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1 Iessn, nuianHnpyeMble pe3yabTaThl 00y4eHHUs 10 JUCHHUIIIMHE (MOIYJII0)

Ilenpr0 OCBOEHMS AUCLUIUIMHBI YIPABJICHHE KAa4€CTBOM CEPBUCHBIX YCIYT SIBIISIETCS
dbopMHpOBaHHE CUCTEMbl 3HAaHUM, YMEHUM U BIaJeHUH B 00JaCTM MEHE)KMEHTa KayecTBa
MPOAYKIIUH U yCIYT KaK OCHOBBI JJIsi 00eCreueHs] UX KOHKYPEHTOCTIOCOOHOCTH B COOTBETCTBUU C
TpeOOBaHUSAMHI COBPEMEHHOI'O pPhIHKA. B pe3ynbraTe 0OCBOGHUS TUCHMITIIMHBI CTYIEHTHI IPHOOPETYT
npodeCcCHOHATIbHBIE KOMIIETEHIIMH, MO3BOJISIIOIIME IIUPE HCHOJIb30BATH METOABI OOecledYeHus
BBICOKOTO KadecTBa MPOAYKIUH, pabOT M yCIyr, OCHOBaHHBbIC Ha OOMIEHPUHATHIX MPHHIUIAX
MEHE)KMEHTa Ka4eCTBa.

W3yueHne qUCUUIUIMHBI IPEyCMaTPUBACT PELICHHE PsiJia 00pa30oBaTeIbHbBIX 3ajau:

® llccnenoBaTh OCHOBHBIE MMOHATHS, L€ U 33]1a4H, 00BEKThI, CyObEKTbI, PYHKIIUN U METObI

YIPaBJICHUS] KAYECTBOM MPOTYKITUH.

¢ [IpoaHamu3UpPOBATh IMOHSATHUS «KAYECTBO» U «YIPABICHUE KAYECTBOM)» B HCTOPUUICCKOM
PETPOCIICKTHBE.

e OmnpeaenuTs U MPOAHATUIUPOBATH MPUHIIUTIBEI 1 OCHOBHBIE MOJIETTH, HHCTPYMEHTHI U
TEXHOJIOTHH YIIPABJICHUS KAYECTBOM.

® PaccmoTpeTs mporiecc ynpasieHHs Ka4eCTBOM MPOAYKIUHU U YCIYT, B TOM YHCIIE TPOBECTH
aHaIIM3 U JaTh XapaKTePUCTUKY METOAaM KOHTPOJIS Ka4eCTBa, BKIFOUAsl CTATUCTUYCCKUE
METOJTbI KOHTPOJIS, OBJIA/ICTh HAaBBIKAMH MX MPAKTHYECKOTO IIPUMEHEHUS.

¢ BbIIBUTH MPUHIUIIBI CACTEMHOTO TIOJX0/1a K YIIPABICHHIO KAYECTBOM, YCTAHOBHUTH
B3aMIMOCBSI3b MKy PJIEMEHTaMU CUCTEMBI Ka4eCTBa, MPUHIIUIIAMU UX (HOPMHUPOBAHUS U
(YyHKIIMOHUPOBAHUS.
[Tpoananu3upoBaTh KOHIIETIIHIO BCEOOIIETO YIPABICHUS KAYeCTBOM.
OCBOUTH METOJIBI KOHTPOJIS Ka4eCTBa, IPUMEHIIEMBIC B chepe cepBHca.

[TnanupyemMbIMH pe3yibTaTaMu OOydeHHs MO0 AMCLUUIUIMHE (MOMYIIO), SBISIOTCS 3HAHMA,
yMeHUsI, HaBbIKU. [lepedeHb IUTaHHPYEMBIX PE3YJIbTaToOB OOyuYeHHUs MO JUCHUUIUIMHE (MOIYIIO),

COOTHCCCHHBIX

C I[UIAaHUPYEMbBIMU  PE3YyJIbTaTaMU OCBOCHMUA o6pa3OBaTean0171 IMporpaMmsil,

npezcTasieH B Tabnuue 1.

Ta6muma 1 — Komnereniuu, hopMupyemMble B pe3yJIbTaTe U3YyUEHUS TUCITUTITUHBI (MOYJIS)

