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IHosicHUTEILHAA 3aMHCKA

B coorBerctBun ¢ tpeboBanusimu ®PI'OC BO no nanpasnenuto noarotoBku 43.03.03
«["'ocTHHUYHOE AENo» A MPOBEAEHUS TEKYIIEr0 KOHTPOJIS yCIIEBAEMOCTH M MPOMEKYTOUHOU
aTTecTalMy JAUCIUIUTUHBL «CTaHzapTu3auusi M KadyecTBO B TYpHU3ME U TOCTEIPUHUMCTBE)
pa3paboTaH (POHJ OLIEHOYHBIX CPEJCTB MO JAAHHOW AUCIUIUIMHE, SBIISIONIUICS HEOTHEMIIEMOM
Y4acThl0 y4eOHO-METOJMUYECKOW €€ JOKYMEHTallMM B PaMKax pealn3yeMoil 00pa3oBaTebHOM
POTrPaMMBI.



DOoHJ OLIEHOYHBIX CpeacrTB HpOMe)KYTO‘IHOﬁ arrecranum mno
AUCHUIIJIMHE

CDOpMOfI HpOMe)KyTOqHOﬁ aTTCCTaluu 110 AUCLHHUIIIINHE ABJIACTCA — OK3aMCH. BOHpOCLI JJIA
IMPOBCACHU HpOMC)KYTO‘{HOI\/'I aTTCCTalluH:

XN B W=

21.
22.
23.
24.
25.
26.
27.
28.

29.

30.
31.

32.
33.

34.
35.
36.
37.
38.
39.

40

[TonsiTue kauecTBa yCiIyr

KadecTBO 1 KOHKYpEHTOCIIOCOOHOCTh YCIyT

KadecTBo kak 00BEKT yIipaBiIcHUS

AcCHeKTBI KayecTBa

«7 OCHOBHBIX HHCTPYMEHTOBY» KOHTPOJISI KAYeCTBA

Kpyxxu xkauectBa

Mexnynapoansie Ctangaptslt UCO9000

Cranpaptuzauus B PO

Oco0eHHOCTH Ka4eCTBa YCIyT B TOCTAHUYHOM U TYPHUCTCKOM MPEINPUATHN

. MeTo/TbI OIICHKH Ka4ecTBa YCIyT MPEINPHUITHI Typru3Ma U TOCTETIPUUMCTBA
. MexmyHapoaHble CTaHJaPThl U CUCTEMBI KATETOPU3aLUU TOCTHHHII

. IIpouenypa akkpegurauuu

. OcHOBHBIE IOHATHA B 00J1aCTH cTaHAapTu3auuu. Llenu, 3agaun u cTpykTypa.
. Knaccugunmpyembie 00beKTHI B cepe Typuzma

. Tuntonorust a3¢pexTuBHOCTH AmeMeHTOB 00cykuBanus Kenott —Tepmken

. Monens Kano

. Bocipusitue u otieHka 00cnyKMBaHUS TOTPEOUTETIEM

. AymuTt, caMOKOHTpOJIb. PaboTa ¢ mpeTeH3usIMu

. TpeGoBanus k mepcoHany Typpupmsl

. [IpaBo motpeduTens Ha 6e3omacHOCTh yeayru (D3 Ne 2300-1 «O 3ammuTe mpas

noTpeduTeneii»)

OcHOBHBIE HEIOCTAaTKH HALIMOHAJIBHBIX CTAaHAAPTOB B 00JIACTH TypHU3Ma

HestenbHOCTh MEXAyHapo1HOM opranu3aunu MCO no cranaapTusaium ycimyr
HestrensHocTh EBpornetickoro komutera no crannaptusanuu (CEN) B chepe Typuzma
MexayHapoaHble TOCTHHUYHBIE TIPABUIIA

IIpaBuia mpenocraBiieHUs TOCTUHUYHBIX YeiIyT B Poccniickoit denepanuu

Cucrema kiaccu(pUKaluy TOCTUHUILL U APYTUX CPEACTB pa3MEeLICHH

3akon «O0 OCHOBax TYpPHCTCKOU AesitenbHOCTU B Poccuiickoii Deneparumy

O neqaTenbHOCTH TEXHUYECKOro komuTeTa 1o cranaaptuzanuu TK 199 « Typuctckue yciyru
U YCIIyTH CPEJCTB Pa3MEILICHUSD)

Bxnanx O. Jlemunra, I'. Tarytu, JIx. xypana, ®@. Kpocou, A. deitrendayma, K. Micukassl B
yIpaBI€HUU Ka4y€CTBOM

benumapkuHr, Kak METO YIIpaBJI€HUsI KAU€CTBOM

OTBETCTBEHHOCTh TOCTUHUYHOTO U TYPUCTCKOTO MPEANPUATHS 32 OKA3aHHE
HEKA4YE€CTBEHHBIX YCIIYT.

Bunbl 1oKkyMeHTOB 1O cTaHAApPTU3ALUU B cepe TypuzMa

OcCHOBHbBIE MOJOXEHUS M0 CTaHJAPTU3ALMU: UCTOPHUUECKHH 0030p pa3BUTUSA
CTaHJapTHU3ALUU.

