHHUYHBIX YCIYT» JUIS
MarucTpanTtoB 6 Kypca HanpasiaeHus noarotoBku 43.04.03 «I'ocTuHUYHOE AEN0»
(Marucrepckas mporpaMma «YTpaBlIeHUE TOCTUHUYHBIM XO3SMCTBOMY) 3a0YHOM
dbopmbl 00yuenus / A.B. MeasHuK, KaH1.9KOH.HayK, JOLICHT.

I') HHTePHET-PeCcypChI:

1. Hayunas snextponnas 6ubnuoreka Elibrary — Pexxum noctryna: URL:
http://elibrary.ru/

2. CnopaBouHas mnpasoBas cucteMa «Koncynbrant Ilmroc»y — Pexum
noctyna: URL.: https://www.consultant.ru/sys/

3. Hayunas 6ubnuorexa umenu A. H. Konsiea — Pexxum noctyma: URL:

http://biblio.dahluniver.ru/

/. MaTepuaJIbHO-TEXHUYECKOe " NMPOrpaMMHoOe obecneueHme
TUCUHMILTHHBI

OcBoeHME AUCHUIUIMHBI «YTIPaBICHUE KAaYE€CTBOM TOCTUHUYHBIX YCIyT»
IPEANOoaraeT MCHOJb30BaHUE aKaJIEMHUYECKUX ayIUTOPHIl, COOTBETCTBYIOIIMX
JEUCTBYIOIIMM CAHUTAPHBIM M MPOTHUBOINOKAPHBIM MTPABUIIAM U HOPMaM.

[Ipouee: pabouee MecTo MpemojaBaTelisi, OCHAIIEHHOE KOMIIBIOTEPOM C
nocTyrnoM B IHTEepHeT.

[IporpammHOe oOecrieueHue:


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

DOYHKIMOHAIBHOE
Ha3HAYeHHe

BecmiiaTHoe
MmporpaMMHoe
odecrmeyeHue

CcebLIKHN

OducHblii TakeT

Libre Office 6.3.1

https://www.libreoffice.org/

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

OHGpaHI/IOHHaﬂ cucremMma

UBUNTU 19.04

https://ubuntu.com/

https://ru.wikipedia.org/wiki/Ubuntu

Bpaysep

FirefoxMozilla

http://www.mozilla.org/ru/firefox/fx

Bbpay3zep

Opera

http://www.opera.com

IloyTOBBII KIINEHT

MozillaThunderbird

http://www.mozilla.org/ru/thunderbird

daitn-MeHeKep

FarManager

http://www.farmanager.com/download.php

Apxusatop

7Zip

http://www.7-zip.org/

GIMP (GNU Image

http://www.qgimp.org/

I'paduueckuii pegakrop Manipulation http://qimp.ru/viewpage.php?page id=8
Program) http://ru.wikipedia.org/wiki/GIMP

Penaxrop PDF PDFCreator http://www.pdfforge.org/pdfcreator

Aynuornieiiep VLC http://www.videolan.org/vic/



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

8. OneHOYHbBIE CPeACTBA MO AMCIUIJIMHE

IHacoopr
OLICHOYHBIX CPEICTB MO0 Y4eOHO IMCUUIIHHE
«YnpaBJieHHe Ka4eCTBOM IOCTUHHYHBIX YCJIYI»

Onucanue ypoBHel chOpPMUPOBAHHOCTU U KPUTEPHUEB OLICHUBAHUS
KOMITETEHIIUM Ha ATanax ux GOpMHPOBAHUA B XO/1€ U3YUCHUS JTUCIUTIINHBI

Iran Kon YpoBHH Kpurepun
KOMNeTeHUHH | chOpMUPOBAHHOCTH OlleHHUBAHUA KOMIMETEHIIUU
KOMIETEHITN T
= OIIK-3. Ioporoseri 3Hamb:
2 Criocoben CHUCTEMBI MEHeDKMEHTa KadecTBa B
E pa3pabaThiBaTh U COOTBETCTBHH c HAI[MOHAIBHBIMU u
g BHEIPATH MEXIyHApOAHBIMHA CTaHIAPTaMU KauyecTBa,
‘m‘ CHUCTEMBI MIPOLIEAYPY BHEIPEHUSI CHCTEMBl MEHEKMEHTa
yIpaBIeHUS KauecTBa B JISATENIbHOCTh OPTaHM3alui cepsl
KayeCTBOM YCIIyT basoBbiii ymemop
= B JC€ATCIBHOCTD BHCIAPATH CHUCTEMY MCHCPKMCHTA KaucCTBa B
g OpraHmu3amun COOTBETCTBHU c HaIlMOHAJIHHBIMHU u
g cepbl MEXTyHApOJIHBIMU CTAHIAPTAMH Ka4eCTBa;
E TOCTCIIPUHUMCTBA BHCAPATH CUCTEMbI MCHCI)KMCHTAa Kad€CTBa B
C 1 O00IIeCTBEHHOTO JeSITeTHOCTh OpraHn3anul cdepsl
TTUTaHUS TOCTENPUHUMCTBA U OOIIIECTBCHHOTO MUTAHWUSI;
2 Bricokuii enademsy
3 HaBbIKaMHU (DOPMHUPOBaHUS CHCTEMBI Ka4eCTBA B
= OpraHMU3alusaX cdepsl FOCTENIPUUMCTBA U
E E OOIIIECTBEHHOTO TUTAHUSI
5 HABBIKAMM  KOHTPOJS W KOPPEKTUPOBKH
3 KauecTBa OKa3aHHA YCIYT B chepe TOCTEIPUUMCTBA

n O6H_I€CTB€HHOFO U TAaHUsA
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[lepedyenb KOMMIETEHIINH (37IEMEHTOB KOMIIETEHIIUM ), (HOPMHUPYEMBIX B
pe3yabTaTe OCBOCHUS YICOHOW AUCITUILIMHEIL.

Ne DopMynupo WNHauKaTopsl JOCTHXKEHUN Tembl e
/11 E BKa KOMIIETEHIHU y49eOHON AUCIUTUTAHBL = =
= KOHTPOJHPY (TI0 TUCTTUTLITIHE) = a:>
9} o —_ S
5 eMou z 2 >
B KOMIIETEHIH g &=
= = o
S " M S E
< =8
= g =
) S5
e 2
1 e Tema 1. OcHOBHBIC 3
o,
E, 2 omnpeAeseHus 1
g © TIOHSTHS yIIPABICHUS
e Ka4yeCTBOM.
> OB
§ Tema 2. Ctannaptol
2 g YIpaBIEHUS 1
= obecredeHus KauecTBa
O K
= 2 (ISO cepun 9000).
. OMK-3.1. P 6 Tema 3. Metononorus
’Q -
24k 1. PaspabaThiBaeT CHCTEMBI | \ovorvenionra
: 80 © MEHEKMEHTa KadyecTBa B
™ 5 & & KauecTBa
' oI E COOTBETCTBHH C HAIIMOHAIGHBIMA H
o o o4 R Tema 4. Konuenmus
= w5 e MEKyHAPOJIHBIMU CTaHApTaMH | - o .
© < = g KauecTBa B OpTraHU3amusX cdepbl N
- YIIpaBJIeHUs
=5 TOCTENIPUAMCTBA ¥  OOIIECTBEHHOTO v
% 2 R KayecTBOM .
2 m g Tema 5. DxoHOMHUKA
§ E KayecTBa.
£ ©
% 2 = Tema 6. Cepruduxanus
) S U ayIUT CUCTEMBI
= g Ka4ecTBa.
£
52 %
© Mmoo
o E B
o g o
g5 o
3 O
O 2 &
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ITokazarenu u KPpUTCPHUH OLICHUBAHUSA KOMH@TCHHHﬁ, OIIMCAaHUC IIKaJI OICHUBAHUA

Ne Kon WNunukaTopsl [Tnanupyembie pe3yIbTaThl Kontponupyembie | Haumen
/Il | KOMIIETEHIIUU JOCTIOKEHHI 00y4YeHUs 10 JUCIUTUTHHE TEMBbI y4eOHOU OBaHUE
KOMITETEHLIMH JMCLHAIUTHHBI OLIEHOYH
oro
CPE/ICTRBA|
1. 3Hamo cucteMbl | Tema 1. OcHOBHBIE
MEHEDKMEHTA ~ KadeCTBa B | OmpeesicHus U
COOTBCTCTBUU C | moHATUA
HALlMOHAIbHBEIMHU Y | yrpaBieHus
MEXTyHapOIHBIMH KAUCCTBOM.
CTaHAapTaMHU KayecTBa;

OI1K-3. CriocobeH pa3pabaThiBaTh ¥ BHEPITH CUCTEMbI YIIPABICHUS KAueCTBOM yCIYT B

JIEATSIIbHOCTD OpraHu3anuii chepbl FTOCTCIPUUMCTBA M OOIIECTBEHHOTO MUTAHUS

roCTCIIPUUMCTBA U O6HICCTBCHHOFO IIUTaHUsA

OIIK-3.1. Pa3pabatbiBaeT CHCTEMBI MEHEPKMEHTA Ka4eCTBA B COOTBETCTBUH C
HAI[MOHAIBHBIMHU M MEXTyHAPOTHBIMA CTAHJAPTAMHU Ka4eCTBa B OpraHU3aIusax chepsl

MpOLETYyPY BHEAPECHUS CUCTEMBI
MEHEJDKMEHTa  KadecTBa B

eI TeTbHOCTD OpraHmu3anui
chepbl  rOCTCIIPUMMCTBA |
0OIIIECTBEHHOT'O ITUTAHUS;
ymems BHEIPATH
CUCTEMY MEHEKMEHTa
KauecTBa B COOTBETCTBUH C
HaI[MOHATHHBIMHU u
MEXTyHApOIHBIMH
CTaHIapTaMu KauyecTBa,
BHEJIPATH CUCTEMBI
MEHEe/DKMEHTa  KadecTBa B
JEATENbHOCTh OpraHu3aluu
chepbl  rOCTCIPUMMCTBA W
OOIIIECTBEHHOI' O ITUTAHU,
énademsp HaBBIKAMH
(hopMupoBaHus CHUCTEMBI
KauecTBa B  OpraHH3aIHsIX
cheppl  roCTEIPUMMCTBA U
00IIIECTBEHHOT' O MUTAHUS,
HaBbIKaMHU MPAKTHYECKOTO
BHEJIPEHUS CHUCTEMBEI
MEHEe/DKMEHTa  KadecTBa B
JEATENIBHOCTD OopraHu3alun
cheppl  TOCTEIPUHMCTBA |

06H.IeCTBeHHOl“O IIUTaHUsA

Tema 2. CtangapThl
VIpaBJICHUS U
obecrieueHust
kadectBa (ISO
cepuu 9000).

Tema 3.
MeTtonponorus
MEHEKMEHTA
KayecTBa

Tema 4. Kouuemnius
“BceoO1Iero
YIpaBJICHUS
KauecTBOM .

Tema 5.
OKOHOMHKA
KayecTBa.

Tema 6.
CepTuduxarus u
ayJIUT CUCTEMBI
Ka4yecTBa.

TCCTOBBIC 3alaHUs, pa3HOYPOBHEBLIC 3a/1a4X 1 3aJlaHHA, IPAKTUYECKOE (HpI/IK.TIa,HHOC SaHaHI/Ie)
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1. TumoBble TecTOBBIE 3aJaHUSA
(nopozosvlii yposeHv)

1. ®opma OCyIIECTBIIEMOTO OPTaHOM IO CepTU(PUKAIUU MOATBEPKICHUS
COOTBETCTBUSI OOBEKTOB TPEOOBAHUSIM TEXHUYECKUX PETIaMEHTOB, MOJOKEHUSIM
CTaHJAPTOB WJIM YCIIOBHUSM JOTOBOpPA - 3TO:

cepTudUKaIus;

aTTeCTallus;

aKKpeauTalus;

COIJIaCOBAHME.

2. HopmaTuBHBIM JOKYMEHT, B KOTOPOM B LEISAX JOOPOBOJIBHOIO
MHOTOKPAaTHOTO HCITOJIb30BAaHUS YCTaHABIMBAIOTCS XapaKTEPUCTUKU OOBEKTOB
CTaHIAPTU3ALMHU, IPUHUMAEMBIH 10 COTJIAIIEHUIO CTOPOH, - 3TO:

CTaHIapT;

ceptuduKar;

JIALICH3US;

JIOTOBOP

3. Ilpunmunamu koHuenmuu TQM ©u  cUCTEMBl  MEXAYHApPOJAHOM
cranaaptuzauu MCO 9000 sBusitoTcs:

npo0iemMa yrpaBieHusl KauecTBOM C(hOKycHpoBaHa Ha MOTpeOUTEe;

npobiemMa yImpaBieHUSI KayeCcTBOM C(OKYCHpOBaHA Ha TEXHMYECKOU
CTOPOHE MEHEKMEHTA KaueCTBa;

npobJieMa yrpaBieHUs] KAUeCTBOM HE MPEIoiaraeT JajlbHEUIIero pa3BUTUs
B MpeiesiaX UMEIOIIEHCS] CEPUU CTaHIAPTOB;

MEHEKMEHT Ka4eCTBA JOJDKEH MOCTOSIHHO COBEPIIEHCTBOBATHCA.

4.11CO - sr0:

CHCTEMA KaueCTBa;

CTaHJApThl KAYECTBA;

KOHIIEILINS Ka4eCTBa;

MEKIYHApOIHasl OpraHu3aLusl.

5.CoctaB QpyHKIUH yNpaBlieHNs Ka4€CTBOM HE BKJIIOYAET:

NPUHATHE PEIICHUH PYKOBOJCTBOM TMPEANPUATUS B 00JIACTH TOJUTHKU
Ka4yeCTBa;

UCCJIeIOBaHUE B 00JIaCTH KauecTBa YCIyT;

BHEJPEHUE OTPACIIEBOTO CTAaHAAPTa KAUeCTBa;

aHaJnM3 MoTpeOHOCTEN PhIHKA B TOBapax, yCIyrax.