Kon u Pesynbrarel 00ydeHus 0 JUCIUTLTAHE
Hazsanue Konn (dopmyMpoBKa
OIIOII BO, (dhopMyIHpoBKa WHIUKATOpa Kon
COKpaIlCHHO® KOMIIETEHIIUN AOCTYKCHHSA pesyib DopMyIHpOBKa Pe3yIbTaTa
KOMIICTEHITHN
TaTa
43.03.01 OIIK-3 : Cnocoben | OIIK-3.1k : PI1 3HaHue | Mopeseil, NPUHLIUIIOB U
«CepBuc» obecreunBaTh ComnocraBisier METOJI0B (hOPMHUPOBAHHUS
(b-CC) TpebyemMoe (akTuueckoe CHCTEM MEHEKMEHTa
Ka4ecTBO Ka4ecTBO YCIYT C KayecTBa
IIPOLIECCOB TpeOyeMBIM U Pl YMeHue | aHanu3UpOBaTh COCTOSIHUE
OKa3aHHs yCIyT B pa3pabatbiBaeT CUCTEMBI yTIPaBICHHS
n30paHHO# chepe KOpPEKTHUPYIOILIHE Ka4ecTBOM U 00ecIieueHueM
npodecCHOHANBbHON | ASHWCTBUS MO KOHKYPEHTOCHOCOOHOCTH
JCATCIbHOCTU COBCPUICHCTBOBAHUIO PI[I HaBbixku BIIQJICHUS crnocobaMu u
npolecca OKa3aHus METOAMHU
ycuyr B COBEPLIEHCTBOBAHUS CUCTEMBI
COOTBETCTBUH CO YIpaBJIEHHUS KAYECTBOM U
CTaHJapTaMu NCoO o0ecrneyeHus
9000 KOHKYPEHTOCIIOCOOHOCTH
P12 Hageiku | BrmageHus criocobamu,
MEeTOoJlaMH pa3paboTKu
MPOLEyp U METOIOB
KOHTPOJISI




P2 Ywmenue | opraHuzoBaTh paboTy
HepcoHala OpraHu3auy o
(hOpPMHUPOBAHUIO TTOIUTHKH,
nesel u 3a1a4d B 001acTu
KavecTBa

Pa2 3HaHue | NPUHLUIIOB U METOJIOB
BCEOOIIETo yIpaBICHUS
kagectsoMm TQM

OIIK-3.2k : Pa3 Ymenue | pa3paOaTbIBaTh MPOLEAYPHI H
Pa3pabarsiBaer METOJ(bI KOHTPOJIS
KOPPEKTHPYIOILUE

JIECUCTBHS IO

COBEPIICHCTBOBAHHIO

rpolecca OKa3aHus
YCIIyT Ha OCHOBE
MIPOBEICHHON
OLIEHKHU KauecTBa

2 Mecto aucuMIuimHbl (MoayJst) B crpykrype OIIOII

Y4eOHbIll Kypc VYIpaBiieHHE KaueCTBOM CEpPBUCHBIX YCIYT SIBJISETCS JUCLMIUIMHOM
npo¢eCCHOHATBLHOTO UKJIA 110 HAIPaBJICHUIO MOATOTOBKH OakanaBpuara «CepBucy. JJaHHBIH Kypc
COBMECTHO C JpPYyrUMH JUCHMIUIMHAMH Y4YacTByeT B (OPMHPOBAHUU MPO(HECCHOHAIBHBIX
KOMIETEHIUI BBITYCKHUKA, /1aBas CTYJCHTaM INOHUMaHHWE HEOOXOJMMOCTH 3HAHUN M yMEHUH B
cdepe KpaifHe BXKHOTO BHA JIEATEILHOCTH C TOUKU 3pEeHUST 00eCTieueH s KayecTBa BBIITYCKaEMOM
MPOAYKIMY U OKa3bIBAEMBIX YCIYT.

VYueOHbI Kypc «YIpaBieHHE Kaue€CTBOM CEpPBUCHBIX YCIyr» pa3paboTaH M YHTAeTCs
OakaJiaBpaM C LIEJIbI0 NOBBILICHUS UX TPOPECCHOHATBHON MOTOTOBKH.

Kypc HampaBiieH Ha GopMHpOBaHHE y CTYIEHTOB 3HaHMUU O LEJAX, 3ajadax, MPUHLUMAX,
(GYHKIMAX, METOJAaX M OCOOCHHOCTSAX YIIPaBJICHHS KadecTBOM MpOIyKIuu. B ydueGHOM Kypce
U3YyYalOTCsl OCHOBBI TCOPUM YIIPABJICHHSA Kaue€CTBOM, DBOJNIOLUS TOHATUM «Ka4ecTBO» H
«yIpaBJeHUE KaueCTBOM», NPUHIMIIBI M MOJENIU OOECIeUYEeHUs KauecTBa, HHCTPYMEHTHI U
TEXHOJIOTMM YIIPABJICHUS Ka4€CTBOM, CUCTEMHBIN MOJIXO/ K YIPABICHUIO KaYE€CTBOM, IIPUHLIUIIBI U
METOJIbl OLIEHKH Ka4eCTBa B IIEJIOM, B TOM YHUCJIE CTATUCTUYECKHE METOABI KOHTPOJS KauyecTBa, a
TaKkXke OCOOEHHOCTH 00ecneueHHUs] KauecTBa CEPBHUCHBIX YCIYr. 3HAYUTENILHOE MECTO B Kypce
OTBOJUTCSI M3YUYEHHUIO MOHATUHHOTO ammapaTra, HOPMaTHUBHOM 0a3bl Uil OCYILIECTBICHHS TaKOIro
BUJA AEATENbHOCTH KaK MEHEPKMEHT KauecTBa, a Takke (OPMHUPOBAHUIO NPAKTUYECKUX HABBIKOB
NPUMEHEHHS METOAO0B 00ECIIEeUeHUsI Ka4eCTBa, B TOM YHCIIE Ha TIPEANPHUATHAX CEPBHCA.