IBOJIIOIHS LIEJIeH M 3a/1a4 CTaHIapTU3AIIH, TPUHIUITE 1 00BEKTHI CTaHAaPTH3AIINH.
CranpapTuzanus B CUCTEME TEXHUYECKOTO PETYIUPOBAHUS.

JIOKyMEHTBI 10 CTaHAapTU3AIMU, UX IPUMEHEHHE.

OYHKINUU U METO/BI CTaHAAPTU3ALUU.

3akoHOAaTeNbHAs M HOpMaTUBHas 0a3a HALMOHAJIBHOM CUCTEMBI CTaHIAPTHU3ALUH.
CucTteMBbl CTaHAAPTOB HALIMOHAIBHOM cHCcTeMbI cTaHAapTu3anuu. .Opranusanus padoT mno
CTaHJapTU3ALUN.

Hanpasnenus pa3BUTHs HalMOHAIBHOW CUCTEMBI CTaHAAPTU3ALUU



41. MexayHapoaHOe COTPYIHUYECTBO B 00JACTH CTaHapTHU3AIIH.

42. HanpaBneHusi pa3BUTHS MEXIYHAPOAHOW CTaHOApTU3AMU B CQepe yCIyT.

43. dakTopsl, ONpEaCTIIONUE KAa4eCTBO YCIYT.

44. XapaKTepUCTHKH U [10KA3aTeIN KaueCTBa MPOAYKIMH U YCIIYT.

45. Metoapl onpeaeseHus moka3aTeael KadyecTna.

46. Kanu(ukanmoHHbIe XapaKTEePUCTUKH.

47. Opranuzanusi paboT 10 CTaHAAPTH3AIIMN B TOCTHHHIIE.

48. CranmapTel OpraHu3alyu: OOBEKTHl CTAaHAAPTU3ALNU, TEXHOJOTHUS

49. pa3paboTKH.

50. Opranmzarysi KOHTPOJS KadecTBa TOCTHHHYHBIX YCIYT: pa3paboTKa mporpaMMbl
KOHTPOJISI Ka4eCTBa.

51. MeTobl BHEIIHEN OLIEHKN KA4eCTBA U OE€30IMACHOCTH.

52. MeTonbl U CpeACTBa CTUMYJIMPOBAHUS MOTHUBALlMHM IEPCOHANIA B MOBBIIMICHUH KaYECTBA
MPEeI0CTABICHUS TOCTUHUYHBIX YCITYT.

53. 3sMepeHue y10BIETBOPEHHOCTH NIEPCOHAA.

Texkymuii KOHTPOJIb YCIIeBAeMOCTH

Texkyumii KOHTPOJIb YCIIEBAEMOCTH OOYYaroIUXCs MO AUCIUILIUHE MPOBOIUTCS B (hopme
KOHTPOJIbHBIX MEPONPHUATHHA: 3aIIUThl CaMOCTOSATENIHOW paboOThl, MOATOTOBKU pedepara, O
OLICHUBAHMIO (DAKTUYECKHUX PE3yJIbTATOB O0YUYCHHS 00YUYaIOMIUXCS.

AKTHUBHOCTh 00y4aroLIerocs Ha 3aHITHUSAX OLIEHUBAETCS HAa OCHOBE BBINOJIHEHHBIX PaboT U

3aJaHuii, TPEIYCMOTPEHHBIX paboueld mporpamMmoit auciumIuHel. OOyuyaromemycs,

IPOIMYCTUBILEMY IPAKTUYECKHUE 3aHATHSI, HEOOXOIMUMO BBIIOJIHUTH 3a/1aHUS CAMOCTOSITEIBHO

Y 3aLIUTUTD UX BBIIIOJHEHUE MEpE MPENOJABATENEM TPAKTUUYECKUX 3aHATUH.

TecToBbIE 3aJJaHUA MO0 JTUCHUIIJIMHE

Hassanue temsr | IIpumep Tecra

y4eOHOU
JUCHMITIMHBI
ITousarue 1.KauecTBO-3TO:
KayecTBa A) XapakTepHCTHKa JOPOroro ToBapa Wid yCiayru

B) coBOKymHOCTh CBOMCTB M XapaKTEPUCTHK MPOIYKIINU, KOTOPhIC MPUIAIOT
ell  CroCOOHOCTH YJIOBIICTBOPATH OOYCIIOBJICHHBIC WM MPEIIIOIaraeMbic
MOTPeOHOCTH

B )ToBapHslit 3HaK iproOpeTaeMoro ToBapa

2. Texuuueckuit acieKT KayecTBa:

A) B BBIpaOOTKE  HAYYHO-TEXHHUYECKOW JOKYMEHTAIlUH, TOPSAKY ee
pa3paboTKH, yTBepKIEHUS, BHEIPEHUS U BBHITTOITHEHIS, a TAKKE ee ydeTa.

B) cBs3aH ¢ oTHOIIEHHEM CYOBEKTOB W/WIIM BCErO OOIIECTBA K M3y4aeMOMY
00BEKTy, HampuMep, C BOCIPUSATHEM H OTHOIICHHWEM OIPEICICHHBIX
nmoTpeduTeNel K COOTBETCTBYIOIIECH MPOAYKIIMY WIIN yCIyTaM.