6. ABTOp CUCTEMHOTO OAX0/1a K YITPABJICHUIO KAYECTBOM:

B. Ilyxapx;

A. @eiirenbaym;

. JlemuHr;

I'. ©opn

7. TlpuHnmm ympaBieHUS KadyeCTBOM, ONPENCTSIOMUNA HEOOXOIUMOCTh
UMETh YETKYIO 11eJIh B 00JIACTH KayeCTBa, - 9TO:

MIPUHIUII IUIAHOBOCTH;

MIPUHIMII LIEJIEHAIIPABIEHHOCTH;

MPUHIUII CUCTEMHOCTH;
13



IPUHLUI KOMIUJIEKCHOCTH.

8.OCHOBOMNOJIOKHUK IPOLIECCHOTO MOAX0/1A K YIIPABIECHUIO KAUECTBOM:

B. lyxapx;

A. @eiirenbaym;

JIx. XKypas;

@. Tewop.

9. [IpuHIMI ynpaBJIeHUsI KAY€CTBOM, ONPEAECISIONMNA CUCTEMHBIA NOAXOJ K
00ecCIeyeHunI0 KauecTBa, - 3TO:

IPUHIIAII LIEJICHATIPABIEHHOCTH;

NPUHLHAII IUTAHOBOCTH;

INPUHLIUAI CHCTEMHOCTH;

IPUHIUAI KOMIUJIEKCHOCTH.

10. I'naBHBIN npuHLIMI cUCTEMBI KauecTBa TQM:

MOJIyYeHUE NPUOBbLIN;

(GYHKIITMOHUPOBAHUE TIPEAITPUSTHUS;

YAOBJIETBOPEHHOCTH MOTPEOUTEIIS;

KOHKYPEHTOCTIOCOOHOCTb MPEANPUSTHUSI.

I1. MeHemKMEHT KadyecTBa OpraHW3allHM, OXBATHIBAIOIIMKA  BCIO
OpraHU3allii0, OCHOBAaHHBIM Ha YyYaCTUHM BCEX UJICEHOB OpraHu3alvu |
HaIlpaBJIEHHBIA HAa JOCTHKEHUE JJOJITOCPOYHOIO yCIexa, - 3TO:

TOTaJIbHBI MEHE)KMEHT KaueCTBa;

BCEOOIINI KOHTPOJIb KaueCTBa,

TQM;

TQC.

12. IToHATHE «KAYECTBO» BKIKOYAET JIIEMEHTHI:

00BEKT, CYOBEKT, YCIOBUS IKCILTyaTallHH;

CBOMCTBA, MOTPEOHOCTH, OOBEKT;

00BEKT, MOTPEOHOCTH, XapaKTEPUCTUKU;

MOTPEOHOCTH, CYOBEKT, CBOMCTBA.

13. B TpakToBKE MexayHapoaHoro crtaHmapra MCO 8402 BeiaeneHbI
CJIETyIOLIME aCIIEKThI YIIPABJICHUS KaU€CTBOM:

MJIAHUPOBAHUE U KOHTPOJIb Ka4eCTBA;

MJIAHUPOBAHKE U MPOTHO3UPOBAHUE KAYECTBA,

omepaTUBHAs IESITEIbHOCTD U IIJIAHUPOBAHHUE;

oO11ee pyKOBOJCTBO U KOHTPOJIb Ka4eCTBa.

14. OO6oOmieHHass MOJEJNb CHUCTEMBl  KadecTBa, OOYCJIOBIICHHAS
tpeboBanmsimu  MICO wu  sBnsromasicss pa3ButueM TnonxonoB  Deiirenbayma,
Orrunrepa — Currura u [[Xypana, Ha3bIBaeTCs:

3BE3/1a KAYECTBA;

IIUKJI KAYECTBA;

CIIUpajb KaueCcTBa;

NEeTJIsl KAYecTBa.

15. K sramy npeaBapuTeIbHON MPOBEPKU U OIIEHKH CHUCTEMBI KayecTBa MpH
ee cepTU(dUKAIIUA OTHOCUTCS:
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OPOBEACHUE MPEABAPUTEIBHOTO  COBEIIAHWA 1O OpraHu3aldu  Ha
NpEANPUSTAN TPOBEPKHU CUCTEMBI KAUeCTBa;

MOATOTOBKA MPEABAPUTENBHBIX BBIBOJOB IO PE3YJIbTATAM IPOBEPKHU IS
3aKJIFOYUTEIBHOIO COBEIAHNUS;

MOJATOTOBKA CHUCTEMbl KayecTBa M €€  JIOKYMEHTAllMH K HPOBEICHUIO
cepTuduKaInm;

IIPOBEPKA COOTBETCTBUSI TPEOOBAHUAM CTaHAAPTaM KadyecTBa.

16. Ilonsitue «BceoOmUi  (TOTaNbHBIM) MEHEIKMEHT  KauecTBa»
COOTBETCTBYET a00OpeBUaType:

MBQ;

TQC,;

TQM;

UQM.

17. TQM ot TQC otnuuaercst TeMm, 4TO:

TQC He Bkitovaet B ce0s (DyHKUMIO YIIPaBICHUS LUEISIMU U TPeOOBAaHUSAMU
K KauecTBy, a TQM BKiItO4aET;

TQC wne BraoyaeT B ceOs (YHKUHMIO yOpaBICHUS KadeCTBOM
(orpannuuBasCch KOHTPOJEM KadecTBa), a TQM BkiItouaeT;

TQC ne orBeuaet TpedboBanusim MCO, a TQM otBeyaer;

TQC sBnsgercs y3kocnenMalIn3upoBaHHOM cuctemoi, a TQM — Oonee
YHHUBEPCAIIBHOM.

18. «KpyxKu kauecTBa» BIEPBbIE BOZHUKIIU:

B CIIIA;

B CCCP;

B Slnonuu;

B ['epmanum.

19. Cytp OpraHu3allMOHHOTO NPOEKTUPOBAHMS CHUCTEMBI KadecTBa
3aKJII0YAETCs:

B pa3palOTKe IUIaHA OPraHU3aLMOHHBIX MEPONPUATHI MO YNPaBICHUIO
KaueCTBOM;

B pa3paboTKe TpeMIoKEeHU 1o (QOpMHUPOBAHUIO OpPraHU3aAIUOHHON
CTPYKTYpPBbI CUCTEMBI YTIPABIICHUS KAa4€CTBOM;

B pa3pabOoTKe U peaju3aldd CHCTEMHOrO0 TMOJXO0Ja K YIPaBICHUIO
Ka4yeCTBOM;

B peasin3anuu GyHKIUA yIIPaBICHUS KAYECTBOM.

20. Yro mnonmpasymeBaeTrcsi IMOJ MPUHIMIIOM OPUEHTUPOBAHHOW Ha
MOTPEOUTENST KOMITAaHUH ?

HEO0OXOIUMOCTb MTPOU3BOJICTBA COBpeMEHHON 3 (HEKTUBHON MPOAYKIINU;

MMOHUMAaHUE U BBITIOJHEHNE TpeOOBaHMIi TOTPeOUTENEH;

YCTaHOBKA TECHBIX CBA3EH CO CBOUMHU MOCTOSIHHBIMH KIIMEHTAMH.

21. KTo oTBe4aeT 3a MOJIMTUKY OpTraHu3aiuu B chepe kauecTBa?

COBET IUPEKTOPOB;

PYKOBOJIMTEIb OpraHU3AIINH;

HAaEMHBIN KBaTM(DUIIMPOBAHHBIN MEHEI)KMEHT.
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22. ITIpeanaznauenue cranaapta MCO 9004:2000:

KOHTPOJIb Ka4eCTBa;

YCOBEPILIEHCTBOBAHNE KAUECTBEHHBIX MTOKA3aTeIEH;

yIpaBJI€HUE CTAHIapTaMU KayecTBa.

23. Kakas OCHOBHas 3ajJada CTOMT II€pe]] HE3aBUCHUMOW ayJIUTOPCKOU
nposepkoit CMK?

OLICHKa BO3MOYKHOCTH PEAM3ALMK IMOCTPOCHHSI CTPATErMYECKUX 3a7ad I10
KAa4eCTBY;

peanu3anus npeABapUTeIbHOTO dTamna nepesl cepTuduKaimei;

OIIEHKA MpOrpecca peain3aluy IPOU3BOJCTBEHHON MOJUTUKN KOMIIAHUU.

24. MexaHu3M yIpaBJICHHUS] Ka4€CTBOM BKIIFOYAET:

U3JIEPKKHU TIPEATNPUSITHUS;

3a/1a4M CTPATETUYECKOro TUIaHUPOBAHUS,

peanu3anuio NpOayKIHH.

25. YUrto siBasieTcss 00BEKTOM CTaHAAPTU3ALUU YCIYT B TypU3ME:

TypHUCTCKasi, TOCTUHHYHAS yCIIyTa;

MIPOU3BOICTBEHHBIN MPOIECC OKa3aHUA YCIyTH;

Typpupma, OKa3bpIBarOLIasl yCIyTy.

26. llenu crangapTy3aluy:

YCTaHOBJICHHE 0053aTEbHBIX HOPM U TPEOOBaHMIA;

YCTaHOBJICHUE PEKOMEHIATEIbHBIX HOPM U TPeOOBaHUI;

YCTaHOBJICHUE TEXHUYECKUX 0aphEepOB B MEXKIYHAPOIHOM TOPTOBIIE.

27. Cucrema Teitnopa ciayxuiia Jijisi IPOBEPKH KauecTBa:

npouecca;

OJIHOTO U3JIETIHS;

(bupMBI;

y HOTPEOUTEIS.

28. Cucrema CTaTUCTUYECKOTO yIpaBieHUsS ObUIa MpeajioKeHa s
MPOBEPKH KAYECTBA!

IpoLECCa;

bupMBI;

OJIHOTO U3JIETHS;

noTpeouTeNs.

29. Cucrema TQM- TOTaMIBPHOTO BCEOOIIETO YIPABICHUS KAaYECTBOM
CITYKWJIA JUIS:

POBEPKU KAYECTBA OJHOTO W3ICIIHS;

KOHTPOJISI IPOU3BOICTBEHHOTO MPOLECCA;

BCETO PYKOBOJICTBA MPEINPHUATHS;

BBISICHCHUSI MHCHHM MTOTpeOuTeNel 0 KauecTBe TOBapa.

30. ITetns ( cnupaib) KauecTna - 3TO:

0001 TOKYMEHT O COOTBETCTBUHU MPOIYKTa TPEOyEeMOMY KayeCTBY;

COBOKYMHOCTb MIAHUPYEMBIX U OCYILECTBIISIEMbIX ONEpaluid ISl CO3JaHus
OTpEJIENIEHHBIX TPEOOBAaHUHN K KAUeCTBY;
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ATO TMpOorpaMMa, pErjJaMeHTUPYIOIIas KOHKPETHble Mephl B 00JacTH
KauyecTBa M paclpe/IelIeHUs PECYPCOB;

KOHIENTyaJdbHasi MOJEIb  B3aHUMOCBSI3aHHBIX  BHUJOB  JCSTEIBbHOCTH,
BJIMSIIOIINX HAa KA4eCTBO Ha PA3IMYHBIX CTAIUAX OT ONpPEAENCHHS MOTPEOHOCTEH
JI0 OIICHKH MX YJIOBJIE€TBOPEHUSI.

31. JIna oOecrnedyeHus KayecTBa COTJACHO MEXIYHApOJHOMY CTaHIAPTy
NCO 9000 Tpebdyercs:

a) HeoOXxoMMas MaTepHuanbHas 0asza (CpelicTBa pa3MEIICHUS );

0) HOpMaJIbHBIN TICUXOJOTUYECKUI KIIMMAT B OPTaHU3aIuU

B) KBAIM(PUIIMPOBAHHBIN MEPCOHAJ, 3aMHTEPECOBAHHBIN B XOpolel padore
(uenoBeueckuii pakTop)

r) DIyOOKO TMpoJAyMaHHas OpraHU3allMOHHAs CTPYKTypa U YETKOE
yIpaBJICHUE MPEIIPUITHEM B LIEJIOM U YIPABJICHUE KAYECTBOM B YACTHOCTHU

1) TOAYUHEHHUE EMHOMY PyKOBOIUTEIIO

32. Meton SERVQUAL 6511 pazpaboTaH:

a) B 60-e roanl XX Beka

0) B 80-e ronbl XX Beka

r) B 50-¢ ronpl XX Beka

33. IIpeacraBnenre 0 KAYECTBE OCHOBAHO Ha!

a) TpeOOBaHUAX U MOXKEITAHUIX MOTpeOUuTenei

0) IpUHLIMIIAX EATEIbHOCTH MPOU3BOAUTENEH

B) 3aKOHOJIaTEJIbHBIX TPEOOBAaHUAX FOCYAaPCTBA

33. MexnyHapoansie ctangaptel MCO cepunm 9000 B Poccum HOCAT
XapaKTep:

a) o0s13aTeNIbHBIN

0) 100POBOJILHBIN

34. Meton INDSERYV 0b11 pazpaboran:

a) Jx. Kpounnom u C.Telinopom

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

B) JIx. ®neHsranom

r) C.I'oynapucom

35.Metopnosiorusi BceoOiiero ynpayieHus kauectsom TQM — 3T10:

a) cucremMa o0ecreyeHus: KayecTBa Mo yKIUU

0) sKcrepTHU3a NPOLYKIUHU IPEIIpUITUS

B) COBOKYITHOCTb METOJIOB YNIPaBJICHUSI IPEANPUATUEM, OCHOBHBIM PhIYaromM
KOTOPBIX SIBJISIETCS KaueCTBO

Meroanueckue peKOMEHIaIH:
Ipu ucnonvzosanuu gopmsl mexyueco KoHmpos « Tecmupoganuey
CMyoOeHmam Mocym npeona2aromcs 3a0aHus Ha OYMAddCHOM Hocumese.
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KpI/ITCpI/II/I 1 IIKaJIa OOCHUBAHMSA 110 OLICHOYHOMY CPEACTBY «TCCTUPOBAHHC

IIIxana oneHUBaHUA Kpurepuii onienuBanus
(nHTEpBA OAJIIOB)

5 85 -100% npaBUIBHBIX OTBETOB

4 71-85% npaBHIIBHBIX OTBETOB

3 61-70% npaBUIBHBIX OTBETOB

2 60% npaBUILHBIX OTBETOB U HUXKE

3. PazHOypoBHEBbIE 321a4YH H 3a]aHUS
(6azoswiil yposenn)

CuryanuonHas 3agavya

. B 70-X IT. Ipy TpaAMIIMOHHOM MOJIXOJE K YIIPABIECHUIO AEATEIBHOCTHIO B
xopropaiuu Ford 6buto mpuHATO ciieqytoliee onpenenenue kayecrna: «KauectBo
— 3TO COOTBETCTBHE BCEM HEOOXOIUMBIM TEXHHYECKHUM TPeOOBaHUSIM, KOTOPHIC
orpesesieHbl B pabouux yepTexax, TEXHUUECKUX YCIOBUSAX U JPYTUX MOJO0OHBIX
JOKYMEHTax».