BxonHpiMu TpeOOBaHMSAMHM K U3YyYEHHMIO JUCHMIUIMHBI SBJISIOTCS 3HAHUSA METOAOB
CTaTUCTHYECKOM OOpabOTKM NaHHBIX, OCHOB CTaHAAPTH3allMM, METPOJIOTUH U TOATBEPKICHUS
COOTBETCTBUS, OCHOB CEpPBHCHOW JEATEIBHOCTH, BIIAJICHUE KYJIBTYPOM MBILIUICHHS, HaBBIKAMU
CaMOCTOSTEJIbHONU PaOOTHI.

3. O0beM AUCHMILUITHHBI (MO1YJIA)

O0beM [UCHUIUIMHBI (MOAYNsl) B 3aUETHBIX EAMHMUIIAX C YKa3aHHEM KOJIHYECTBa
aKaJIEeMUYECKUX YacoB, BBIACICHHBIX Ha KOHTAKTHYIO paboTy ¢ oOydaromumucs (10 BHIAM
y4eOHBIX 3aHATHI) U HA CAMOCTOATEIILHYIO paOoTy, MPUBEICH B TaOIUIE 2.

Tabnuna 2 — O6mmas TpyJI0eMKOCTh AUCIUTIITMHBI

Tpyno- .
O0ObeM KOHTAKTHOM paboThI (4ac
Cemectp €MKOCTh p (Hac)




Ha3Banmue dopma Yacts (0D0) Breay,uu- cpC dopma
oo 00yue- VI WM KypC AynuropHast TopHas arrec-
BO HHS (BDO, (3.E) Beero Taluu
0300) JIeK. npak. | 1a0. A KCP
43.03.01 0dO bl.b 6 4 55 18 36 0 1 0 89 €]
Cepauc

4 CTpyKTypa U co/iepKaHue TMCUUILTHHBI (MOTYJIfA)

4.1 Crpykrypa gucuuniauasl (monyJs) xisgs OPO

TemaTuueckuil IIaH, OTpaXKaroIUK coAepKaHUe ATUCLUIUINHBI (IEPEUEHb PA3ACIOB U TEM),
CTPYKTYpUPOBAHHOE IO BUIAM Yy4YeOHBIX 3aHATUN C yKa3aHHMEM HX OObEMOB B COOTBETCTBUH C
y4eOHBIM IIJIaHOM, ITpUBEJEH B Tabmuue 3.1

Tabmuua 3.1 — Paznmensl qucuuruiiHel (MOAYAs), BUIBI y4eOHOM AEATENbHOCTH U (HOPMBI
Tekymero Koutpods aiast OPO

Ko pe- Kon-Bo yacoB, OTBeAEHHOE HA Dopma
Ne Hassanue Tembl 3yJIbTaTa P
Jlex IIpakr J1ab CPC TEKYILEro KOHTPOJIs
00y4eHus
CyIIHOCTh KauecTBa,
Y > cobeceoBaHme,
OCHOBHBIC TIOHSTHUS B TeMaTHICCKas
1 | obnacTu kayecTBa, PJ12 2 4 0 6
JIICKYCCHS, TOKIIAJIbI C
00BEKTHI YITPABICHUS
Mpe3eHTalUsIMH
KauyeCTBOM
VYnpasneHue KauecTBOM
MPOAYKLMHU U YCIIYT.
pory yeny cobeceioBanue,
Konuenmus ynpasieHust reMATHUCCKAs
2 | xauecTBOM. DBOMIOLUS P2 4 4 0 12
N IICKYCCHS, TOKIIa bl C
MOHATHUH «KaueCTBO» H
MPE3eHTALMSIMU.
«yTpaBJICHHE KaYeCTBOM
MPOJIYKIIMU U YCIIYT.
: cobeceoBaHue,
CoBpeMeHHas KOHLICTIIHS
TeMaTH4YeCKas
YHpaBJICHUS Ka4eCTBOM.
TCKYCCHS, TOKJIaIbl C
enu u 3anaun, 00bEKTHI U
3 PJ12 2 6 0 10 Mpe3eHTalUsIMH,
CyOBEKThI, PYHKIMU 1
BBITIOJTHCHHE
METO/IBI YIIPABJICHUS
WHAWBUYaTbHBIX
KaueCTBOM M
3a/IaHui.
Poccuiickuii moaxoa K
YIPaBJICHUIO KAYECTBOM Ha cobeceioBaHue,
OCHOBE TpeOOBaHUIT TeMaTHUYeCKas
MEXXIyHapOIHBIX ICKYCCHS, TOKIIa bl C
4 | crangaproB cepuu UCO P11, P12 2 6 0 14 MIpEe3eHTalUAMH,
9000. OcHOBBI BBITIOJTHCHHE
MIPOIIECCHOTO MOJX0a. HWHIAUBUTYaTbHBIX
Cucrema mnokasareye ams 3aJaHUI.
yIPaBJICHHUS POIECCAMH.
cobeceioBaHue,
[IpuHLHUTIBI, MOJIETH remaruacckai
H:CT MeH’TH M ’ PI1, PO1, IICKYCCHS, TOKJIa bl C
5 Py PI12, P12, 4 6 0 20 MPe3eHTALUSIMH,
TEXHOJIOTNHA ynpaBneHI/m ~
PJ13 0JIAHKOBBIN TECT, OTYETHI
Ka4eCTBOM MPOIYKIUH
0 peUICHUH
CUTYallMOHHBIX 3a/1a4.
cobecenoBaHme,
TeMaTHYECKas
[pomecc ynpapnenus JIICKYCCHS, TOKIIAJIBI C
6 | KauecTBOM NPOLYKIUH U P12, P12 2 6 0 20 Mpe3eHTalUsIMU,
ycayr 0JIaHKOBBIN TECT, OTYETHI
0 pa3pabOTKe M PEIICHUH
CHUTYallMOHHBIX 33124
7 Konnenmus BceoOrero PI2 ) 4 0 7 YCTHBIN Ompoc,
YIpaBJICHUS KAY€CTBOM cobeceloBaHKE
HToro no radume 18 36 0 89