B) 00ycnoBieH KOIMYECTBEHHBIMH M KAYECTBEHHBIMI N3MEHECHUSMH O00BHEKTa
HCCIIEIOBAHUS.

3. CrannmapT —3T0:

A) JoKyMeHT, B KOTOPOM B IIeJsIX JOOPOBOJBHOTO MHOTOKPATHOTO
WCIIOJIb30BAHUSl YCTAHABIUBAIOTCS XapaKTEPUCTUKHU MPOMYKIUHU, MpPaBHUIIa
OCYILIECTBICHUS u XapaKTEPUCTUKHU MIPOLIECCOB MPOU3BOJICTBA,
SKCIUTyaTalluM, XpaHEHWs, NEpPEeBO3KH, pealu3alud U  YTWIM3aluu,
BBITIOJTHCHUS PabOT WM OKa3aHUS YCIYT.

b) [JokymeHT, wW31aHHBIA B COOTBETCTBUM C TIPAaBUIAMH CHUCTEMBbI
cepTu(UKanm, MOCPEACTBOM KOTOPOTO OpraH Mo cepTU(UKANUN HaIeIsIeT
JIMII0 WM OpraH IpPaBOM KCIOJIb30BaTh CEePTU(UKATHI MW 3HAKU
COOTBETCTBHUSI JIJIsl CBOCH MPOIYKIMHU, IPOIIECCOB WU YCIYT B COOTBETCTBUU




C TIpaBWJIAMH COOTBETCTBYIOIIEH CUCTEMBI CEPTUDUKAIIH.

B) Benmmuuna, xapaktepu3yromias Kakoe-Tu00 CBOMCTBO 00BEKTA.

4. YBaxeHHE K CyIy; KyJIbT OOpa3oBaHUS; DHEPTHUYHOCTh U JHUHAMH3M;
JInnepcTBO; HOBATOPCTBO - MOAXO/ U OTHOILIEHHE K KAUECTBY B :

A) CIIA

b) Sinonun

B) Poccun

5. Ilepeuncnure 0COOEHHOCTH yCIyT. ..4

6.COBOKYITHOCTh CBOWCTB M XapaKTEPUCTHK MPOIYKIMH, KOTOPbIE TMPUIAI0T
el CrmocoOHOCTh yIOBIETBOPATH OOYCIOBJICHHBIE WM TMpEAIoiaracMble
MOTPEOHOCTH-ITO:

A) ycmyra

b) crannapr

B) xagectBO

T i ACTIEeKT KadyecTBa CBA3aH C OTHOIICHHEM CyOBEKTOB W/WIIN
Bcero oOmiecTBa K H3ydaeMoMy OOBEKTy, HAmpuMep, C BOCIPHUSATHEM U
OTHOIIICHHUEM ONPEAETICHHBIX MOTPEOUTENEH K COOTBETCTBYIOIIECH MPOAYKIUH
WM yCITyTaMm:

A) CoruanbHBIH

b) natmonanbHeIH

B) DxoHOMMYECKHIA

Uctopuueckue
ACIICKThI
yIpaBleHUs
KaueCTBOM

1. HUcroputo dpunocodun kayecTBa COCTABIAIOT ..(haskl:
A)4

B)5

B)3

2. ®a3a MEHE)KMEHTA Ka4eCTBa CBSI3aHA C IMEHEM:

A) DnaBapaca [lemunra

b) I'enpu ®opaa

B) Kano

3. BceoOmumii MeHeIKMEHT KauecTBa —3TO:

A) ISO

b) TQC

B) TQM

4. ITog CMK nonumaror:

A) Mozmenb  ymNpaBleHHWS  MHOTOYUCICHHBIMH,  B3aMMOCBSI3aHHBIMU,

B3aUMOJIEHCTBYIOLIMMHU JUHAMUYHBIMU BUAAMHU JeSITEIbHOCTH,
OCYILECTBIIsIEMbIE OpraHu3aLueil.
b) Jlabopartopuio, KOTopasi IPOBOAUT UCTIBITAHUS

B) Cucremy B3MISAIOB, TO WJIM HHOEC TOHMMAaHWE CHUTYallWW, CIWHBIN
OTIPEACTISIONINHA 3aMbICeT, BeAyIas MBICIb MPU BBIPAOOTKE YIIPABIEHIECKOTO
peleHus.

5. KauecTBo — 3TO COOTBETCTBHE HA3HAYCHUIO MIIH IPUMEHEHUIO!

A) Kpocbu

B) Jlkypan

B) Ucukasa

6. U3zBectHo Tak HaspiBaemoe mpasmio [lapero 20/80: konnentpamms 20%
ycwIMii Ha HamOoJiee Ba)KHBIX MPOOJIEMaX MOXKET MPHBECTH K TOIYYCHHIO
80% pesynbratoB. Octanphbie 80% ycunmii 00eCHEUMBAIOT  JIMIIHL
octapmmecs 20% pe3yapTaToB. BepHO Miu HEBEpHO