OpHako mpH pa3BUTUU B3aUMOOTHOILIEHUH C MOTPEOUTENSIMU U B NEPBYIO
ouepenp Oyarojapsi ycrexam SIMOHCKUX (UpPM, MOCTaBUBLIMX YAOBJIETBOPEHHE
noTpeduTeneil riIaBHOW LIENBI0 CBOMX CTpaTeruid pa3Butus, B KoHue 80-X IT.
koprnopauus Ford mnpussuiia gpyroe ompeneneHue kadectBa:  «KadecTBo
ONpeneiAeTCs IOKylIaTeiaeM; IOKyIlaTelab XO0YeT WUMETh U3JIEIHs U YCIYIH,
KOTOpBIE B TEUEHHE BCErO0 CPOKAa MX CIyXObl yIOBJIETBOPSIOT €ro WIH €€
NOTPEOHOCTSIM U OKUIAHUSM IO LIEHE, COOTBETCTBYIOLIEH IEHHOCTH.

Kakne  mpomsommm ~ W3MEHEHUs B ONpENEICHUN  KadecrTsa?
[IpOKOMMEHTUPYUTE HX.

CuryanmonHas 3aagada
. Toyota oTKpblJ1a HOBO€ TOHMMaHWE KauyeCTBa, BBHITYCTUB JIYUIIYI0 B MUpPE
MPOIYKITHIO, HO YK€ TOTOBA CIIPOCHUTH ce0s1, Kak Jienath eme Jrydire. «Heycrannas
MOTOHSI 3a COBEPIICHCTBOM» — 3TOT JIO3YHI MOKHO OTHECTH HE TOJBKO K
MPOAYKIIMU KoMITaHUU Toyota, HO M K cCaMOW KOMMaHWMW. DTO U €CTh HaIJIsTHbIN
npuMep (PYyHKIMOHMPOBAHHWS JMHAMUKH KadecTBa B IIOHUMAaHUHU STIOHCKHUX
cnenuanuctoB. B.A. Jlanmmayc Kak-TO CHpOCHII YYaCTHHUKOB KOH(EPEHIIUH 10
kadecTBY Ha ABTOBA3e: «Uto BBl npousBoauTe?» OTBETH OBUIM OYEBUIHBIMU —
aBTOMOOMJIN, TPAHCIIOPTHBIE CPEJICTBA, 3aMacHble YacTu. Toraa aBTop MpeasIoKuI
JIpyTou B3TIIsIA: «BbI ydacTByeTe B MPEAOCTABICHUHN YCIYT MO TPAHCIIOPTUPOBKE.
CpaBHUTE ¥ NOpPOAHATUZUPYUTE MOAXOJbl YNPABICHHUS KAdue€CTBOM B
ATIOHCKOW U POCCUMCKON aBTOMOOMJIBHBIX KOMIIAHUSIX.
3aganus
[TIpoBepbTe NMPABUIBHOCTH HUKEIEPEUNCICHHBIX YTBEPKACHUM:
a) OTBETCTBEHHOCTH 3a KQUECTBO JOJDKHA OBITh KOJUICKTHUBHOM;
0) peanbHOE IOBBIIICHHE KavyeCcTBAa MOXXET OBITh PEaIM30BaHO KaK Ha
OCHOBE HOBBIX TEXHOJIOTHM, TaK U O€3 OHBIX;
B) KQU€CTBO — 3TO TO, YTO TOBOPHUT IOTPEOUTEIb, 2 HE H3TOTOBUTEIb;
I') TOJUTUKA TPEANPHUATHS JODKHA YUYUTHIBATH TMOJIUTHKY B OO0JAcTH
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KauecTBa.
YKaXkuTe HETOYHOCTHM B HIKEIPUBEIECHHOW TIOCIEN0BATEIbHOCTH pa3paboOTKu
CUCTEMBI MEHE/IPKMEHTA KauecTBa:
a) TPOBOAUTCSA OOCIEJOBaHME TIPOU3BOACTBA U TOATOTABIMBACTCS
crelyaabHbIN JTOKJIAI;
0) pa3pabartbIBaeTCsl PyKOBOJACTBO IO peaIu3alliy MPOrPaAMMBbI KAYECTBA;
B) Ha CHEUUAJIbHOM COBEIIAHMH OOCYKIAIOTCS JI€Tald, CPOKH U
opranuzanus BbinoidHeHus IIporpammbl kadectBa W PykoBojcTsa,
BHOCSITCS HEOOXO/IMMBIE UCIIPABIICHUS U IPUHUMAIOTCS pellIeHUs (B TOM
qucIie 10 OOYYEHUIO U aTTECTAlMK MepCOHAIA);
r) Mmeponpusitust u3 [Iporpammel 1 PykoBoJCTBa BKIIIOHAIOTCS B OOIIUA
IUIaH MPEIIPUSATHS/KOMITAaHUH/ TIPOEKTA;
1) MPOU3BOJUTCS BEIOOP CUCTEMbI MEHEKMEHTA KaueCTBa;
e) [IporpamMma kadectBa 1 PyKoBOJICTBO 3aIyCKarOTCSl B TPOU3BOACTBO;
) OCYIIECTBIISIETCA MOJJEpKKAa CHUCTEMBbl W 3allUTa HWHTEPECOB
TPEATPUITHSI.
JI1st yero nuuaM U OpraHu3alysM, OTBETCTBEHHBIM 332 00€CIIeUeHHE KauyecTBa,
HY’)KHO O0JaJlaHhe JOCTaTOYHBIMU MOJHOMOUYMAMH? BHecuTe HeoOXoauMmbIe,
Ha Balll B3IJIs1]], YTOUHEHHUSI B IPE/IOKEHHBIN MepeYeHb:
* UIMETh IPABO yYaCTBOBATH B PELIEHUU NIPOOJIEM KaYeCTBa;
* (hopmynarpoBaTh NpOOIEMBI KAUECTBA;
* IPOBEPATH UCIIOJHEHUE PEIICHHUI;
* 3alpelarh NOCTaBKy WM YCTaHOBKY OOOpYIOBaHUS, KOHCTPYKLUNA U
MaTepUajoB, HE YOBIECTBOPSIOIINX YCTAHOBIEHHBIM TPEOOBAaHUSIM.

CutyanmoHHas 3ajada

.Ha omHOM M3 poccuiCKUX 3aBOJIOB BO BpEMsl €ro OCMOTpa MEXKIyHapOJHOU
neneramuen sxcneptoB B.A. Jlanuayc 3aaepikancst OKOJIO OJHOW paOOTHHUIIBL. 3a
OYCHb KOPOTKOE BpEMsi OHa CAelajlia CTOJIbKO MPEIOKEHUN MO YIydllIeHUIO
Ka4yeCTBa, CKOJIbKO HE KaXIbIil TOPOTOCTOSIINNA KOHCYJBTAHT CMOXET CHIeNIaTh 3a
nenslii ron pabotel. Ho He »T0 rnmaBHOe. B KoHIlE pa3zroBopa oHa cKa3zaia
3aMedaTesIbHbIe, MOXKET OBITh, caMble BakHbIE cioBa: «Cmacm0o, yrto Bel MeHs
BBICTYIIAINY. YTO MOYUYUTEIIBHOTO MOKHO BBISICHUTH U3 3TOTO puMepa’?

CutyanmoHHas 3ajada

Jlo cux mop cUMTaNnoCh, YTO COOpOYHAas JHHHUS JUIMHOW B OJIHY MHUJIIO
obecricurBaeT HAWIYUIIUi OajlaHC MEXIY YMNpaBICHUEM M IPOJTYKTUBHOCTHIO.
[TerTasice HaliTu Jydiiee pernieHue, 3aBoa B Krocio paspaboTan mpuUHIUNHAAIBEHO
HOBYIO IIJIAHUPOBKY. BBIJIO YCTaHOBIIEHO, UTO MYTh K COBEPIICHCTBOBAHUIO JICKUT
HE B JIaJIbHEUIIIEM IMOBBIIIEHUH ABTOMATH3allUM, a B JIYYIIEM HCIOJIb30BaHUU
yenoBedckoro ¢dakropa. OnHa auHHAS JMHUS OblIa 3aMeHeHa 11 KOpOTKUMHU,
pacnojoXeHHbIMU OOK 0 OOK Ha KBaapaTHoW mmomaau. Ilpeamonoxkure, 4To
MIPOU30IILIO HA 3aBOJIE B PE3YJIbTAaTe U3MEHECHUH.
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CuryanmonHas 3aagada
AHITIMUACKUN CHENUaIucT Mo Bompocam KadecTBa [[ocon OKaand npuBOJUT
ciaenyromui npumep: «4acto, CHSIB CO CBOEro 3aIsICThs 4Yachbl U MOKA3bIBAS HX
KJIACCY — CTYJEHTaM YyHUBEPCHUTETA, ACIIUPAHTAM, OIBITHBIM MEHEIKEpaM, s
3aJ1aBaJl O/IMH U TOT K€ BOIPOC: «ITO KAYECTBEHHBIE YACHI ?»
OTBeTH HE OTIIMYAIHCh pasHooOpa3uem: — Her, onu caenansl B AAnonnn.— Her,
oHM mioxue. — Her, Ha HUX HapanvHblL.— A HACKOJIBKO OHU HaJeXHbI?— S He
HaJel Obl Takue!
MouM yacaM HaHOCHIM OckopOieHue Besne B Mupe — Jlonmone, Hero-Hopke,
[Tapmwxke, Cumnee, bproccene, Amcrepmame, bpendopae! Ouenbp peaxko MHe
MPUXOAMIOCH OOBACHSTH, YUTO KAYECTBO YaCOB 3aBUCUT OT TOTO, KaKhe TpeOOBaHUS
K HUM TMPEAbSBISIET Biajeliell: BO3MOKHO, OOMIINE IParolieHHbIX KaMHEW MpuaeT
BII€UaTICHHE OOraTcTBa, a HM(PpPOBOE Ta0JI0, MOKA3BIBAIOIIEE HE TOIBKO BpeMs, HO
€lIe JEHb HENEIN U AaTy, NPECTHKHO JUIA JIEJIOBBIX JIOJIEH, KAK U BO3MOXKHOCTh
NorpyxeHusi B Mope Ha riyouny 50 MeTpoB — JjIsi akBajaHTHCTOB. OUEBUIHO,
BBINIOJIHEHHE 3TUX TPEOOBAHUM U ONPEAEIIIET KAUECTBO YACOBY.
[IpoKOMMEHTUPYWUTE TaHHBIA pacckas ¢ mo3uuun TQM.

Curyanmonnas 3agada

3aBox mnpows3BoAMT Tpu Buaa npoaykuun: A, B, C. Ha cragun
IPOEKTUPOBAHUS CJIOKHOIO TEXHUYECKOro H3Jeius A pemaercs BOIpoc 00
00BbEME U YPOBHE JI€TATN3AUN TEXHUUECKOT'O OMMCAHUS.

[Ipennonoxum, pa3zpaboTka HNOAPOOHBIX MHCTPYKIHMM MO OOCITYKHUBaHHUIO
OyzAeT cTouThb 25 ThIC. py0. IITIOC U3JaHUE TS KaXA0r0 KOMIUIEKTa 000pY10BaHMs
— eme 10 pyO. IlpyueM HanmuuMe WM OTCYTCTBHE HMHCTPYKIHMM HHUKaK He
oTpasutcs Ha 1eHe npogaxu (10 Teic. py0.), Tak Kak rapaHTHITHBIE 00s3aTEIbCTBA
BKJIFOYAIOT OOCTY’KMBaHUE C BBIE3JOM K 3aKa3uyuKy, T.e. MOTpeOUTENnb HE OyneT
MHTEPECOBAThCS  COMPOBOAUTENBHOW JTOKYMEHTAalUMEH H3-32 YBEPEHHOCTH B
TeXHU4YeCckor momaepkke. CepBUCHBIM OTAEN MNpeanpuarus padoTaer Mo
OKJIQJHOMY TIPUHIIUITY, U PACXOJIbl HA €T0 COAEPKaHUE COCTABIISIIOT 50 ThIC. py0. B
MECHILL.

Cpennsiss  ctouMocTh OAHOro BbI3oBa coctaBisier 400 py6. (cpenHue
TPAHCIOPTHBIE PACXOJbl IUIIOC MOYACOBAsl CTaBKa MEpCOHANa, YMHO)XEHHas Ha
CpeaHee BpeMsl BbI30Ba), CpeaHEe KOJIMYECTBO BhI30BOB — 100 B Mecsll, U OHHU
pacnpeneneHsl CleyonmM 00pa3om: uznenue A (BbIMYCK 0€3 MHCTPYKIMH TIO0
obcrmyxuBananio) — 60; wmsmemue B m C — mo 20 kaxmoe (CHAOXEHBI
WHCTPYKITUSIMU).

W3 ompiTa npousBojcTBa U oOciayxuBanus uznenuii B u C caenyer, uto B
pe3ynbTaTe BBITYCKA HWHCTPYKLMI 10 3KCIUTyaTallud KOJMYECTBO BBI30BOB
cauzutcd ¢ 60 no 20 B mecH1.