4.2 CoaepxxaHue pa3iesioB U TeM IMCHUILVIMHBI (Moayas) aiasa ODO

Tema 1 CywHocmb Kawecmea, OCHOBHble NOHAMUS 6 001aCmu Kavecmed, 00beKmbl
ynpaeleHusl Ka4ecmeom.

Conepxanure TeMbl: PackpbIBaeTcs TMOHSTHUE «KAYECTBO» U JACTCS €ro XapaKTEepUCTHUKA.
PaccmarpuBaroTCss OCHOBHBIE TEPMHUHBI B OO0JacCTH MEHEIKMEHTA KadecTBa, W JaeTcs WX
onpezeneHne. AHaTU3UPYIOTCS OOBEKTHI YIIPABICHUS KaueCTBOM.

@opMBl U METOABI NPOBEACHMS 3aHATHUI 1O TeMe, NpPUMEHsEeMble 00pa30BaTEIbHbIC
TeXHOJIOTHMH: B pamMkax wH3ydeHHs TEMbl TMPEAYCMOTPEHO TIPOBEICHUE JICKIIMOHHBIX H
[IpaKTUYeCKUX  3aHaTMi. [Ipy  M3ydyeHMHM  TEOpEeTHYECKOro  MaTepuala  UCIOJIb3YETCs
MPE3CHTAIIMOHHON MaTepHua, COJACP)KaIlMid OCHOBHBIC 3aJadd, CTOSIIHME Tepell 00ydaeMbIM IMpHU
W3YYEHUH TEMBbI, KJIIOUeBble TIOHATHSA, HEOOXOJUMBbIE [JIs OCBOCHHS MaTepualia, KpaTkoe
COJICpKAHUE TEOPETUUYECKOIO0 MaTepHuayia, KOHTPOJIbHBIE BOMPOCHI ISl CaMOCTOSITEIHHOTO
W3y4YeHHUsT Marepuajga W PEKOMEHAYeMyIo JuTeparypy. JIEKIMOHHbIE 3aHSATHS MPOBOISTCS B
ayIUTOpUH, OCHAIIlCHHOM MYJIBTUMEIUHHBIM obopynoBanueM. [IpakTudyeckoe 3aHsITHE
MpeayCMaTpuBaeT pa3pabOTKy CTpaTerMd B3aWMOOTHOIIEHHWNW B TIPOLIECCE€ TMPEIOCTaBICHUS
MOTpeOUTENbCKUX YCayT. [Ipu MpoBeAeHUN MPAKTHUECKUX 3aHATHH UCIOJIB3YIOTCS Takue (OpMBbI
paGOTLI, KaK: JOKJIaIbl CTy,Z[eHTOB C Hpe3eHTaLII/I$IMI/I II0 CaMOCTOSTCIIBHO I/I3y‘-I€HHLIM
TEOPETHUYECKUM BOMPOCAM TEMbI TMPAKTHYECKOTO 3aHATHS C TMOCJICAYIOMEH IUCKYCCHEH,
KOJUTOKBUYM, pabOTy B MaJjIbIX TPYIINaxX MPH BBHIMOJIHEHUU MPAKTUYECKUX 3aaHUN.

Buasl camoctosTensHOM MOATOTOBKM CTYACHTOB o Teme: 1. CaMOCTOSTeNIbHOE U3yUYeHHE
OTAEJBHBIX BOPOCOB TeMBI. 2. [[0AroTOBKA TOKJIAI0B U IPE3CHTAIUH.

Tema 2 Ynpasnenue xauecmeom npooykyuu u ycaye. Konyenyus ynpaenenus xkauecmeom.
Deonroyuss NOHAMUL «KAYeCme0» U «YnpasieHue Kawecmeom npooyKyuu u yciye.

CopnepxaHnue TeMbl: YIIpaBJIeHHE KaYECTBOM IPOAYKIMH U yciuyr. KoHuenuus ynpasieHUs
KayeCTBOM. DBOJIOIUS TOHATUN «KaueCTBO» U «yIPABJIEHUE KAUECTBOM IMPOAYKIIMU U YCIYT.