7. OCHOBHBIE HANPaBJICHHUS, [IEJIM U 33Ja9i OPTaHU3alllU B 00JIaCTH Ka4ecTBa,
odumansHO cPOpPMyTUPOBAHHBIE €€ BBICIIUM PYKOBOJICTBOM:

a) MOJIUTUKA PUPMBI B 007aCTH KayecTBa

0) MHCCHS OpTaHNU3aIiH

B) ctargaptel MCO 9001

HNHcTpyMeEHTHI 1
METO/BI
yIpaBJICHUS

1. KoHTpOoNBHBIH TUCTOK — 3TO:
A)pazHOBUIHOCTH rpaduka co cratuctuuecku onpeneneHasiMa BKT u HKT.
b) Bux nuarpamMmet




Kadye€CTBOM

B) onpenenennas ¢hopma cOopa JaHHBIX

2. K 7 SMOHCKMM HWHCTPYMEHTaM VIIpaBJIEHUS KaueCTBOM OTHOCHUTCSA
CO3/1aHNE CHCTEMBI MOTHBALIMU. BepHo nin HeBepHO

3. KBanumerpus —370:

A) eTMHHIIA U3MEPECHUS

b) HayuHas Teopuss B paMKOM KOTOpOH M3ydalOTCS METOJONOTUS U
npobieMaTHKa KOMIIEKCHOCTH KOJIMYECTBEHHOM OIIEHKH KauecTBa

B) npumensiemast Moienb KauecTBa

4. Jmarpamma Ilapero OTHOCHUTCS K JaHHBIM METOJaM YIIPaBIICHUS
KayecTBOM:

a) OpraHU3alMOHHO-PACTIOPSIUTENBHEIE

0) SKOHOMHYECCKHUE

B) COLIMATBHO-TICUXOJIOTHYECKHE

T) CTaTUCTUYECKUM

1) HE OTHOCSTCS K METO/IaM

5. KpyXKu kadecTBa NpeyIokKuI :

A) Kaopy Hcukasa

Bb) ®umunm Kpocou

B) Aupu daitonn

6. MeTo1 CTpaTU(UKAIUH OTHOCUTCS K:

a) OCHOBHBIM MHCTPYMEHTaM KavecTBa

0) K HOBBIM HHCTPpYMEHTaM KadecTBa

7. METOJ] IpeBa OMIMOOK OTHOCUTCS K:

a) OCHOBHBIM MHCTPYMEHTaM KauecTBa

0) K HOBBIM MHCTPYMEHTaM KadyecTBa

Crannmapruzamus
U cepTuuKanus
KaK
MHCTPYMEHTBI
oOecrnieyeHus
Ka4yecTBa yCiIyT

1. PykoBOACTBO  pocCCHUiCKON  HAaIMOHAJIBHOM  CcTaHAapTU3alUeH
OCYIIECTBIISIET:

A)TOCT

Bb) Poccranmapt

B) UCO
2. Cepusi MeXIYyHAapOAHBIX CTaHJAPTOB TI0 CO3AAHUIO  CHCTEMBI
HKOJIOTUYECKOTO MEHEKMEHTA-3TO:

A) ISO 14000

B) ISO 9000

B) XACCII
3. CrarmapTu3anus — 3TO:
A) JlesTenbHOCTD TIO YCTAHOBJICHHUIO NMPAaBWJI M XapaKTEPHCTUK B IENAX HX
JOOpOBOJNIBHOTO ~ MHOTOKPAaTHOTO  WCIIONB30BaHMSA, HampaBlieHHash  Ha
JIOCTHKEHHE YIOPSIOYEHHOCTH B cdepax TMPOU3BOACTBA M OOpAIICHHS
MPOJAYKIMY U TOBBIIICHHE KOHKYPEHTOCIIOCOOHOCTH MPOAYKIMH, paObOT WIH
YCIIyT.
b) Cucrema, nmeroniast ocoOble 3a/1a4i ¥ OPraHU3AIHOHHYIO CTPYKTYPY.
B) CoBokynHOCTh CcHocoOOB W METONIOB, HAMpaBICHHBIX Ha CO3JaHHE
YBEPEHHOCTM B TOM, 4YTO MPOAYKIMSI WIH YCIyra YyIOBJIETBOPSCT
oTpeeNICHHBIM TPEOOBaHUSIM K Ka4eCTBY.
4. Ceptudukanus —3T0:
A) ®opma OCYIIECTBIIIEMOTO OPTaHOM MO CEPTHQHKALUH TTOATBEPKICHS
COOTBETCTBUA O6’LGKTOB TpeGOBaHI/I}IM TEXHHUYCCKHUX PEriiaMeHToOB,
MOJIO)KEHUSIM CTaHJIAPTOB WJIM YCIOBHSM JIOTOBOPOB; JCHCTBHE TpeTbel
CTOPOHBI, IOKA3bIBAOIIEE, YTO O0ECIeunBacTCsl HEOOXOAMMasi YBEPEHHOCTh B
TOM, YTO JOJDKHBIM 00pa3oM HIeHTHU(UIHUPOBAaHHAS MPOAYKIHS, MPOLECcC
WJIH yCITyTa COOTBETCTBYET KOHKPETHOMY HOPMAaTHBHOMY JJOKYMEHTY.
b) JledarenpbHOCTh 1O YCTAaHOBJICHHIO MPABII M XapaKTEPHCTUK B HENAX WX
JOOPOBOJIBHOTO ~ MHOTOKPATHOTO  HWCIIOJNB30BaHMS, HalpaBlieHHass Ha
JOCTIDKEHHE YTOPSAAOYEHHOCTH B cdepax MPOU3BOACTBA W OOpaIICHHS
MPOAYKIIMY U TIOBHIIIEHNE KOHKYPEHTOCTIOCOOHOCTH MPOAYKIWH, paOdOT MIIN
YCIIyT.
B) COBOKYNHOCTh TJIAHMPYEMBIX M CHUCTEMAaTHYECKH OCYIIECCTBISIEMBIX