OO6ocHyiliTe, cienyeT JIMd BBITYCKAaTh MHCTPYKUHUU IO OOCTYKUBaAHUIO
WU3JICITINH.

3apanme 11 pa3pabOTKU MOJUTUKY NPEANPUATHS B 00JACTH KayecTBa.
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Pazpabotate 3-4 uenu anga npennpusTus. JlJis ONHUCAHHBIX MPOILECCOB
ONpENENUTh KPUTEPUU U METOAbl HMX HU3MepeHus U a”anuza. OnpenenuTb
BO3MOXXHBIE ~ MEpPONPUATUS 1O  yiydmieHuto. Onpenenuts  BO3MOXKHbBIC
KOPPEKTHUPYIOIIUE U MPeaypexkaaomue Meponpusatusd. [lomyyeHHble pe3yIbTaThl
3anect B: bimank «[lomutrka m 1enm B 00yiacTu KadecTBa» , KapTy mpolecca -
pazaen « MOHUTOPUHT, U3MEPECHUE U AHATIU3).

MeToan4ecKrue peKOMEH AN

Ha ocnose uzyuenusi ocHoHbIX meopemuyeckux NONONCEHUU cledyem
cghopmynuposams cobcmeeHHOe 00O0CHOBAHHOE MHEHUue no npoodremam u
B03MOJICHbIM ~NYMAM UX peuwleHus 6 OaHHOU obracmu ynpasieHus (8
3a8UCUMOCU OM KOHKPEMHOU NOCIMAHOBKU B0NPOCa).

Kpurepnn u mikana OLleHUBAaHMS IO OLEHOYHOMY CPEACTBY

«Pa3HOYPOBHEBBIE 3aTAHUS U 3a1AUM»

[IIxaa onieHnBaHus
(uHTEpBaA OAILIOB)

Kputepuu oniennBanus

5

OO0yuaromuiicst TOJIHOCTHIO U MPABUIILHO BHITIOJIHWI 3aaanue. [lokazan
OTJIMYHbIC 3HAHUS, YMEHHUS W BIAJCHHUS HaBBIKAMU MPUMEHEHUS X
NPy PEHICHUH 3a/lad B paMKaxX yCBOGHHOrO Yy4eOHOTO Marepuaa.
PaGora odopmieHa akkypaTHO B COOTBETCTBUHU C MPEABSBISIEMBIMU
TpeOOBaHUSIMU

OOyuaronuiics BBINOJHWI 33JaHUE C HEOOJBIIMMU HETOYHOCTSIMH.
[lokazan xopoume 3HAHMS, YMEHUS U BIAJCHUS HaBbIKAMU
IPUMEHEHMs UX MPH PELICHUH 33aJad B paMKaX OCBOEHHOI'O y4eOHOro
Matepuaina. Ecte HenocTatku B opopmiieHuu padboThl

O6yanOHlHﬁ0H BBIITOJIHUIT 3aIaHUC C CYIIECCTBCHHBIMHW HCTOYHOCTSAMMU.
ITokazan YAOBJICTBOPUTCIBHLIC 3HAHUA, YMCHHUA W  BJIaJCHHA
HaBbIKAMU TIPUMCHCHHA HX IIpU PCIICHHUU 3aJay

OOyuaromuiicsi BBINOJHUI 3aJaHUe HemnpaBuibHO. [lpu BhIONHEHUY
00yyaromuics IpoAeMOHCTPUPOBAT HEJOCTATOUYHBIM YPOBEHb 3HAHMIA,
YMEHMI M BJIaJ€HUsS HMMHU IIpU PEIIECHUU 33Ja4 B paMKaX yCBOECHHOIO
y4eOHOro Marepuasia

4. IlpakTuyeckoe (MPUKJIATHOE) 3aIaHUE
(3axnoyumenbHulll YPOBeHb)

«CAMOOIIEHKA KAYECTBA OYHKIMOHNPOBAHUA

OPI'AHMU3ALININ»

Ilesb: ocBOCHME CpeICTBAMU, METOJIAMH M MHCTPYMEHTAPUEM CaMOOLICHKU
JEATEIBHOCTH OpTraHu3alvii B 00JlaCcTU KadecTBa Ha 0Oa3ze MoOJeiel J1eJI0BOTro

COBCPIICHCTBA.

3ajaHus K BbINOJHEHUIO MPAKTHYECKON YaCTH
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O3HaKOMHMBIIUCH C TEOPETUYECKUM MATEPHUAIIOM, COJIEPKAHUEM, 3HAUCHUEM
U METOAMKAMHU CaMOOILIGHKH KauecTBa (YHKIMOHUPOBAHUA NPEINPHUITHIA U
OpraHu3alyid, OTBETHTE HA KOHTPOJIbHBIE BOIPOCHI U BBIIIOJHUTE 3aJJaHUE.

CuryaunoHHas 3ajgada

BreiOepute opraHuzanMil0 M OPOBEIWTE CAaMOOLEHKY KayecTBa €€
(GYHKIIMOHUPOBAHUS HA OCHOBE HIDKECIIEAYIONIUX PEKOMEH AU,

Ornenka kayecTBa (PyHKIIMOHUPOBAHUS OPTaHU3AIMH IPOUCXOTUT MO ACBITH
KPUTEPHAM, KaXKIblii U3 KOTOPBIX UMeeT cobcTBennbli «Bec»!H: 1) PykosoacTso -
10 yen. exn.; 2) Ilonutuka u ctpaterus - 8 yei. ei.; 3) YopasiaeHue JroapMu — 9
yen. en.; 4) Pecypcet — 9 yen. en.; 5) Ilponeccet — 14 yen. en.; 6)
VY nosnerBopenue 3aka3zunkoB — 20 yen. ea.; 7) YI0BIETBOPEHHOCTh MEpCOHaa
— 9 yen. en.; 8) BiusiHue Ha o61mecTBo — 6 yei. ef.; 9)

PesynbTaTel Ou3Heca — 15 yen. en. Kaxnaplii kpuTepuil aHaIU3UPYETCs 1O
JIECATU MHIWBUAYAJIbHBIM ITOKa3aTeNsIM, KOTOPbIE MOTYT MPUHHUMATh 3HAYEHUS B
oammax ot 0 go 1. [Ins momcuera UTOrOBOTO pe3yibTaTa Mo KaKIOMY KPUTEPHUIO
CKJIAJbIBAIOT OaJIbl MOKA3aTeNe KaXKIOro U3 HUX U YMHOKAIOT Ha €r0 yJIeJbHBIN
Bec. Orienka kadecTBa  (PYHKIMOHMPOBAHMWS  OpraHM3alMd B  LIEJIIOM
OCYUIECTBJISIETCS IyTEM CYMMHPOBAHUS PE3YJIbTATOB JIEBSITH KPUTEPUEB.

[IpeacraBieHre OTHOCUTEIBHOM BaXXHOCTH MPOOJIEM/pE3EpPBOB MOBBIICHUS
KauecTBa (DYHKIIMOHUPOBAHUSI OPTaHU3aLUHU C LEIbI0 BEIOOpA «CTApTOBOM» TOUKHU
JUISL UX pealiu3alliyd OCYLIECTBISIETCS mpu nomoiu auarpamm [lapero. [ns ux
IIOCTPOEHUSI WCIIOJIB3YIOT PE3EPBbI, HANIECHHBIC IIPU MOMOIIM IEPBOHAYAIBHOM
CaMOOLICHKH KPUTEPHUEB MEHEKMEHTA KaueCTBa.

B nanpHeliem paspabaThiBaeTCsl MporpaMMa CIIEHAPHBIX JCPEBBEB IIENCH
peanu3anuu pe3epBOB MOBBIIIEHUS KaYECTBA OpraHU3allid Ha OCHOBE MPUYUHHO-
CJIEACTBEHHOW TUarpaMmmbl MIcUKaBbl.

Kaxnplii mokasaTenp B COOTBETCTBUM C EBpONEHCKOM NMpeMHEN KadyecTBa
MOXET NpUHUMATh cleayroume 3HadueHus B Oamwiax: 0,00 Oamma — He
NPEANPUHATO HUKAKUX JEHCTBUA MO pa3pabOTKE WM BHEAPEHUIO ILJlaHa
MEpOIPUATHNA, CBSA3aHHBIX C peanu3alnueil gaHHoro mnokasatens; 0,25 Oamna —
pa3paboTaH MeETOJA pelleHus 3aJayd M HayaTa ero peaju3alus; HMEITCs
OINpEJENICHHbIE JT0OKA3aTelIbCTBa, YTO OnaroAaps METOy AOCTUTHYT >KeJlaeMbId
abpdexr; 0,50 Oamra — MeToJ BHEAPEH NPUOJM3UTEILHO B TOJOBUHE
MOApPA3EICHUN, HETaTUBHbIC TEHJICHIIMM MPU 3TOM BBISBICHBI U MOHATHBL; 0,75
Oayyia — JTOCTHMIKEHHE TTOCTABJICHHBIX IIeJIeH B OOJBITMHCTBE 00acTeit Oiaromaps
CHUCTEMAaTHYECKOMY TPHMEHEHHUIO HOBBIX METOJ0B M ToaxoaoB; 1,00 Gamm —
METOJI YTBEP)KIEH, IIOCTOSIHHO AaHAJIU3UPYETCsl €ro NPUMEHEHUE, OH CTajl
COCTaBHOM YaCThIO PETYISIPHOMN JIESATEIBHOCTH.
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Tadauma 1. AHKeTa CaMOOUEHKH JAeSITEJbHOCTH B 00JIACTH YIPaBJICHHUS
Ka4€CTBOM

Ne OueHka,
IToxa3aTean

n/n
02J1710B

1. PykoBoacTBO

PykoBoauTenn AOCTYITHBL, TOCEMIAIOT paboure MecTa epcoHana, XOpoIno
B3aHMOJICUCTBYIOT CO CBOMMU MOJYMHEHHBIMHU, BHICTYIINBAIOT uX. [IIupoxo

1 MPUMEHSIIOTCS CIICIIMATbHBIE TPYIIIBI I PEMICHUS MPOOJIeM, OHU pabOoTaroT
s¢dexTnBHO. MEX Ty TPYNIION B PyKOBOAUTEIEM ITOIACPKUBACTCS JBYCTOPOHHSS CBA3b
PykoBonuTenu ocozHanu BaxHOCTh MeToa TQM (Bceobiiee pyKOBOJCTBO
5 KauyeCTBOM) M CBOIO POJIb JIUJEpa B 3TOM mporiecce. PaboTa 1o moBHIIEHUTO

KBaTM()UKAIINN HAYUHAETCS C CAMUAX PYKOBOAUTENEH, KOTOPHIE IIUPOKO ITPUMEHSIIOT
COOTBETCTBYIOIINE METO/IBI B CBOCH MOBCEIHEBHOU ACSITEIILHOCTH

PyKOBOHI/ITCHI/I CTaparoTCia JICHCTBOBATh Ha OCHOBE aHAJIN3a X COOCTBEHHOIO
3 IMOBCACHUA KaK PYKOBOJIUTECIIA. HmeroTcs 3aMeTHBIE U3MEHCHUS B IIOBCIICHNH,
SABIAIOMIMECH CIICACTBUEM PCAKIIMHN HA PC3YJILTAT aHAJIM3a

PykoBoauTenu neMOHCTpUPYIOT cBoM 00si3aHHOCTH B 0Onactu TQM mytem ananmza
CBOUX JTOCTHXKCHMU U NEHCTBUI HA OCHOBE MOJYUYECHHBIX PE3YyIbTATOB

PykoBoauTenu BKJIFOUEHBI B IIPOIIECC OLIEHKH TOTO, KaK CITy>KaIllie OCO3HAIN METO
5 | TQM, y4acTBysl B TUarHOCTUYECKHX MEPOTIPUATHIX, CCMHHAPAX, a TAKXKE MPOBOJIS
PEryJsipHO aHATN3 COCTOSIHUS JIEJI COBMECTHO C MOAYMHECHHBIMU

OrieHKa ¥ MOAIEPIKKA ACSITEILHOCTH B 00acTi TQM BKIIIOUEHBI B 0053aTEIbCTBA
PYKOBOAMTENEH U SIBISIIOTCS COCTABHOM 4acThIO mpouecca TQM

PyxoBoauTenu obecriedynBaloT NOAJICPKKY U MPU3HAHUE JCSITEINbHOCTH TPYIII M UX
7 | ycriexoB Ha BCeX YPOBHSIX (Ha pabOuMX MECTax, Ha y9acTKaX, B OTJEIICHUH U B
KOMITAHHH B TIEJIOM)

PykoBoautenu noanep;xxupatot cucteMy TQM, BBIAEAS COOTBETCTBYIOIINE PECYPCHI,
KOTOpBIE JOJDKHBI BKIIFOYaTh B TOM YHCIIE CPEACTBA JUIsl OATOTOBKH TPy 110
8 | yIy4IIeHHIO AEATENBHOCTH U U BHEAPEHUS UX PEKOMEHIALMMH, a TAKKe
NpeyCcMaTpPHUBAIOT CPENICTBA ISl IEPCOHATLHOTO MOBBIIICHUS KBaTU(PHUKALIUHT 1
00pazoBaHusI

P YKOBOAUTCIIHN PETYIAPHO BCTPEHUAKOTCS C HOT’pe6I/IT€H$IMI/I 1 NMOCTaBIIMKAaMM,
9 YYaCTBYIOT B Pa3BUTUH MTAPTHEPCKUX OTHOIICHUH 1 CO3JaHUH COBMCCTHBIX I'PYIHII 110
YIYHYHICHUIO ACATCIbHOCTH

PykoBoguTenu akTuBHO OAep kuBaoT MeToa TQM BHE opraHU3allud ITyTeM
10| yuactus B mpodeCCHOHATBHBIX O0BhETMHEHHSIX, ITyOINKAIIUU CTaTell U OYKIIETOB,
BBICTYIUICHUH Ha KOH(EPEHIMAX U CPEIN MECTHON 0OLIIECTBEHHOCTH