@opMBl U METOABI TPOBEACHMS 3aHATHI 1O TeMe, NpUMEHseMble 00pa3oBaTeIbHbIC
TCXHOJIOTUHN: B paMKax I/I3yquI/I$I TCEMBbI HpeI[yCMOTpeHO HpOBeHeHI/Ie JICKIIMOHHBIX U
MpaKkTUYeCKnX  3aHsATHi. [Ipu  WM3ydyeHWH  TEOPEeTUYECKOro  MaTepuajia  UCIOJIb3yeTCs
MPE3CHTAIIMOHHBIA MaTepuai, COAep KAlUil OCHOBHBIC 3aJ[a4yM, CTOSAIIUE Mepea 00ydyaeMbIM MpH
I/13y‘~I€HI/II/I TEMBI, KJ/IIOYCBBLIC IIOHATHA, HCO6XOI[I/IMI>I€ oJI1  OCBOCHUS MaTepI/IaJ'Ia, KpaTKOG
COJIEp)KaHWe TEOPETHUECKOT0 MaTepHalia, KOH-TPOJIbHBIE BOIPOCHI IS CaMOCTOSTEIBLHOTO
U3y4YeHUs1 Marepuajga YU pPEKOMEHAYEMYI JuTeparypy. JICKIMOHHBIE 3aHATHSA IPOBOISTCS B
ayAUTOPUM, OCHAILIEHHOW MYJIBTUMEAUMHBIM 000pyno-BaHueM. [Ipu mpoBeaeHMM MpPaKTUYECKUX
3aHATUN MCIONB3YIOTCS Takue (HOpMbl pabOThI, KaK: MOKJIAAbl CTYAECHTOB C MPE3CHTALMSIMH IO
CaAMOCTOATCIBbHO I/13y‘I€HHBIM TeOpeTI/I‘I€CKI/IM BOHpOCﬁM TEMBI HpaKTquCKOFO 3aHATUS C
MOCTIEAYIOLIEH TUCKYCCUEH, KOJUIOKBUYM.

Buasl camocTosiTeIbHOM MOATOTOBKM CTYAEHTOB MO TeMe: CaMOCTOSITENIbHOE H3yYeHUE
OTACJIBHBIX BOHpOCOB TCMBI. HOI[FOTOBK& JOOKJIag0B 1 Hpe?;eHTaHI/If/'I.

Tema 3 Cospemennasn xowyenyus ynpaeneuus kawecmeom. Llenu u 3aoauu, oOvexmovl u
cyOvexmol, QYHKYUU u Memoobvl YnpasieHus KaueCmeoM.

Conepxanne temsl: Jlatorca nonarusa «llonmutruka kadecTBa mpeanpusatus», «CTparerus
KauecTBa». XapakTepusyloTcs (akTOpbl, BIMAIONME HAa (OPMHUPOBAHUE MOJUTUKH KavyeCTBa.
OnpenendroTcss Lead M 3aJa4d yIpPAaBJIEHUS KadeCTBOM, B TOM YHCIE 3ala4d CHUCTEMHOIO
ynpasieHus. M3ydarorcs 0ObeKThl U CyObEKThl YIPABICHUS KaueCTBOM. AHATU3UPYIOTCA QYyHKIMH
yIpaBleHUs KauecTBOM. PaccMaTpuBarOTCsl OCHOBHBIE METO/IbI YIIPABJICHUSI KQYECTBOM M CPEJCTBA
UX peaJIN3alNH.

@opMbl M METOJBl TPOBEACHUS 3aHATUH IO TeMme, NpUMEHseMble 00pa3oBaTelIbHbIC
TexHoioruu: [lpm H3yyeHUM TEOPEeTUUECKOro MaTepHuajia MCIONb3YeTCs MPe3eHTalnOHHON
MaTepHal, CoJepKalluii OCHOBHBIE 3a/laud, CTOSIIME IMepel o0ydyaeMbIM IPHU U3YyYEHHHM TEMBI,
KIIIOUEBBIE TIOHATHUS, HEOOXOOUMBIE Ul OCBOGHMS MaTepuaja, KpaTKoe CoJep)KaHue



TCOPCTUUCCKOI'O MaTCpHrajia, KOHTPOJBbHBIC BOIIPOCHI JJIsI CAMOCTOATCIIBHOI'O U3YUCHUS MaTCpUualia
U PEKOMEHyEeMYIO JIUTEPATYPY.

Buasl caMoCTOSTENHHOM TMOATOTOBKM CTYIEHTOB MO Teme: . IloaroroBka AOKIanoB U
npe3eHTanuii. Pa3paboTka cUTyallMOHHBIX 3a/1a4.

Tema 4 Poccuiickuii nooxo0 K YRpasleHuro KayecmeoM Ha OCHO8e mpebo8aHull
medncoyHapoonvix cmanoapmos cepuu MCO 9000. Ocnosvr npoyecchozco nooxoda. Cucmema
nokasameiet 0Jis YNpagieHus npoyeccamu.