MPOLIECCOB, IPOLEAYP U ONepaLuii, HEOOXOIUMBIX Il yOSKICHHOCTH B TOM,
YTO NPOAYKLHS yAOBIETBOPSIET TPEOOBAHUSIM K Ka4eCTBY

5. Ilo poccuiickoMy 3aKOHOAATENbCTBY TepMHUH «HanuMoHanbHBIA cTaHIApT»
MIPUMEHSETCS:

-TOJIBKO TI0 OTHOIIEHHUIO K pOCCHICKUM cTaHmapTaM ¢ uHaekcoMm «['OCT Py;
~TOJIBKO TI0 OTHOIIIEHHUIO K MEXIOCYAapCTBEHHBIM cTaHaapTaM ctpan CHI;
-KaK 10 OTHOWEHHI0 K poccuiickuM ctangapTam ( ['OCT P),tak u mo
OTHOIIIEHUIO K MEXTyHapOIHbIM cTaHaapTaM ctpad CHI'.

6. ISO 9000 — cepust MeXKITyHApOIHBIX CTAHIAPTOB:

a) MO CO3JIaHHIO0 CUCTEMBI 3KOJIOTHYECKOT0 MEHEPKMEHTA.

0) ONKCHIBAOIINX TPeOOBaHWA K CHCTEME MEHE)KMEHTa KauyecTBa
OpraHu3aluil U IpeanpUsITHH.

B) B 00JIaCTH CTaHAAPTU3AINH DICKTPOCBSI3H.

7. UCO npuctynaet K pa3paboTKe HOBBIX CTaHAAPTOB:

a) OnuH pa3 B 5 1€t

0) OnuH pa3 B 10 et

B) [0 3ampocy MPOMBIIIJICHHOCTH WU JAPYTUX 3aHHTEPECOBAHHBIX
CTOPOH

Crangaptsl
o0CTyKUBaHUS B
WHTy CTPHH
TOCTEPUIMCTBA

1. BaxxapiMu TpeOOBaHUSAME KauecTBa YCIYT B MHAYCTPUN TOCTETIPHIMCTBA
SIBJISTEOTCST

a) TpeboBaHHA 0€30MaCHOCTH

0) TpeOoBaHMSA TOYHOCTH U CBOCBPEMEHHOCTH MCTIOTHEHHS

B) TpeOOBaHUS TUITUIHOCTH JUISI JAaHHOW KOHKPETHOH TepPUTOPUU
2. Onpenenute Kateropuio roctuHuibl. ['octuauma umeet 100% oaxo -
JIBYXMECTHBIX HOMEPOB, MTPEIOCTABIIAET YCIIyTH MIBEUIapa, KPYTJIOCY TOUHYIO
MOTHOCKY Oaraka, eXKeTHEBHYI0 CMEHY IIOCTEIBHOTO OeNbs ¥ TIOJIOTEHeTl,
MOATOTOBKY HOMEpa KO CHY TOCTSI.
OtBer
3. K HeHTpaJIbHBIM 3JIEMEHTaM 00CITyKUBAHHS 110 THIIOJIOTHS
s dexTrBHOCTH 1eMeHTOB 00cyxuBanus E.Kenort u H.Tepmken
OTHOCHT:
A) 6e30macHOCTh MPOKUBAHUS, 3I0pOBas MMHIIA
B) kynpTypa nmepcoHana, YucToTa 00MECTBEHHBIX TOMEIIICHHHA
4. H. Kano BBIIETWI TPU OCHOBHBIC TPYIINBI XapAKTEPUCTUK MPOTYKIIUU:
A) 00s13aTeNbHBIE, KOJIMYECTBEHHBIC, CIOPIPU3HBIC
b) xputnueckue, HelTpanbHbIE, TPUHOCSINE YIOBIETBOPEHHE, IPUHOCIIINE
pa3ouapoBaHue
B) mouckoBsie, SMIIUPUIECKUE U TIOBEPUTEIBHEIE
5. Cucrema ympaBieHus1 6€30MaCHOCTHIO MHUIIEBBIX MPOIYKTOB, KOTOpast
obecrieunBaeT KOHTPOJH Ha aOCOFOTHO BCEX ATAIax MUIICBON IIEITOYKH, B
0001 TOYKE IIPOU3BOJICTBEHHOTO IIPOLIECCa, a TAKKE XPAHCHHS U
peann3aiuy IpoTyKIUH:
A) HACCP
b) OHSAS
B) IEC
6. KCCOI-ato0:
A) KoMmrnekcHas cucreMa CTaHAapTOB OPTaHU3AIlUN B TOCTUHUIIES
b) Komruiekec COOCTBEHHBIX CTaHIAPTOB OPraHU3aI[UH B TOCTUHUIIC
B) Knaccudukatop ctaHIapTOB COCTaBISIFOIINAX OPTaHU3AIMIO TOCTUHUIIBI
7. CTaHIIapThl CeTel oTeliel coepxar:
A) cTanaapThl UHAHCOBOTO MEHEKMEHTA, CTAHIAPTH KOMIIICKCHOTO
(UPMEHHOTO CTUJIS, IMHbIC TPEOOBaHUS JOKYMEHTO000pOTa, CTAHIAPThI
ynpasieHus nepconanom, 1T — crangapThr.
b) cTarmapTel KOMIUIEKCHOTO (PMPMEHHOTO CTHIIS, €IUHBIE TPeOOBaHMUS
JIOKYMEHT0000POTa, CTAaHAAPTHI YIIPABICHUS IEPCOHATIOM
B) crannaptel puHaHCOBOTO MeHeKMeEHTa, [T — cTaHmapTh