2. lloanTHKa U cTpaTerus

NmeeTcs 3asBI€HNE O MUCCUM OpraHU3alMH, BKIKOYAIOIEE TE3UC O 3HAYNMOCTH
1 | mojaepIKKH AesITeIbHOCTH B 00JIACTH KaueCTBa M/WJIN MPUHIIMIIBI TIOICPIKKH, a TAKKE
CTpaTeruro Ou3Heca

2 Coneprxanue 1.1 UMeeT HeMOCPEICTBEHHYIO CBSI3b ¢ KoHIenueit TQM

Cy11ecTBYIOT NPOLEAYPHI, ITIO3BOJISIONINE YYUTHIBATH MHEHUE COTPYAHUKOB MTPH
(OopMHUPOBAaHNH NOJIMTUKH U CTPATErHy OpraHu3aluy (HarpuMep, IPOBEICHUE ONPOCOB,
Npe3eHTaLus MOJIMTHKH U T. 11.), €CTh IPOLEAYPbl cOOpa MHEHUI COTPYAHUKOB O Iy TAX
YIIY4IIEHUS] IeTeIbHOCTH

Cy1iecTByIOT pOLIEAYPHI, IIO3BOJISIOIINE YYUTHIBATh MHEHUE 3aKa3UHKOB,
4 | MOCTaBIIMKOB, PETYINPYIOUINX U IIOJTHOMOYHBIX OPTaHOB, a TAK)Ke OOIIECTBEHHOCTH
npu GOPMHUPOBAHUM HOIUTHKHU U CTPATETHU
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NmeroTes a3 QeKTUBHBIE TIPOIEAYPBI PACIPOCTPaHEHUST HHOOPMAIHU O TIOJTUTHKE U
CTpaTerny OpraHr3anny (BKJIIOYas, HAIPUMeEp, MPE3EHTAINIO COOTBETCTBYIOIINX
JIOKYMEHTOB Ha Opu(uHTax U ceMUHapax). FiMeeTcs monoxuTeIbHas peakius Ha 3TH
Meponpustus. CriocoObl pacIpOoCTpaHSHUS BEIOUPAIOTCS U TPUCIIOCA0JINBAIOTCS B
3aBUCHMOCTH OT COOTBETCTBYIOIIETO YPOBHS MOIpa3AeeH s, 00ecredeH CBOOOIHBIN
JIOCTYTI K COOTBETCTBYIOIICH JTOKYMEHTAIINH

PerynspHo mpoBoInTCS aHAIN3 CTPATErHYeCKUX OM3HEC- TUIAHOB HA OCHOBE
MHQOPMaILUK PYKOBOAMTEINEH, pe3ynbTaToB Ou3Heca, a Takke 00paTHOH CBS3U OT
noTpeduTenei, MoCTaBIIMKOB, PErYINPYIOIINX OPraHOB, MECTHOM OOIIECTBEHHOCTH,
MIPECCHI U APYTUX KOMIaHUH

[Monutuka u cTpaTerust GOPMHUPYIOT OCHOBY OM3HEC-TUIAHOB 110 CIICHATIbHOM
cucteme, odecreunBaroniel 3Tot npouecc. [LnaHbl perynspHO MPOBEPSIOTCS Ha IPEAMET
UX COOTBETCTBHS IIOJIUTUKE OPraHNU3aluH

Kax pe3ynprar geficTBuil 1Mo 1. 6 ONpeAeNsstoTCs ¥ BBOATCS YIyUIIEHHUS B IIOJUTHKY
W CTpaTeruio, obecreynBas TEM caMbIM 0oJiee TECHYIO CBSI3b C 3aJauaMu On3Heca

[Iponecc pa3paOOTKN MOJIUTUKY U CTPATETUHU COIOCTABIIAETCS C YPOBHEM
JOCTIKEHUH KOHKYPEHTOB M APYTHX IEPBOKIACCHBIX HUPM

10

Muccust 1 OU3HEC-TIOJIUTHKA OXBATLIBAIOT BCE HarpaBJICHUA JEATCIbHOCTU U BECh
IepcoHall. ITonutnka OnpeacIdaCT ACATCIbHOCTD, CIIYKAalllUEe OCO3HAIOT BaAXKHOCTDH
3a4BJICHUA O ITOJIMTUKE, KOTOpas ABJIACTCA AJIsI HUX MOTHBAalITMOHHBIM (baKTOpOM

3. YupagJiieHue JIIOAbMHA

ObecnieueHa CBsI3b CHU3Y BBEPX M CBEPXY BHU3 MEXKIy OTJACILHBIMU COTPYAHUKAMH,
OTZEJIaMHU U NIOJAPA3ACIICHUSAMMU IIyTEM PETYJIIPHOTO IIPOBEJAEHUS JBYCTOPOHHUX BCTPEY,
JUCKYCCHI U IPYTHX METONOB

O hekTUBHOCTD 3THX B3aUMOCBSI3EH PETYIISIPHO OILICHUBAETCS] M COMOCTABIISETCS C
JTy4dield MUPOBOM MPAKTUKOM, MPOLECC B3aUMOCBS3U IOCTOSIHHO YIy4IIaeTCst

Crpareruueckuii 1uian odecrieueHus OpraHu3aliy KaJpamMy HalpaBJieH Ha
NOJAEPKKY MOJUTHUKU M CTpaTeruy KoMnaHu. IIpexycMoTpensl mpouenypsl,
o0ecreyrBaroLIe YBEPEHHOCTh B TOM, YTO BCE HEOOXOAUMBIE AJIs1 PUPMBI CTPYKTYPbI
CO3/IaHbI M MOTPEOHOCTH B KaJpax TOUHO OTpeAeTeHBI

[MpodeccnonanbHble BO3MOKHOCTH PAOOTHUKOB OIPE/ICTICHBI U COMIOCTABIICHBI C
norpedHoctsMu. [Ipuem Ha paboTy ¥ MOATOTOBKA KaJIpOB OCYLIECTBIISIOTCS B
COOTBETCTBHH C 3TUMHU NOTpeOHOCTAMU. OTalIeHHbIE TOTPEOHOCTH B
KBaJTH(PUIIUPOBAHHBIX PAOOTHUKAX OIEHHBAIOTCS HA OCHOBE MEPCIIEKTHBHOTO
CTPaTErMyecKoro MIaHUPOBAHUS

Pa3pabotan u peann3oBaH IUIaH IEPBUYHOMN MOATOTOBKU M 00yueHus. [lnan
JalbHEeHIIe NOATOTOBKH 1 IMOBBILICHHUS KBATU(HUKALNY pa3padoTaH Ha OCHOBE
noTpeOHOCTEN B KaJpax U BHEAPEH

O hekTHBHOCTD OrOTOBKH KapOB aHAIN3UPYETCS ITyTeM TPOBEICHHUS TIOCIIe
KypPCOBBIX 3K3aMEHOB, T'O/IOBBIX aTTECTALMI aHAJIN3a CTENICHN YJOBIETBOPEHHOCTH
3aKa34MKa M PEryJSIPHO CONOCTABIISIETCS C MOTPEOHOCTAMHU (PUPMBI

3a1auu v 1eNu KaKI0r0 padOTHUKA 00CYKIAIOTCSI ¢ HUM (WM C TPYyNIIaMH
pabOTHHUKOB) ITyTeM HeperoBopoB. COOTBETCTBUE JACATEIBHOCTH STHUM LICJISAM M 33a4aM
MOCTOSIHHO aHaJIM3upyeTcs. ATTectanys paboTHHKOB 3 deKkTuBHa

JIr060ii COTPYAHUK YHaCTBYET B JESITEIBHOCTH 110 HENPEPHIBHOMY YIYULICHHUIO ITyTeM
BHECEHUS MPEJUIOKEHHA, YIacTHsI B pad0OTe IPYIIII 110 YIYYIICHUIO IS TEIbHOCTH,
BHYTpU(DUPMEHHBIX COBEIIAHUIX 1 COOPaHUsIX, B pa0OUYHX IPYIIIax COBMECTHO C
NOTPEeOUTENSIMHU/TIOC- TABIIUKAMH

COTPYZ[HI/IKaM npeaAOCTaBJICHO IIPpaBO ):[eﬁCTBOBaTB. Ectb MHOTO J0Ka3aTcJIbCTB
CYHICCTBOBAHMA I'PYIII IO YIYUYIICHUIO ACATCIbHOCTH U BHEAPCHUTIO peKOMeHJIaHI/Iﬁ
YJICHOB 3THUX I'PYIIII. HNmeercs IIJIaH, B COOTBETCTBUHN C KOTOPBIM YCKOPSACTCA MPOLECC
nepeaadyun IOJTHOMOYHMII HAa MECTa
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10

TIpomecc ynpaBiaeHus JTIOACKUMU PeCypcamMu aHATTM3UPYETCS U YIydlllaeTcs Ha
OCHOBE MHEHHU KOHTPOJIEPOB M UTOTOB PETYJIAPHBIX arTecTanui. Takue moka3aTeu,
KaK YPOBEHb IICHCHOHHOTO 00CCIICUCHYsI, yCIOBUS TPy/a, 0€30MacHOCTh U T. 11
COTIOCTABIIAIOTCS C HAMBBICITUMU MUPOBBIMU CTaHAAPTAMU U €CTh JI0Ka3aTebCTBA TOTO,
YTO HA OCHOBE ATHX COIMOCTABJICHHUI MPOUCXOAUT X HEMPEPHIBHOE YIyUIICHNE

4.

Pecypcsl

®duHaHCOBas CTpaTEerys OTpaKaeT NpUHIUILEI TQM, B TOM 4uCiie IPeaIoKeHUs 00
OCHOBHBIX PacXojax YYUTHIBAIOT BIHUSHUE, KOTOPOES OHH MOTYT UMETh Ha
YJIOBJICTBOPCHUE 3aKa3UMKOB. B OO/ KeTe yUTEHBI 3aTpaThl, HAITPABJICHHBIC HA
MIpeIOTBpaIeHue Te(heKTOB, MPOBEACHIE KOHTPOJII U Opak

HNmerotcs (bPIHaHCOBI)IG IJIaHbI, TPUOPUTETHI KOTOPBIX COOTBETCTBYIOT IIOJIMTUKE U
[CJIsIM OpraHuv3alyy U BKIIIOYAlOT aHAJIN3 PUCKOB C TOUKHU 3pCHUSA UX BJIWSAHUA Ha
(bI/IHaHCOBI)IC IIOTOKH, CO3JIaHNE CTPAaxXOBEIX PE3CPBOB U T.II. ACATCIIBHOCTD 110
BBITIOJTHCHHUIO IJIAHOB INOCTOAHHO AHAJIM3UPYCTCA U YIYUIIACTCA

JesrenbHOCT CHOKYCHpOBAHA Ha YBETHUCHUN TPUOBLTBHOCTH aKIMid TTOCPEACTBOM
WHHIIMATHB, HAITPABIICHHBIX HA CHUKCHUE TEKYIMX M KAIUTATBHBIX COCTABJISIONIHX
3arpar

WNudopmarmonHas cucteMa yIpaBIsieTcsl 1 KOOPAUHUPYETCS TaK, YTOOBI UMETh
JIOCTaTOYHBIA OXBAT M MUHUMH3UPOBATh YUCIIO aKTOB BBOJIa HH(OPMAIIHH.
HNudopmanmonHas cucteMa MoCTOSIHHO aHaJIH3UPYETCA, AeATeIbHOCTh Mo cOopy
WHGOPMAITUHN COBEPIICHCTBYETCS. DTH yIYUIISHUS OXBATHIBAIOT TaKkkKe WH(OPMAITHIO,
MpeTHA3HAYCHHYIO NI TOTPEeONTENel, MOCTABITUKOB U HACEIICHUS

HudopmarnmonHas cucteMa yIoBIETBOPSET TPEOOBaHUIM MEXTyHAPOIHBIX
CTaHAapToB. JJaHHBIE TI0 KaYeCTBY PErUCTPUPYIOTCS U CYLIECTBYIOT CIeMaIbHbIE
npoleayphl aHanu3a 3Toi naHopmamu. EcTh cnennanbhas cucteMa, obecreunBaromnas
ruOKOCTh, HHTETPUPOBAHKE U 3aUTy nHpopMaruy. CyIiecTBYIOT IpOLEAyPHl,
o0ecreynBaroLIe BO3SMOXXHOCTh CPABHEHUSI HHPOPMALIMOHHON CUCTEMBI C JTyUYIIUMHU
aHaJIOTaMH

Ocy1iecTBISeTCS YIPABICHUE MaTCPUATBHBIMU PECYPCAMU U IEATCTILHOCTHIO
MOCTABIINKOB IOCPECTBOM IIPUMEHEHHS CUCTEMBI 0TOOPA MTOCTABITUKOB M OTYETOB 00
uX nedarenbHOCTH. [IoCTaBIIUKY MIPUBICUECHBI K COBMECTHOU JESTEIBHOCTH TI0
CHI)KCHHIO Opaka U pa3paboTKe HOBBIX BUOB MPOAYKIIMHU U ITPOLIECCOB

OTX0/1BI MaTEPHUATOB MUHUMU3HUPYIOTCS OJ1aroaaps X NOCTOSSHHOMY Y4eTy U
COIIOCTAaBJICHUIO C HOPMaMH. YPOBEHb OTXO0JIOB COTIOCTABUM C JIyUYIINMHU
JIOCTHKEHUAMH. JledTenbHOCTD M0 YIYUIISHHIO HallpaBJieHa Ha CHIYKEHHE OTX0J0B

CKHaI[CKI/Ie 3alaCbl MUHUMH3UPYIOTCA 6naroz[ap;1 IMPUMEHECHUIO METO/1a ITIOCTABOK
«TOYHO BOBpeMsi». ECTh Jl0Ka3aTenbCTBa ONTHUMU3AIUH TOCTOSHHBIX aKTHBOB ITyTeM
CBOEBPEMEHHOT0 Mepepacipe/ielieHNs] peCypCoOB, OpraHu3alii CMEHHON paboThI U T. II.