CopnepxaHue TEMbI: PaCCMAaTPUBAIOTCS BOIIPOCH! YIIPABJIEHUSI Ka4€CTBOM TOBApOB U YCIIyT
Ha OCHOBE TpeOOBaHWI MeEXIyHapoaHbIX craHgaptoB.Hamwonaneueiit cranmaptP® I'OCT P
NCO9000-2015. PoCCUMCKUIL,AMOHCKAN M €BPONEUCKHI IMOAXOABI K YIPABICHUIO Kau€CTBOM.
HoBoe B craHmaprax. OCHOBBI IPOLIECCHOTO MOAXOJAa, MOJAEIUPOBAHUE, WHKUHUPHHT,
ONTUMMU3ALMS U PEUHKUHUPHUHT TPOLECCOB. YIpaBJIeHHUE MPOLEeccaMy: CUCTeMa MoKa3aTenen s
yhopaBieHusi nporeccamu. BHyTpupyHKUMOHAIBHBIE M MEX(QYHKIHOHAJIbHBIE IMPOLECCHI.
WNnentuduxanus 1 cucreMaTH3alus IpoLecCoB.

@opMBl U METOABI TPOBEACHHS 3aHATHI MO TeMe, NpUMEHseMble 00pa3oBaTeIbHbIC
TexHoioruu: [lpm H3yuyeHHMM TEOpeTHYECKOro MaTrepHuaja MCIONb3YeTCs IPEe3eHTalnOHHON
MaTepuaj, COJAEp)KalUil OCHOBHBIC 3aJa4M, CTOALIME Iepea oOydaeMbIM MpPU H3YyUYEHUU TEMBI,
KIIIOUEBBIC  TOHSATHUS, HEOOXOOUMBIE JUIS OCBOCHHMS MaTepuana, KpaTKoe CcoJepiKaHue
TEOPETUYECKOr0 MaTepuaa, KOH-TPOJIbHBIE BOIIPOCHI AJIsi CAMOCTOSTENBHOIO U3YUEHHsI MaTepraia
U PEKOMEHAYEeMYIO JHUTepaTypy. JIeKnoHHbIe 3aHATUS TIPOBOIATCS B ayIUTOPUHU, OCHAIIECHHOM
MYJIbTUMEIUHHBIM 000pyIOBaHHUEM.

Bunpl camocTosITENbHOM MOATOTOBKH CTYIEHTOB MO TeMme: CaMOCTOATEIbHOE H3Yy4YEHHE
OTJIEIBHBIX BOIIPOCOB TeMbl. [10roTOBKA NOKIa10B U MpPE3eHTAIUH.

Tema 5 Ilpunyunsi, mooenu, UHCMPYMEHMbl U MEXHOIO2UU YNPAGNEHUS KAuecmeom
NPOOYKYUU.

Conepxanmne TeMbl: PaccMaTpuBaloTCsi OCHOBHBIC MPHUHIUIIBI 00ECTICUEHUS U yIPaBICHUS
KaueCTBOM MPOJYKLHHU, 3apyOeKHble M OTEYECTBEHHbIE MOJEIM OOECIeUeHHUs KayecTBa
(ynpaBiaeHHsT KayecTBOM) MpoAyKuuu. JlaeTcs XapaKTepUCTUKa OCHOBHBIM HMHCTPYMEHTaM
yIpaBJICHUS Ka4eCTBOM TIPOMYKIMH (IUarpaMMa CpoJCTBa, nauarpamma (rpaduk) CBs3ei,
JPEBOBHIHAS AUarpamma (AepeBo pelieHnit), MaTpu4Has JuarpaMma Wid Tabinina KadyecTsa u Jip. ).
AHanM3upyIOTCSd OCHOBHBIE TEXHOJOTMHU YIIPABIECHHUS KaueCTBOM NPOAYKIMH (TEXHOJIOTHSA
pa3BePTHIBAHUSA byHKIHII kauectBa;FMEA-ananus; YIIPABJICHUE OTHOIICHUSAMU c
notpebutensimu;CALS-texnonoruu; konuenuus «lllects curm»; (yHKIMOHATBHO-CTOMMOCTHOM
aHaJM3; IMarpaMMma noTpeOUTeIbCKON IIEHHOCTH TPOTYKIIHH).

@opMbl M METOJbl NPOBENEHUS 3aHATUH IO TeMme, IpPUMEHseMble 00pa30BaTENIbHbIC
TEXHOJIOTHH: JIEKIIHS, IPAKTHUKA.

Bunpl camocTosTeNnbHOM NOATOTOBKU CTYAEHTOB 1o TeMe: 1. CaMoCTosATeNnbHOE W3YUYeHHE
OTJIENBbHBIX BOIIPOCOB TeMBI. 2. [IoaroToBKa NOKIa0B U MPE3eHTaLU.

Tema 6 IIpoyecc ynpasnenus kawecmeom npooyKyuu u yciye.