MeToObI OLIEHKHU

1. Cucrema KaTeropu3aIiuu CpeacTB pa3MenieHus B Poccuiickoit demepartim




KavecTBa
00CITy)KUBaHUS B
TOCTHUHHUIIC U

Typhupme

BKJIFOYAET:
A) cuctemy «3Be3» OT KaTETOPUH «0e3 3Be3IbI» A0 «5 3BE31»
b) cucremy O6yxs - A,B,C,D
B) cucremy xopon
I') cucremy xiroueit
) cuctemy nyH
E) cucremy s1610k
7K) cucremy OpuimmaHTOB
2. Ipuamuner X ACCII ucrnonp3yioT:
A) Ha IpeInpUATHIX 0OLIECTBEHHOTO MUTAHUS
b) xak MeTo B KBaJIMMETPUHU
B) kak MHCTPYMEHT U151 OLICHKH Ka4eCTBa NPOAYKLUH Ha MIPEINPUITUIX
J000Tr0 THIA
3. 3a cBOEBpEMEHHBIM MOBBIIICHUEM KBaTH(PUKAIUK MIEpCOHANA
NPEANPUATHUS CIACTUT OTACI:
1. TexHUIECKOTO KOHTPOJISI
2. Kaapos
3. 'maBHOrO TexHOJOTA
4. ®uHAHCOBBIN
4. PaboTy 1o yIydIeHUI0 Ka4eCTBa OCYIIECTRISIOT:
1. CnenuanucTsl GUPMBI, padOTAIOIIKE B CHEHUAIBEHO CPOPMUPOBAHHOM
KOMaHJe
2. Bee 6e3 nckimouennst paboTHUKH (pUPMBI
3. CoTpyIHUKH OT/ela KauecTBa
5. Kpocc-dyHKronansHas koManaHas paboTa — 3To:
1. BeinmosnHeHne KOHKPETHOT0, OAHOPA30BOr0 3aJaHusl, 0003HAYAIOILETO
pe3ynbTaT, MpobiieMy UM BO3MOKHOCTb
2. BcTpeuHoe ynpaBieHue KayecTBOM (HarpuMmep, paboThl " Kpy>KKOB
KayecTBa").
3. B3anMocBs3b 00111eT0 MEHEPKMEHTA C yIIPaBICHUEM KadeCTBOM.
4. CucreMa NpUHYAUTENHLHOTO 00yYEHHS COTPYAHUKOB CUCTEMBI YIIPaBICHUS
Ka4eCTBOM.
6. TpaauIIMOHHBIM METOJ OLIEHKHU TIepCOHaja, TPU KOTOPOM PYKOBOIUTEINH
NepUONYECcKH OLleHNBAET 3()()EKTUBHOCTH BHIITOTHEHNUS TOKHOCTHBIX
00s13aHHOCTEH C MOMOIIBIO CTAHIAPTHBIX KPUTEPHEB.
A) ompoc
b) aynur
B) arrecramus
7. CucreMaTHYeCKni, HE3aBUCUMBIN M JOKYMEHTHPOBAHHBIN TIPOIIece
MOJTyYEHHs IOKa3aTeNbCTB M OIEHKH UX OOBEKTUBHOCTH B LENSIX
omnpeJeNieHHs. CTENIEHH yIOBICTBOPEHUSI KDUTEPHAM-----=-----

Tembl pedepaToB

HasBanue temsl yueOnoit | [Ipumep tem pedepaton

NUCHUIIINHBI

ITonsiTue xauecTBa

1. KauectBO, €ro MHOrOrpaHHOCTb.

2. KauecTBo U ero BIMsIHHE Ha
KOHKYPEHTOCTIOCOOHOCTb.

3. SInoHCKast MO/IENb YIIPaBICHUS Ka4e€CTBOM.

4.amMepuKaHCKasi MOZIEINb YIIPABICHHS KAU€CTBOM.
S.eBpomeickas MOJEIb yIPaBICHHS Kau€CTBOM.
6.1poliecc TYPUCTCKO-3KCKYPCHOHHOTO O0CITY KHUBaHMUS,
7.Ka4uecTBO TYPHUCTCKOTO OOCTYKUBAHUS, KYJIbTypa
00CITy )KMBaHUS




Nctopuueckue acreKThbl
YIIPABICHUSA KAaYE€CTBOM

1. OnBapnc JemuHr, ero Bkjiaa B yIpaBiI€HUE KA4€CTBOM
2.®Owmnn KpocOu ero Bkiiaja B ynpaBiieHHE KaueCTBOM
3.Apmann @elirenOayM ero BKJIaJ B YIIPaBICHUE KAa4eCTBOM
4.Koapu Mmukasa ero BKiaJ B yIpaBiIeHUE KaueCTBOM
5.Jxo3ed [xypaH ero BKJIaja B yIpaBieHUE KaueCTBOM
6.I'enemn TaryTu, ero Bkiiaja B yIpaBi€HUE Ka4ECTBOM.