CymectByet 3 eKTHBHAs MPOIeTypa BEISIBICHHS U aHAIN3a allbTEPHATUBHBIX U
IpeIoiaraéMbIX TEXHOJIOTUH, KOTOPbIE MOTYT UMETh BIMsiHUE Ha OusHec. EcTh
JI0Ka3aTeIbCTBA TOTO, YTO PUMEHsAEMast TEXHOJIOTHs ]aBajia B HEAABHEM IPOLILIIOM
MIPEUMYILECTBA IIEpPE APYITMMHU KOHKYPEHTaMH. TEeXHOIOrus SBISETCS COCTABHOU
YacThIO ICATENFHOCTH TI0 YIIYYIICHHUIO TIpoliecca U HHPOPMAIIMOHHBIX CUCTEM.
WHTennexTyanbHasi COOCTBEHHOCTh 3allMIIEHa U UCIIONb3YeTCs
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[NoBrIerre Mo eCCHOHATEHOTO MacTEPCTBA U CIIOCOOHOCTEH mepcoHaa
COOTBETCTBYET HOBBIM T€XHOJOTUAM. Clly>Kalllhue MPOXOoIAT ClIEHUaIbHYI0 IOATOTOBKY B
00J1aCTH HOBBIX TEXHOJIOTHH JIJISI TOTO, YTOOLI OBITH CIIOCOOHBIMU 00ECIIEYNTE
BHEJIPEHUE HOBOW MPOAYKIIUU WK MPOLIECCOB. YPOBEHb MacTEPCTBA U
TEXHOJIOTMUECKHE MPOLIECCHI SIBISIOTCS MEPEAOBBIMU

5.

IIpoueccst

1

KiroueBnie OmM3HEC-TIPOIIECCHI ONPEACIIIOTCS M PA3BUBAIOTCS UCXOIS U3 TIeTIei
OpraHu3aluu

Bausaue stux mpouecCoB HA OM3HEC TOCTOSIHHO AHAJIM3UPYCTCA Ha BCEX YPOBHIIX.
CMeXHEIS HpO6J’IeMLI peHIar0TCA MMOCPEACTBOM PETYJISIPHBIX COBCH_[aHI/II‘/JI
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BuyTpenHue npouecchl TOYHO YCTAHOBIIEHBI U OIIPEICICHBI B COOTBETCTBYIOIIUX
pabounx HHCTPYKUMAX. BHyTpH opraHn3anyy TOYHO OIpe/IeIeHbl BHYTPEHHUE
MOTPEOUTENH U TIOCTABIIUKH, JIJIS YIAYUIICHUS B3aUMOJICHCTBHSI MEXTy HUMU
HCIIOJIb3YIOTCS CIICIIHANIBHBIE TPYIIIBI

BryTpu oprannzanuy cucTeMaTHIeCKH MTPOBOAUTCS paboTa 1Mo YIydIIeHHIO
4 | TIpOIIECCOB ITyTeM BHEAPEHHS CHCTEM KadeCTBa, YAOBIETBOPSIOIINX MEKIYHAPOIHBIM
cTa”jzapTaMm

CTaHIlapTI)I Ha MPOLCCChI TOUHO OMPCACIICHBI, 1 Ha BCEX COOTBETCTBYIOLIUX YPOBHIX
IMPOBOJUTCA OLCHKA NCATCIIPHOCTH HA COOTBETCTBUC 3TUM CTaHJAApTaM

IIpu pa3paboTke cTaHAAPTOB M 3a7a9 UCIIOIB3YETCS 00paTHAsI CBSA3b OT MOTpeOHuTEeH
6 | ¥ MOCTABIIMKOB, HAIPUMED, IIOCPEICTBOM UCTIOIH30BaHUS HHPOPMAITUH 00
YAOBICTBOPSHHUH TTOTPEOUTEIIS

3anaun TeKymen AeaTeTbHOCTH COOTHOCSATCS C MPEANIECTBYIONTINMHE JOCTH)KECHUSIMH,
7 | ¥ Kakmas Takas 3a/1ada i KaKI0TO KIFYEBOTO MpoIecca, Kak MUHUMYM, €KETOTHO
epecMaTPUBACTCS

Jl1st cTUMyYTUpOBaHMS TBOPYECTBA M HOBOBBEICHHI MTPUMEHSETCS MPOIIECC 00yUCHHS
Y TIOATOTOBKH repcoHana. CyIecTByeT YeTkast CUCTeMa TOIeP KKH HOBBIX HJIeH Ha

8 BCEX YPOBHSX U JOKa3aTeJIbCTBA TOTO, YTO YIyUIIEHHE TPOIYKIINH U TPOIIECCOB
SABJIACTCA CJICACTBUCM BHCAPCHUA U HpCILHO)KCHI/Iﬁ COTPYAHHUKOB
HoBble miiv n3MEHEHHBIE MPOLIECChI OMPOOOBAHBI, K UX BHEJAPECHUE KOHTPOJIUPYETCS.
9 [IIupoxoe pacnpocTpaHeHHE MOTYUHIT MATUCTATUNHBIA METO] peaJIn3alluK MPOEKTOB MO

YyCOBEpIIIEHCTBOBaHMIO. Bee HOBalMM TOBEICHBI 10 CBEEHUS MepCOHaNa, KOTOPHIi
MPOIIET COOTBETCTBYIONIYIO MOATOTOBKY /10 MPOBEACHNUS N3MEHECHUN

Bce n3smenenus B nporeccax T0JDKHBI IPOBEPSITHCA ATl 00eCIeUeHNs] YBEPEHHOCTH B
TOM, YTO JK€JIaeMbl€ Pe3yJIbTaThl JOCTUTHYTHI. ITO OCYLIECTBISIETCS IIyTEM
10| aymuTOpCKUX MPOBEPOK U PETYIISIPHOTO aHAIIN3a CO CTOPOHBI PYKOBOIUTEIICH.
Pe3ynbTarel, He MOATBEPXKAAIOIINE OKUAHUS, CTAHOBATCS MPUYUHOM [Tl TPOBECHMUS
TIIATEJIFHOTO aHAIM3a M IPUHATHS KOPPEKTUPYIOIINX ASHCTBUN

6. Y1oBi1eTBOpeHHE 3aKa34YNKOB

CymectByeT cuctema (Harnpumep, HaJ[30p, PEryJsipHbIE BCTPEUH), MO3BOJISIONIAs

1
YCTaHOBUTH Tp660BaHI/I$I 3aKa34yuKa U ONpEACIIUTh CTCICHD X YAOBJICTBOPCHUSA

5 OprannzoBan c6op MHPOpPMAIHMHU 110 OIIEHKE CTETIEHH yIOBIETBOPEHHOCTH 3aKa3unKa
(Hammpumep, OIPOC 3aKa3UMKOB, UX JKAIOOBI) M COCTOSHHS JIeJT C IIOCTaBKaMHU

ITonpoOHas nHGOpPMALs, OTHOCAIIASCS K TOTPEOUTENIO, TPEAOCTABIISIETCS] BCEM
3 | COOTBETCTBYIOIIMM COTPYAHUKAM, TIOCTOSIHHO aHAJIM3UPYETCSI U HCIIOIb3YETCs B
YIpaBIEHUYECKOM e TeIbHOCTH

Bce CIIy’Kalye NOHUMarOT BaXKHOCTh YPOBHA YIOBJICTBOPCHUA 3aKa3ynKa U

4
S3HAYUMOCTD BKJIa[ld KQXKA0I'0 M3 HUX AJI IMOBLIIICHUS 9TOI'0 YPOBHS

5 YCTaHOBHCHBI e AeATCIbHOCTHU, KOTOPBIC HCIIOCPEACTBCHHO CBA3AHBI C
IIOBBIIIICHHUEM CTCIICHU y,Z[OBJ'IeTBOpeHHOCTI/I 3aKa34uKa

6 ,Z[eﬂTeHBHOCTI) peryn;IpHo OLCHUBACTCS C TOUYKHU 3peHI/I$I JOCTHUXKXCHUS ITOCTABJICHHBIX

mnener. AHaIW3 MOKA3bIBAET ITOJ0KUTEIbHEBIE TEHIEHIIMN B TEUEHHE TTOCIEAHUX 3 JIET

ITocTossHHO OCyIIECTBIISIETCS CPaBHEHUE C MTEPBOKIACCHBIMU KOMITAHUSAMHU (T/I€ 3TO
7 | BO3MOKHO) U C IPYTUMHU KOHKYPEHTAMH, ¥ ONPEEIISIOTCS BaXKHBIE JIJIsl OpraHU3aIiu
OAXOJIbI

CreneHb yJIOBIETBOPEHHUSI TOTPEOUTENCH JOCTUTIIA 3aILTAHUPOBAHHOTO YPOBHS, U
8 | ompezeneHbl HOBBIC, 00JICe BHICOKHE YPOBHH BO BCEX HANPABICHHSX, SBJISIOUIUXCS
BaXHBIMU JIJIS TIOTpEOUTENCH

B teuenne nocnenHuX 3 NeT CTENEHb YAOBICTBOPEHUS OTPEOUTENEH TEMOHCTPUPYET
9 | CBO# POCT M JOCTHKEHUE TIOCTABJICHHBIX IIeJIeH. Y IydIlIeHUs CBSI3aHbl C MOJIMTUKOMN K
cTparerve

Pe?,y.HI)TaTBI YAOBJICTBOPCHHUA 3aKa3UYUKOB CUCTEMATHYCCKH aHAJIU3UPYIOTCA U

10 .
yIyqdaarTeda € Yy4€TOM UX UBMCHAIOMIUXCA HOTpe6HOCTCH

7. Y0BJIETBOPEHHOCTH NEPCOHANA
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Cy1iecTByeT cucTeMa, MO3BOJISIIONIAs OLIEHUBATh CTETIEHD YAOBIECTBOPECHHOCTH
COTPYIHHUKOB, BKJTIOUAs €KETOAHBIC 0030PHI 110 BOTIPOCaM OOITETO COMMAITEHOTO
KJIUMaTa, B3aUMOOTHOIIICHUH, YCIIOBUH TpyAa, CTUJISI PyKOBOJICTBA, MOBBIIICHUS
KBaJIM()UKAIIMU, BO3MOKHOCTH TTPOABIIKEHUS 110 CIIYKOE M T. II.

Cucrema OIEHKH CTETICHU YOBICTBOPSHHOCTH COTPY/THUKOB JIOTIOJTHEHA
JIOBEPUTEILHBIMH (KOH(GUACHINAILHBIMI) BCTpEYaMU C HUIMHU

BrIsBiIEHBI KITI0OYEBEIS COCTaBJIAOIIUE, ONPEACIIAOIINEC CTEIICHD YAOBICTBOPECHHOCTH
IepcoHaa, KOTOPbIC MOCTOSAHHO OLICHUBAIOTCA C TOMOIIBIO METOAOB, OITMCAHHBLIX B IIII.
1 1 2. DTH cocTaBIgIONIUE OMpPEACIIAIOTCA Ha OCHOBE UX BJIMSIHHSA HA O6HII/IC PE3YJIbTAThI
JCATCIIBHOCTHU

3akperuieHne KIFYEeBBIX COTPYTHUKOB KOHTPOJIHPYETCS M OI[CHUBAETCS
MOJIOKUTENBHO. YPOBEHB MIPOTYJIOB MUHUMAJICH

Pe3ynbTathl NpUMEeHEHHSI METOOB, MOBBIMIAIOIIUX CTEICHb YOBICTBOPEHHOCTH
TepcoHala, aHATM3UPYIOTCS BHYTPY TIOPa3AeTICHAN, ITyOIIMKYIOTCS M TOKA3bIBAIOT
TEHJICHIIMIO K YIYUIICHUIO

BayTpeHHUE %a100bl COTPYAHUKOB YUYUTHIBAIOTCS, aHATU3UPYIOTCS U UMCIOT
TEHACHIINIO K CHIDKEHHUIO B TEUEHHUE MOCIETHIX TpeX JeT. CymecTBYIOT JoKa3aTeIbCTBa
TOTO, YTO COTPYTHHUKH ONTYIAIOT CBOIO 3HAYMMOCTE M MX BKJIAJ B 00IIIee IeI0 MPHU3HAH

Cy1iecTByeT akTHBHas MO/IEp>KKa U MTPEIOCTABISIOTCS COOTBETCTBYIOIINE
MOJTHOMOYHS COTPYIHHUKAM IJIs1 paOOThI B COCTaBe IPYII YIYyULICHUS, YTO SIBISETCS
OJTHOM M3 COCTABIJISIIOLINX UX YAOBIECTBOPEHHOCTH

WToru nearessHOCTH MO MOBBIILICHNIO YIOBIETBOPEHHOCTH IIEPCOHANIA U3 TOAA B TOJ
HUMEIOT MOJI0KUTEIbHYIO TeHIEHIIUIO, IOCTABIEHHBIE 1IeJTH TOCTUTHYThL. DTH
JOCTIDKEHHS HANpPSIMYIO CBSI3aHbI C TIONUTHKON M CTpaTerHen

CpaBHeHHE ¢ TIOKa3aTeIsIMH IIEPBOKIACCHBIX (PHPM MOKa3bIBAET MPHUEMIIEMBIH
YPOBEHb YJIOBJIETBOPEHHOCTH II€pCOHANa

10

CreneHs yIOBIETBOPEHHOCTH MTEPCOHANIA CUCTEMAaTHIECKH aHAIN3HPYETCH,
OILICHUBAETCS M TIOBBIIIAETCS C YYETOM U3MEHSIOIIUXCS MOTPEOHOCTEH Y COTPYAHUKOB

8. Biausinue Ha 001IeCTBO

Cy1iecTByeT CHCTEMHBIH MOIXO0/ K OLIEHKE BIHMSHUS IPOU3BOJICTB PUPMEI Ha
OKPYKAIOILYI0 CPEAY U SKOJIOTHIO BHE IPOU3BOJACTBEHHON TEPPUTOPHHU C TOUKH 3PEHUS
BBIOPOCOB, IITyMa, COXpaHEeHUs JaH (madTa 1 MECTHBIX JIOCTONPUMEYaTEIbHOCTEH