Coaepxxanue TeMbl: PaccMaTpuBaroOTCsl 3Tamnbl MpoLiecca YIPAaBICHUS Ka4€CTBOM U METOJIbI
UX pealn3allii: MapKeTUHTOBBIE UCCIIEAOBAHMS OTPEOHOCTEH MOTpeOuTeNel U UX MPEAIOYTCHHUH
OTHOCHUTEIILHO TOKa3aTeliel KavyecTBa TOBapa; IJIAHUPOBAHWE Ka4eCTBA; OpTraHM3aIvs padoT o
KauecTBy; MoOyXaeHHe pabOTHUKOB K AaKTHUBHOW NEATEIBHOCTH MO 00ECMeYeHHI0 TpedyemMoro
KauecTBa MPOAYKINHU; KOHTPOIb Ka4ecTBa MPOAYKIINH; pa3paboTKa U peaau3aius MEpOIPUATHI 110
YIIPaBJICHUIO KA4€CTBOM MPOTYKITHH.

@opMbl M METOJBl TPOBEACHUS 3aHATUH IO TeMme, NpUMEHseMble 00pa3oBaTelIbHbIC
TEXHOJIOTHH: TOKJIAbl CTYACHTOB 10 U3YYCHHOMY CaMOCTOSATEIBHO TEOPETHYCCKOMY MaTepuaiy ¢
Mpe3eHTalMsIMH € TOCHeAyloulel auckyccueit; case—study — pa3paboTka U pelieHue
CI/ITyaLII/IOHHBIX 3a4a4, CBA3aHHBIX C HpI/IMeHeHI/ICM CTaTUCTUUYCCKUX METOJ0B KOHTpOJ'ISI KadycCTBa.

Buapl caMoCTOATENBHOM MOATOTOBKHA CTYAEHTOB MO Teme: 1. CaMOoCTOSTENbHOE U3yUYeHUE



OTHENbHBIX BOmpocoB Tembl. 2. IloaroroBka mokimamoB M mpeseHtanmid. 3. Paspabotka
CUTYallMOHHBIX 3a/1a4.

Tema 7 Konyenyus 6ceobujeco ynpasieHus Kauecmeom.

Conepxanne Tembl: PaccMarpuBaloTcsi OCHOBHBIE MOJOXKeHUs TQM, 1enm v NpUHIUIIBL
TQM, nopsok BHEAPEHUS U1 UHCTpYMEHThl TQM.

®opMbl U METOIBI TPOBEICHUS 3aHATUM MO TeMe, MNPUMEHsIEMble 0Opa30BaTeIbHbIC
TexHojoruu: Ilpy H3ydYeHUHM TEOPETUYECKOTO MaTepuana MCIOIb3YeTCs MPE3eHTAllMOHHOU
MaTepuai, Co-AepXKalluii OCHOBHBIE 3aJlau, CTOAIIUE Tepe] 0O0ydyaeMbIM MPU WU3YYCHHH TEMBI,
KIIIOYEBBIC TIOHATHS, HEOOXOAUMBIC Ui OCBOSHHS Marepuaia, KpaTKoe COICp)KaHHe
TEOPETHUYECKOT0 MaTepuasa, KOH-TPOJIbHBIE BOIIPOCHI JIJIsl CAMOCTOSITENIbHOTO U3YUYEHUsI MaTepuana
U PEKOMEHIYEMYIO JIUTEepaTypy.

Buapsl caMoCTOATENbHOM TOATOTOBKM CTYACHTOB MO Teme: (CaMOCTOSTENbHOE HU3y4YEeHUE
OT/IEJIbHBIX BOIIPOCOB TEMBI.

5 MeTonnueckue yKka3zanus Ajs 00y4alomuxcs M0 M3YYEeHHI0 M peau3alii JUCHUTLIUHBI
(MmomxyJin)

5.1 Meroauueckne peKOMeHIAUMH OOyYAIIMMCH M0 HU3YYEHUI0 [IMCUUIUIMHBI W 10
ofecrneyeHn0 CaMOoCTOsITeIbHOI padoThI

[Iporpamma nucuuIuinHbl "YipaBlieHME KadeCTBOM CEPBUCHBIX YCIYr' MpeaycMaTpuBacT
NPOBE/ICHUE JICKIIMOHHBIX, MPAKTHYECKUX 3aHATUH M CAaMOCTOSTENBHYIO pabOTy OOydaromIMXCs.
[Ipu stom crymeHthl 35 % BpeMeHM H3YyYalOT JUCHUIUIMHY B ayJUTOPUU II0J] PYKOBOJICTBOM
MpenoiaBaTesisd Ha JEKIIMOHHBIX U MPAKTHUYECKUX 3aHATHUSAX, a 65 % - caMOCTOATENBHO.