WNHcTpyMEeHTBI U METOIBI
YIPaBIEHUS KAYECTBOM

1. KasmMerpusi v ee IpaKTHIECKOE MCIIOIH30BAHUE B
YIPaBJICHUU KaYeCTBOM

2. TocymapcTBeHHOE peryIupoBaHUEe KayecTBa U
0€301acHOCTH MPOAYKITUH

3. Jlmarpamma HcukaBel 1 €€ IPUMEHEHHUE B
YIIPaBICHUU KaYECTBOM.

4. Tunonorus >pPEeKTUBHOCTH PJIEMEHTOB
obciyxuBanust Kegorr -Tepmxen

5. Mogens Kano npuMEHHUTENBHO K TyPUCTCKUM
yCIIyram.

6. KoHTpOoNbHBIN TUCTOK, METO/IBI €I0 COCTABJICHHUS.

7. Texuoyorus pa3BepThiBaHUs (DYHKITMH KaYECTBA

Cranpaptuzanus u
cepTudUKaIII KaK
UHCTPYMEHTBI
obecreyeHHs KauecTBa

yCiyr

1.Ponp 1 3HaUEHUE CTAaHOAPTU3ANMHA U CePTH(PUKAIUU B
MHPOBOM MPAKTHUKE.

2.0co0eHHOCTH yCIyT Kak 00beKTa CTaHIapTH3AIMH.
3.KoHuenimu craniapTu3anuu yciayr B Poccun.

4 MadopmarrionHoe obecrieueHne cTaHaapTU3alnuy B
Poccun.

5.Kareropuu u 0CHOBHBIE BU/IbI CTaHIAPTOB B Poccun.

6. IepeYeHb CTaHIAPTOB TYPUCTCKON (hUPMBI

7. CIIO’KHOCTH Ha IIyTH BHEAPEHUS CUCTEMbI MEHEKMEHTA
KayecTBa B

TYPUCTCKOM MPEIINPHUSITUU

CrangapThl 006CITy)KUBaHUS
B UHyCTpUU
rOCTENPUHUMCTBA

1. Typuctckue ctangaptsl B @enepanbHoM 3akoHe PO
«O TEeXHUYECKOM PEryJMpOBaHUNY

2. JInueH3upoBaHHE TYPUCTCKOM NEATEIHBHOCTH:

MOPSIOK, MPUHITUIIBI, HOPMAaTHBHOE 000CHOBaHUE

CrangapTel TYPHUCTCKOTO 0OCITY>KHBAaHUS

4. Cranpaptuzanus 1 cepTu(UKaLus TypPUCTCKO-
9KCKYPCHUOHHOM J1eATeIbHOCTH

5. Cucrema 100pOBOJIBHON CEPTU(PHUKAIINN TYPUCTCKUX

ycayr B Poccun.

CTpYKTypa JokymeHTa « CTaHAapT OpraHu3aiun

7. MexnayHapoHas U €BpOIeCcKas CTaHAapTU3AIUs B
o0ecreYeHny KauyeCTBa TOCTHHUYHBIX YCIYT

[98)

a

MeToObI OIIEHKH KauyecTBa
00CITy)KUBaHUS B
TOCTHHHIIE U Typhupme

1.Meton «TaitHbIil TOKYIIATENb).

2.CrangapT TeneoHHOro OOIIEHHS ¢ KITMEHTOM.
3.CtangapT TUIHOU OECe bl C TYPHUCTOM.

4. Ctanmapt 1o peueHuIo mpoodiIeM ¢ TypruCcTaMH.
5.IIpodeccronanbHbIe CTaHIAPTHI PAOOTHHUKA
TYpOUPMBL.

6. AHKETUpOBaHHE, KaK CIIOCO0 OIEHKH KayeCcTBa.
7.beHUMapKUHT, KaK METOJI OLICHKN Ka4eCTBA.




Curtyanum JJ5 aHaau3a

Hazpanue Tembl yueOHOM
JMCLUTUIMHBI

[Ipumep cutyanmii s aHanu3a

IlonaTue xauecTBa

[IpoKOMMEHTHPYHUTE YyTBEPKACHHUE, UTO IIOCTOSTHHOE
MOBBILIECHUE Ka4€CTBAa —ATO HE 3aTPaTa, a JOJrOCPOYHBIN
BKJIQJI, OCHOBAHHBIN HA BEPHOCTU KJIUEHTYPBI.

Hcropruueckne aciekTsl
yIOpaBieHUs] KAYECTBOM

[Tpumenute "IIpUHIMI TOCTOSTHHOTO YIIy4YIICHUS (LUK
Jlemunra) x pabote TyphUpPMBI.