CymiecTByeT CUCTEMHBIH MoAX01 K 0€30I1aCHOMY IPUMEHEHHIO, XPaHEHUIO U
yAAJIEHUIO IPOAYKTOB/MaTepHaIOB

CylecTByeT CHCTEMHBIH MOJXO0/ K YUETY, aHATIHU3Y, H UMEIOTCS YIIy4IIICHUS B
MMPUMCHCHUHN SHEPTHUU, IPHUPOJHOTO CBIPhA, a TAKKEC B ITIOBTOPHOM HCIIOJIB30BaHUN
MaTepuaioB

HpI/IMeHHIOTCSI TaKHEC OOIMOJHHUTCIIBHBIC ITOKA3aTCIN OLCHKHU ACATCIBPHOCTH, KaK
JKaITo0bI HaCCJICHU:, aBapuu, BJIMAIOIUC HaA 6C3OHaCHOCTL, IMMOJIYYCHHBIC IPEMHUHU, a
TAKXXC BJIMSHUC HA YPOBCHL 3aHATOCTH HACCIICHUS

Cy1iecTByIOT METO kI, 00ecrieunBalolie 0OpaTHyIO CBS3b OT OOIIECTBEHHOCTH,
MPOXKUBArOIIeH BOKPYT (UpMbI. DTa HHGOPMAIUS aHATU3UPYETCS U COOTBETCTBYHOIIMM
00pa3oM yUIHUTHIBAETCS IIPH ONPEICTICHUH 33729 JeATEIHbHOCTU

Ha ocHoBe nH(pOpManny, MOITyIeHHON B pe3yIbTaTe MEpONPHUATHI, YKa3aHHBIX B IIIL.
1—3 u 5, npeanpUHUMAIOTCS TaM, TAE 3TO BO3MOKHO, COOTBETCTBYIOLINE ACHCTBHS MO
YIYULICHUIO

OcCyIecTBIAI0TCS MEPONPUATHS TI0 TIOJAEPIKKE MECTHBIX JKUTENEH 3a CUeT yJacTus
OpTraHM3aIM{ B PEATH3AIIHA MECTHBIX ITPOEKTOB, IIOMOIIIH IITKOJIaM M KOJUTEKaM
(HampuMep, yUpeKICHUE IPEMUH 3a yueOy U Ipe0oCcTaBIeHUE BO3ZMOXKHOCTEH
MIPOXOKICHUS MPOU3BOJICTBEHHON TIPAKTHKH), OJIarOTBOPUTEILHOCTH B 00JIACTH
MEIMIMHBL, CIOPTa, JOCyTa
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HpOBOZ[ﬂTCH MCpPONPUATHA IO MOAACPIKKE MECTHBIX TEXHUUCCKUX 06H_[CCTB 3a CUcCT

8 | mpemocTaBiIeHUs] BOBMOKHOCTEH B MPOBEACHUH PAa3IMUHBIX UCCIICAOBAaHUN Ha Oaze
000pyIOBaHUS U yCTAHOBOK, MMEIOIINXCS Ha (hupme

9 Uroru nesrenbHOCTH 1O MH. 1—4, 6—8 MOKA3bIBAIOT YIIyUYIICHUS. ITH yIyUIICHUS
MOYKHO HaIIPSIMYIO CBSA3aTh C MOJIUTUKOM U CTpaTerue

Pesynbrarhl BIUsHAS Ha OOIIECTBO CHCTEMAaTHUECKH OLICHUBAIOTCS, aHANU3UPYIOTCS U

10| YIYHIAIOTCS ¢ yHETOM YIIyHIIAKOIHXCS ycnoBui. Bee pe3ynbTaThl COMOCTABUMBI €
HAWITYYITUMH TTOKA3aTeNSIMU IPYTUX GUPM U JICMOHCTPUPYIOT ITOJIOKHUTEITBHYFO
TEHJICHIIHIO

9. PesynibTaThl OM3Heca

Jlns kaxoro moapasaeieHus ONpeesICHBI KIII0UeBbIe (PMHAHCOBBIC TTOKA3aTENH 1
moKazaTenu AesTeNbHOCTH. OHM TOJDKHBI BKITIOYaTh COOTHOIIEHUE «3aTPaThl —
pHUOBLIELY, GPUHAHCOBBIC MOTOKHU, PACIPE/IC/ICHUE PhIHKA, TPOU3BOIUTEIBHOCTD,
CBEPXIIAHOBBIC 3aTPATHI, YIIPABJICHUE aKTUBAMU, MHACKC aKIIUH

OrmpeaeneHbl TaKKe MOKa3aTeNd AeATSIHPHOCTH, HE OTHOCSIIHECS K (PHHAHCOBOM
cepe. OHM TOJHKHBI BKJIFOYATh MEPHI 110 CHUKCHHIO OTXO0JI0B, YMEHBIIICHUIO 00IIEro
BPEMEHU MIPOU3BOICTBEHHOTO IIUKJIA, TIO MOBBIIICHUIO YPOBHS YIOBICTBOPEHUS
nmoTpeduTeNneld, ypoBHS KyJIbTyphl Ha IPOU3BOJICTBE M T. [I.

st Bcex KIIIOUEBBIX TOKa3aTesel onpeaeneHsl e, KOTOpble HaPSIMYIO CBSI3aHBI C
MOJINTUKOW U CTpPAaTEeTUEN NOApa3CICHU U OTPaXaloT HENPEPHIBHOE YIYUIICHHUE

Ha mecTtax pa3paOoTaHbI IIaHBI ACATEIBHOCTH MOIPA3ACICHUH MO TOCTUKCHUIO
nenel Ou3Heca. JTH IIaHbL, TIe 3TO BOZMOXKHO, TPAaHC(HOPMHUPOBAHBI B TIENN U 33124l
OTJIENBHBIX COTPYIHUKOB

DakTHYECKOE MOJIOKCHHUE JeJ PETYIIIPHO aHATU3UPYETCS C TOUKH 3PEHHS
JOCTHIXXCHUS ITOCTABJIICHHBIX Heﬂeﬁ, " pE3YyJIbTAThI aHaJIN3a JOBOAATCA OO0 CBEACHUSA BCEX
pabOTHHUKOB

Bce TCHACHIHWHU B ACATCILHOCTU KOMIIAHUU XOPOLIO MOHATHBI IEPCOHATY.
CocraBieHH 1 PCAIM3YIOTCA IJIaHbI 110 JOCTHXKCHUIO ITOCTABJICHHBIX ueneﬁ

st cpaBHeHus 1eseld ¥ 3aa9 BHYTPH (UPMBI IPUMEHSIETCS METOJT COMIOCTAaBIICHHUS
AHAJIOTUYHBIX MOKAa3aTeIe Cpeay pa3IndHbIX IOAPa3ACIICHUN

NMmeroTcst 1oka3aTenbeTBa HEMPEPHIBHOTO YIIYUIIEHHS BO BCEX KIIFOUEBBIX
HaIpPaBIEHUIX, 1 OHU MOTYT OBITh HANPSMYIO CBSI3aHBI C IIOJIUTHUKOMN U CTpaTeruen

Pe3ynbraThl OM3HECAa CHCTEMATHYECKH AaHAM3UPYIOTCS U YITYUIIAIOTCS, TaK )K€ KaK U
3((EKTUBHOCTD IPUMEHIEMBIX MEP

10

P €3YyJIbTAThI OKAa3bIBAIOTCA YAOBJIICTBOPUTCIbHBIMU B CPABHCHUU C PE3YyJIbTaATaMH
KOHKYPCHTOB U IICPBOKIIACCHBIX KOMITAaHUH
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Tabnuya 2

Hcxoanble JaHHBbIE JIs (])opanmsaHnﬂ npoﬁneM/pesepBOB MNOBbINICHHUA KaYeCTBa

m 2 Q . o ﬁ
S = 3| o = = 8
3 2| R = 32
. 3 S B8 2 S E Q| 8 & o
No | Kputepuid B nopsnxe S RS 2L 2 =5 X 22l E§S
2 H ia o
yOBIBaHHUSI BAXKHOCTH 5% =Es8| z8| & .| z272 7| E8| 82 ¢
o o L n > A o H N = = I~ 5 8| A4 § &=
z o 2 E = S 8.9 9 (Y > 588
X5 92| B ¢= 2 ac 2 g3 &z 2
S g 2 o S v S o O & 0 S E| O 0
Mg Hal HEal 57> 288 [ X E| A~ 2R
Y 1oBII€TBOpPEHHEC
6 8 p 20 | 200
3aKa34YHKOB
9 Pesynbrarel Ou3Heca 15 150
5 [porneccsl 14 140
1 PykoBoacTBO 10 100
3 YnupagieHue JOabMU 9 90
4 Pecypchr 9 90
V noBiieTBOpeHHE
7 A p 9 |90
nepcoHasia
2 [TonutHka u cTpaTerus 8 80
8 Bimmsgaue Ha 001m1ecTBO 6 60
HUTOI'O 100 | 1000
100
a0
z
E- 80
m 70 +
o o g
£ &% >
3 s |
: § 85 w0
) a *
g a -] 30 4
Qo = @
= a 20
T m
g 10
2 6| 9 & 1 314|728
F
KpuTepun camooueHKW B nopagke i L
y6bIBAHWA BaXHOCTH
y6bIBaHMA BAXXHOCTH

Puc. 1. luarpamma I1apero mpoOiieM (pe3epBOB) MEHEKMEHTA KauyecTBa
OpraHu3aInuu
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Monutuka n |
crparerus

YNOBNETBOPEHHOCTb ’

nepcoHana

4. Pezepsnl
PYKOBOACTBA

BnuaHue Ha
obuwectso

6 Pecypcsi "5 YnpasneHue niofsMu

OpraHu3aluu

Puc. 2. Ilnarpamma pe3epBOB MOBBIIIIEHUS KauyecTBa (DYHKIIMOHUPOBAHUS

ikt

3 COCTORINS
2 B 0GAACTH KAUECTRA

COBMECTHO € MOMYHHEHHBIMN

Towiepara metonos TQM, nyrem
YHACTHA B KOH(epenL
BBICTYTLICHINX IIEPE

3P 2. PesepBbi 1. Pelepsbi
I; el;epnun Pe3VALTATOR Y/0BJIeTBOpeNus
potecco! dn3meca 3AKA34YHKOB
TMposepka neex i
ACKTEABHOCTI

KOpPEKTHPYIOUUIX RovteiicTaiii

/18 OCTIGRERNA

pesyaTaton

LTATOR 110 Y10
sanpocon notpedireneit N
>
Cpapneiie 10CTHREHIS
KOHKypCHTaMH
NOAPALICACHUAMH >
>
CruMy HpoBARHE TBOPIECTRA H o
o giaiA cGopa MpopMaLN O
posiicle X HOBOBBECHIE NPH HOMOLLI PaspaGoTen nzamos &
OBUIECTBEHHOCTBIO OBYUEHIS H TIOATOTOBKH TpancGOPMALIE MX B e 1 f———
L nepeon JA2AUH NIONSTHLIE KAKAOMY o P
Pecyanpnuie sempen » coTpy Ky R pemenni >
¢ nompetumenamu (Jcumenamit) Tounoe onpedenenne cman- > Pecyanpisie sempenu ¢
H noCmasuuKam, [m‘tur.mle 0apmos Ha HPOUECCHl, UX OLENKA G CoouX PE; ¢ ONA anatiza
RAPMHEPCKUX OMUOUEN U no © yuemom muenui nepeonaia, DOCHUNCCHUAMIU KONKYPEHINOE cmenenn ux ydosiemsopennocmit u
yayuwienu desmeasnocmu nompeduneneit u NOCMaUUKOE (sedvuux pesuonos) Hossix mpebosanuit PEJepBH
] hprgu
» =‘ >
’ NOBBIICHH!
Hpaosedenne pecyanpibix Bwtaaaenue u anatuz Cucmemamuueckan onenka, Céop vuenuit Quienka eauanus
ammecmauuiz d:1s aibmepnamusnux u ananuz u comy u D cmu na KavyecTrsa
¥ g c o nymax IKOAOMO U Duocdepy
nepeonaia yaemom i
CHIKeHNE TEKYULIX W nompetiocmeit — Vet Muenit o xanod
. KA TAIBHBIX COCTARIAIONIAX Paciy op o OKpY
Conoc 3ATPAT 1 orbopa ACATCALHOCTH CBOCH Opramuzamt H OBIICCTBEHHOCTH
npode Lona !M‘, ) NOCTABIMHKOE, CHHAKCHHE Vuer i A By TP Kaios 1 obecncucnne csoboanoro
M”‘““I,*"‘):I Teii nepeonaa OTXOUOB T I MHEHRI COTPY KR AocTyna K nedi
cerono - Yuacrie Azmmmctpatsn
4 pec A KIONEBIX COTPYIHKOB 0B i GAAFOTBOPHTENLHOCTH
peryasphux TOCTABUIKOB K COBMECTHOI » P MIECCHI 3 1O
; no - _—
acTpew, ppEayce Ton W patpaGoTke Homkix  f AKTHRIAN NOJIEPHKA 1 MPE0CTANTENHE RIOCTRS, CRREN
N POILYKTOB, YEAYT H [IPOLCCCOR NOAHOMOYHIT COTPYIHKKAM 1A paboTh B ustedi TQM it oxi AHUTHI W YAYHIICHHE Pe
— FPYNIAX 110 YAYHLICHHIO [ —— ATOB BANAHNA 1O OGIECTHO ¢
» > FIETOM MEHSIOUIIXCR YCIOBHii
>/ » 1 ;
5. Pescpsni 6. Pesepahl 7. PesepBni 8. Peseperl 9. Pesepabl
yYupasJ i pecypeon YaoBJeTBOpeHHR NOJHTHREH 1 BJIHSIHHA HA
nepcoHaioMm N nepconaJia cTrpaTerum 00UICCTBO
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Puc.3. [Ipumep nepesa 1iesneii pe3epBOB MOBBIIICHUS KaUeCTBa
(GyHKIIMOHUPOBAHUS OPTaHU3AIUN

KpI/ITCpHI/I " IIKaJIa OOCHUBAHUWA 110 OOCHOYHOMY CPCACTBY
IIPAKTHYCCKOC 3aaHUC)

[Ixana oueHuBaHUA Kpurepuii onieHuBaHus
(nHTEpBA OAJIIOB)
5 [IpakTudeckre 3aJaHUs  BBIIIOJHEHBI HA  BBICOKOM  YPOBHE
(npaBmiibHBIE 0TBETHI 1aHbl HAa 90-100% BompocoB/3anay)
4 [IpakTudeckue 3aJaHus  BBINIOJHEHBI HAa  CPEOHEM  YPOBHE
(mpaBUJIbHBIE OTBETHI 1aHbl HA 75-89% Bompocos/3anay)
3 [IpakTuveckue 3aqaHusl BBITOJHECHBI HA HU3KOM ypOBHE (TPaBUIIbLHBIC
oTBeTHI JaHbl Ha 50-74% BormpocoB/3a1a4)
2 [IpakTudeckue 3agaHusi BBIMOJHEHBI Ha HEYJIOBICTBOPUTEIHLHOM
ypoBHE (TIpaBUJIbHBIC OTBETHI JaHbl MeHee ueM Ha 50%)

© ©

10.

1. OueHouHbIe cpeaCTBA sl MIPOMEKYTOYHOM aTTeCcTAlUN
(3a4er)

[lonaTns “ynpaBieHHEe KayeCTBOM U ‘CHCTEMA YIPAaBICHHsS KadyeCTBOM .
ety w mnommthka B oOmactw  KadecTtBa. (OOecrneueHMe KadecTBa.
dopmupoBaHue KadecTBa. TpeOoOBaHUS K KauyeCTBY TOCTUHUYHBIX U
pECTOpaHHBIX YCIYT.

[Ipupona kadectBa W MOTPEOHOCTH. ODKOHOMUYECKHE COCTABJISIIOIIUE
KauyecTna. CornmanbHbie aCIEKThI KauecTBa. KauectBo u
KOHKYPEHTOCTIOCOOHOCTh TOCTUHUYHBIX YCIIYT.

[Tonumanue yciayrd, (GakTopbl, BIUSIONIME HAa KAue€CTBO YCIYT TOCTUHUI[ U
Ipyrux cpeAactB pasmernieHus. OcoOeHHOCTH (OPMUPOBAHUS KayecTBa M
YOPABJICHUS] Ka4eCTBOM YCIyT. JKU3HEHHBIHN UK YCIYyTH.

Ceprudukaruss B ynpaBiIeHHM KadecTBOM. llenmwm, TpUHIMOBI W TpaBuja
cepTuduKaui cucTeM KadecTBa. [lopsaok cepTudUKAlUU CUCTEM KayecTBa
Y TIPOU3BO/ICTB.

3akoHOJaTeIbHbIE TpPeOOBaHUA K KadyeCcTBY W 0O€30MacHOCTH  YCIHYT,
TpeOOBaHUs MOTPEOUTEIIS.

[IpaBOBBIE OCHOBBI TOCYAAPCTBEHHOTO HOPMHPOBAHHWSA. BUIbI HOpMAaTHBHBIX
JOKYMEHTOB, COJIEpXKAINX TPeOOBaHUS K MPEANPHUATHIO, TPOAYKIIUA U
yciyram, MepcoHaly WHAYCTPHUH TOCTEIPUUMCTBA.

TexHuueckuii periaMeHT W €ero pojib B (POPMUPOBAHUHU O0S3aTEIbHBIX
TpeOOBaHMIA K MPOAYKITUU U YCITyTaM.

OTBETCTBEHHOCTD 32 COOJIIO/ICHHE O0053aTEIBHBIX HOPM.

MexayHaponHass W €BpOICHCKash CTaHIApTH3allds B 00JIaCTH yIpaBICHUS
KaueCTBOM.

VYnpasnenue kauectBoM Ha ocHOBe cranaapToB MCO. JlearensHocts MCO B
obylacTu oOecreueHusl KadecTna.
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11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22,
23.
24,
25.
26.

21.

Crangaptet UCO cepun 9000. VYmnpaBieHne Ha OCHOBE BEPCHUM CTaHIApPTOB
NCO 9000:2000. Cps3b cucTteM YNOpaBieHUST KAYEeCTBOM C CHUCTEMaMH
yIpaBJIeHHs OKpyXkarolei cpenoil Ha ocHoBe ctangaptoB MCO.
MeTton00rH4ecKie OCHOBBI ympaBieHUs kKaduecTBOM. CyObEeKT, OOBEKT U
byHKIMM  yrpaBieHUsT KadecTBOM. DyHKIHMOHAJIbHAS CXEMa YIPaBJICHHUS
KkauecTBOM. [IpuHIMIIBI 0OECTieUeH s U1 yIpaBICHUS] Ka4YeCTBOM YCIYT.
CocraB, colepXaHHe, XapaKTEPUCTHKA (PYHKUWN yNpaBIICHUS Kau€CTBOM:
NOJIMTHKA W IUJIJAHUPOBAaHME KauecTBa, OpraHu3aius padoT MO KayecTBY,
MOTHBAIMs M OOy4YeHHE IepcoHaNa, KOHTPOJIb KauecTBa W HMHQPOpMALUS O
KauecTBe, pa3paboTka MEpONpPUATHHA IO KAYECTBY.

MGTOI[LI YIIpaBJICHUA KadCCTBOM YCIYyT: OpraHu3alluOHHBIC,
OKOHOMHUYCCKHC, COIIMAJIBHO-TICUXOJOI'MYCCKHUC, OpraHu3allMOHHO-
TCXHOJIOTHYCCKHUC.

CpenctBa W UHCTPYMEHTHl YINPABJICHUS  KA4eCTBOM:  pa3BEpPThIBAHUE
GyHKIUN  ymOpaBlieHWs, aHAJIW3 TMOCIEACTBUA U  TPUYUMH  OTKa30B,
CTaTUCTUYECKUE METO/IBI.

Bo3HUKHOBEHHE W pPa3BUTHE TEOPUM YIpaBleHUs KaduecTBOM. (OCHOBHBIE
ATanbl Pa3BUTHS JIEATEIBHOCTH IO YNPABICHUIO KAYECTBOM.

KommiekcHoe W TOTallbHOE  yOpaBlIeHHME  KauyecTBOM.  BceoOiee
yIpaBjicHHe KadecTBOM. [IpakTuka ympaBiieHHS KaueCTBOM TOCTHUHHYHBIX
ycayr B Poccun.

MupoBoit peiHOK ycayr. IlpoGnema noBepusi k kadectBy. CoBpeMeHHas
IPaKTUKA B3aMMOOTHOIICHUM NPEANpUSATUNH B 00JacTu KadecTBa. EquHBIM
EBponeickuii ppIHOK.

Merononorudeckue OCOOCHHOCTH MEHEIKMEHTAa KauecTBa B WHAYCTPUU
rocrenpuuMctBa. Crienuduka TOCTUHUYHOTO oOcmykuBaHusi. DyHKIus
KadyecTBa  oOciyxuBaHug. KayecTBO € TOYKM 3pEHUS MCHOJHUTENS. U
MOTPEOUTENS YCIIYyTH.

CyurHocTh MEHEIKMEHTA KayecTBa B OOCTYKUBaHUU. THUIIONOTUS 3JIEMEHTOB
obcnyxuBanusi Kenorra-Tepmkena, ucnonap3yemasi i aHaliv3a U OLEHKH
BOCITPUSATHUS TOTPEOUTENEM MOTYy4aeMOro 00CITyKUBAHUS.

[ToBenenue rocts B mpoliecce BbIOOpa M ToJiydeHHs ycayru. [{ukinueckas
MOZENIb TOBeJeHUd mnoTrpedurtens. Bochnpusitue #  OlLEHKa rocTeM
MOJIy4aeMoro 00CITy)KHBaHUSI.

Tunosorust 37MeMEHTOB OOCIYyKMBaHUS, YYUTHIBAIONAs 3aBUCHUMOCTh WX
BoctpusTHs. Bocnpusarue u orieHKa rocteM KadyecTBa OOCITYKUBaHUS.
[Tonstue u 3amaun TQM.

[InannpoBanue mpoiiecca NPOU3BOICTBA.

CnennanbHass (QYHKIUMS CHUCTEMbI YIPAaBICHUS KadueCTBOM. MeEHEIHKMEHT
KayecTBa OOCIy>XKMBaHUSI HAa OCHOBE CTPYKTYPHUPOBAHMS (PYHKIIMU KAaYECTBA.
IIpenmer cTpykTypupoBaHus. CrpykrypupoBaHue (yHKIIMH KauecTBa
oOcnyxuBaHusi Ha ocHoBe Tunojorun Kenorra-Tepmkena.
CrpyktypupoBaHue (PYHKIIMM KadecTBa Ha OCHOBE THUIIOJOTUM MEXaHHU3Ma
3aBUCUMOTO BJIMSHUS JIEMEHTOB OOCIYKHBaHUS.
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28.

29.

30.

31.

32,
33.
34,
35.
36.
37,
38.

39.

40.

MeHnemkMeHT KauecTBa 00CiykuBaHusa. BHenpenue B cdepy TOCTHUHUYHOTO
oOciyxuBaHusi MexayHapoaHbix ctangapto MCO 9000.

Pa3pabotka u oOecmeueHne (QyHKIIMOHUPOBAHUS CHUCTEM MEHEIKMEHTA
kauecTBa Ha ocHoBe MC 9001-2000 B mpeAnpUATHUAX TOCTUHUYHOTO CEpPBHUCA.
[Topsimok  pa3pabOTKM ©  BHEIPEHHWE CHCTEM KadecTBa C  Y4ETOM
peKOMeHaIii  cTaHaapToB. J[OKYMEHTHpOBaHWE CHCTEMBl MEHEKMEHTA
KadecTBa.

Pacnipenenenrie  OTBETCTBEHHOCTH B 00jacTh KayecTBa. OTBETCTBEHHOCTh
pykoBoautensi, MeHEHKMEHT  pecypcoB,  oOeclieueHHe  pecypcaMu.
MeHeKMEHT nepcoHana.

[Iporecchl KM3HEHHOTO IMKJIA TOCTUHUYHBIX YCiayr. JKU3HEHHBIN ITUKI
TOCTUHUYHBIX ycayr B cooTBeTcTBUU ¢ MCO 9001.

[Iporpamma mepexoma Ha  MEXKAYHApOJHBIE CTaHIAPThl MEHEIKMEHTa
KadecTBa.

AHamu3 METOI0B OIEHKH KadeCcTBa yCIyT. MeTo1 KpUTUYECKHUX CITy4JacB
AHanIu3 METOJI0B OIICHKH KadecTBa yciyr. Merop serqual u meton servperf
AHanIu3 METOJI0B OIICHKH KauecTBa yciayr. Merop indserv

AHamu3 METOI0B OIEHKH KadecTBa ycIryT. MeToa KaHo

OreHka cHCTEMBl KauecTBa TOCTHHHYHBIX YCIyT. MeToauKka pacdera WHaeKca
YIOBJIETBOPEHHOCTH ITOTPEOUTETICH.

[lokazaTenn  kadecTBa  TOCTMHMYHBIX  yciayr.  [IpocTpaHCTBEHHBbIE,
uH(GOPMAIIMOHHbIE MOKa3aTely, npoQeccCuoHaIbHbIE MOoKa3aTellu,
PETeH3UOHHbBIE MOKa3aTeau. KOMIUIEKCHBIN aHaM3 KauyecTBa OOCITyKUBAHUS
KIJIUEHTOB.

Ayaut cuctembl kadecTBa. HasHauenue u Bujbl ayauta kadectBa. OOBEKTHI
ay/uTa KauecTna.

Kputepnn u mkana oLieHUBaHUS K POMEXYTOUYHOW aTTECTALIUU

«3a4€cT»
HamuonansHas mkaia XapaKTepI/ICTI/IKa SHAHUA NpEeaAMETa U OTBCTOB
3a4TCHO BBICTABJISICTCA TIpU  YCIIOBUH, €CJIM CTYACHT IIOKAa3bIBACT

XOpOIIMEe 3HAHUS M3YYEHHOro y4eOHOro  Marepuana;
CaMOCTOSITEJIbHO, JIOTMYHO M IIOCIEAOBATEIbHO M3jaraer u
WHTEPIPETHPYET MaTepHUalibl Y4EeOHOTO Kypca; IOJTHOCTHIO
pPacKpbIBa€T CMBICI NIPEIIAraéMoro BONPOCA;  BIIAJIEET
OCHOBHBIMM TE€PMHUHAMHU M TOHATHSIMU HM3YYEHHOrO KypcCa;
[OKa3bIBAET YMEHME IIEPEIIOKUTh TEOPETUYECKUE 3HAHMS HA
MPEIoIaraéMblil MPAKTUYECKHUI OMBIT.

He 3auteno BBICTABJISIETCS MIPU HAJUYUU CEPHE3HBIX YNYILIEHUH B IPOLECCE
W3JIOKEHUST Y4eOHOTOo Marepuaia; B cliydae OTCYTCTBHS 3HAHHM
OCHOBHBIX IIOHSATHUH WU ONPEACIICHUH Kypca WU INPUCYTCTBUHU
OOJBIIIOTO KOJWYECTBA OMIMOOK MPH MHTEPIPETAIIUN OCHOBHBIX
ONPENCIICHUN; €CIM CTYAEHT I[IOKa3bIBAET 3HAUYMTEIbHBIE
3aTPYJIHEHUSI TPU OTBETE HA MPEIJIOKEHHBIE OCHOBHBIE U
JIOITOJTHUTEIIbHBIE BOIIPOCHI; IPU YCIOBUU OTCYTCTBHUS OTBETA HA
OCHOBHOM U JIOTIOJHUTEIbHBIA BOMPOCHI.
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JIucT u3MeHeHU ¥ 1ONOJTHEHUM

/o

Bunsl nononneHuii u
N3MEHEHUH

Jlata 1 HOMep MpoOTOKOIA
3acenanus kadeapsl
(xadenp), Ha KOTOPOM OBLITH
paccMOTpeHbl U 0JJOOPEHbI
U3MCHCHUA U JOIIOJIHCHUA

Iloamuce
(c pacupoBKOI)
3aBeyroniero kageapoi
(3aBenyromux Kadenpamu)
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