WNHCcTpyMEHTBI U METOBI
YIPAaBIEHUS KAYECTBOM

OHCHI/ITG BO3MOXHOCTb NPUMCHCHUSA KOHTPOJIbHOT'O JIUCTKA B
pabote TyppUpMBI.

CrangapTuzamnus u
cepTU(UKAIM KaK
UHCTPYMEHTBI
o0OecrieueHHs KauyecTBa

yCIIyT

OmummTe cTaHZapT MO CONPOBOXKICHUIO TYPHUCTOB BO BpeMs
TpaHcdepa.

CrannapTtbl 00CTyKUBaHUS
B UHAYCTPHUH
TrOCTEIPUUMCTBA

Hwmeer nu roCcTh mpaBo TpeOOBAaTh YMEHBILICHHS OIUIATHI 3a
OKa3aHHYI0 YCIYTy, €CIM 4Yepe3 HECKOJIBKO ITHEH IOCIE €ro
MOCEJICHNUsI B TOCTHUHMIIE TepecTan padoTaTh KOHAMLIUOHEP?

[lepeuncnute BO3MOKHBIE BApUAHTHI PEHICHUS] YKa3aHHOM
poOIeMBI.
JlaliTe pa3BepHYTHIN OTBET.

«MBI KyniJTH Y IPUHAMAIOIIEH (PUPMBI SKCKYPCHIO Ha CIIOHAX .
I'npn 3aBepuit, uTo 6e30MacHOCTh rapanTupoBana. O1HaKo
ITOTOHIIMK BCIO JOPOTY BEJ )KMBOTHOE 110 BCAKUM KaHaBaM U
3apoCiIsIM. DTO BBI3BAJIO MOAO3PEHUE, YTO TaK C HAC MBITAKOTCS
MOJTy4UTh e1ie JeHer. CJI0BOM, BMECTO y10BOJIbCTBHUS MBI
MOJIYYHMJIU CIIJIOUIHbIE TpoOsieMbl». Kak BbI OTBETUTE HA
JaHHbIE TIPEeTeH3Un?

Mertoap! OLIEHKH Ka4yecTBa
o0CTyKUBaHUS B
TOCTHHHLIE ¥ Typhupme

Kpurtepun oneHuBanus pe3yJbTaToB 00yuYeHHUs! M0 JTMCHMILIHHE:
3HaHUS, YMEHHUS U HaBBIKM OOYyYalOUIMXCs MPU MPOMEXKYTOUYHOM KOHTpoJie B (popme 3K3aMeHa

OIPEIETAIOTCA OLICHKaMH «OTIUYHOY, «XOpOLIO», «YIOBIIETBOPUTEIILHO,
«HEYIOBJICTBOPUTEIILHOM.
1. «OtnnuHO» — OOyuyaromuiicss TIy0OKO M MPOYHO YCBOHMJ BECh NMPOTPAMMHBIM MaTepua,

HUCYCPIBIBAOIIC, IMOCICAOBATCIBHO, TI'PAMOTHO W JIOTHYCCKU CTpOfIHO €ro musjarac€rt, HC
3aTPYAHACTCA C OTBCTOM IIPHU BUJAOU3MCHCHHUU 3aJaHUA, CBOGOI[HO CIIpaBJIACTCA C 3ajladyaMUu U

MPAKTUYCCKUMU 3aJaHUAMU, IMpaBUJIbHO OGOCHOBBIB&GT TIPUHATHIC peuicHus, YMCET
CaMOCTOATENIbHO 00001IaTh M M3JIaraTh MaTepHal, He TOIyCKas OMIMOOK.
2. «Xopomio» — O0O0yYaromuiicss TBEPIO 3HAET MPOTrPaMMHBIN MaTepHall, TPaMOTHO H IO

CYHECTBY H3JIaracTt €ro, HE JOIMyCKacT CYIICCTBCHHBIX HETOYHOCTCH B OTBETE Ha BOITPOC, MOXKET
IMPaBUJIBHO MPUMCEHATH TCOPCTUUYCCKUE ITOJIOKCHHA W BJIAJACCT HCO6XOI[I/IMI>IMI/I YMCHUAMU H
HaBbIKaMU ITPHU BBIIIOJIHCHUHN IPAKTUYICCKUX 3aJaHuM.



3. «YI0BJIETBOPUTENHHO» — OOYYAIOIIMIICS YCBOWII TOJIBKO OCHOBHOW MaTepuaj, HO HE 3HAeT
OTIIENbHBIX JeTaliell, JOMyCKAaeT HETOYHOCTH, HEJOCTAaTOYHO IMpaBWIIbHBIE (DOPMYIHPOBKH,
HapylIaeT IOCJIeN0BaTeIbHOCTh B M3J0KEHUM MPOrpaMMHOTO MaTepuana M HCIBITHIBAET
3aTPYAHCHUS B BBIIIOJIHCHUHW IPAKTUICCKUX SHI[aHPIfI.

4. «HeynoBieTBOPUTEIHHOY» — OOYYAIOLIUICS HE 3HAET 3HAYUTEIBHOW YacTH MPOTPaAMMHOTO
MaTepHuaa, JOMYyCKaeT CYIIECTBEHHBIC OIIMOKH, C OONBUIMMH 3aTPYJHEHUSMH BBIIOJIHSIET
IIPaKTUYECKUE 3aaHus, 3a1a4u.