Bo BpeMmst IEKIIMOHHBIX 3aHATHI O0y4YarOImIMMCSl PEKOMEHIYETCsI BECTH KOHCIEKT JICKIIHH,
yTo OygeT cHocoOCTBOBaTh Jy4yIIeMYy OCBOCHHMIO TEOPETHUECKOro Marepuaia 3a CueT
UCTOJIb30BAaHUSl PA3IMYHBIX (OPM NaMITH M BIOCIEACTBUM IIOMOXET IpU IOATOTOBKE K
MPAKTUYECKUM 3aHATHSAM U cAade 3adera mno aucuumiuHe. IlpucyTtcrBue u pabora Ha JEKUUAX
CTY/IEHTOB YYMUTBHIBAETCS B OOIIEH peUTHHTOBOM OIIEHKE M0 TUCIHUIUIMHE. B ciydae oTcyTcTBUS Ha
JICKIIMOHHOM 3aHATUU MO0 YBAXXHUTEIBbHOM NpUYMHE, KOTOpas JAOJDKHA OBbITh IOATBEPKICHA
JIOKYMEHTaJIbHO, CTY/IEHT 0053aH MPEI0CTaBUTh KOHCIEKT 110 BCEM BOMPOCAaM MPOMYIEHHON TEMBI.
[Ipu orcyrcTBUM 03 YBaXUTENbHON NPUYUHBI, MOMHMO KOHCIEKTAa CTYJACHT JOJDKEH CHaTh
NPOMYIICHHYIO TEMYy YCTHO HJIM B (hopMe OJAaHKOBOTO TECTHPOBAHUS JIMOO MOATOTOBUTH pedepaT
10 MPEJI0KEHHON IPENoJaBaTesieM TEME.

[Tpu mpoBeAeHNU MPAKTUYECKOT'O 3aHATHUS CTYACHT 00s3aH BBIIOJIHHUTH BCE MPAKTUYECKHE
3aJlaHus, BBIJAHHBIC TperoaaBareneM. [Ipu oneHke paboThl CTY/IEHTa YYUTHIBAETCS] KAa4€CTBO €ro
MOJATOTOBKU K 3aHATHSIM W pabOThl B aylIWTOpPUHU, aKTUBHOCTh BO BpeMs MPOBEACHUS 3aHSATHUH,
CBOEBPEMEHHOCTb U KaU€CTBO BBIIIOJHEHUS IIPAKTUUECKUX 3AaHUM.

CamocrosiTenpHass paboTa CTyAeHTa MpeaycMaTpUBAeT CIEAyIONME BHUILI padoT ¢
MIPUMEPHBIM pacrpeieieHueM OTBEIEHHOTO Ha CAMOCTOSITENIbHYIO pabOTy BPEMEHHU.

1. CamocrosiTeIbHOE U3yUYE€HHUE OTACIIBHBIX TEM M BOIPOCOB TeopeTudeckoro kypca. Gopma
paboOTHI — MOMCK HEOOXOTUMOM MH(GOPMAITUH C UCTIOJIb30BaHUEM YUEeOHOM U CTICTIHAIBHON
JTUTEPaATYPBI, IEKTPOHHBIX OUOIMOTEYHBIX CHCTEM U MHTEPHET-PECYPCOB, MOATOTOBKA
KOHCIIeKTa win pedepara.

2. Tloaroroska aokianoB. @opma pabOThI — MOUCK HEOOX0TUMOM HH(OPMALIUU C
UCTIOJIb30BaHUEM YUEOHOH U CHIEUATbHOM JTUTEPaTyphl, HIEKTPOHHBIX OMOINOTEUHBIX
CUCTEM M MHTEPHET-PECYpPCOB, MOJATOTOBKA MPE3CHTAIHH.

3. OdopmieHre OTYETOB MO pe3yiabraTaM BBITIOJHEHUS MpaKTUYecKuX 3amaHuii. dopma
paboThI — MUCEMEHHBIN OTYET.
4. PazpaboTka copepKaHHsI CUTYallMOHHBIX 33Ja4 M0 TeMaTUKE MPAKTUYECKUX 3aHATUN TEM



Ne 5, 6 u odopmiienue pesynsratoB ux pemeHus. @opma paboTbl — MOUCK WM pa3paboTka
IIPOU3BOJCTBEHHBIX CUTyallUd KaK OCHOBBI JUUISl COCTAaBJIEHUS WHIWBHUAYAJIbHOTO 3aJaHMs, MPH
HEOOXOJUMOCTH TIOMCK HOPMAaTHBHBIX JIOKYMEHTOB C UCIIOJIb30BAaHUEM OSJIEKTPOHHBIX 0a3
HOPMAaTUBHO-TEXHUYECKUX JOKYMEHTOB, IIPOBEPKA HOPMATUBHBIX JOKYMEHTOB Ha aKTyaJbHOCTb,
o(opMIIEHHE TMCBMEHHBIX OTYETOB C pe3yJIbTaTaMU PEIICHUs 3a/1a4.

[Ipr moAroTOBKE KOHCHEKTOB, JOKIAIO0B, pedepaToB M MOATOTOBKE K 3aHATHUSM CTYACHT
JIOJIKEH IOJIb30BAaThCS HE TOJBKO OCHOBHOM M JIOIIOJIHUTEIBHOM JINTEPATypOr, PEKOMEHIOBAHHON
IpernojaBaTeyieM, HO M ONMPAaThCsi HAa PEKOMEHAOBaHHbe B M. 10 HacTosmed nporpammsl
MHTEPHET-PECypChl; MOJTHOTEKCTOBbIE 0a3bl TAaHHBIX, pacnoiioxkeHHble Ha caiite BI'YOC B pa3zaene:
bubnuoreka, a Tak)ke UCIOIB30BaTh MaTepUaibl HAYYHBIX CTaTel, MMyOJIMKYEMbIX B IEPUOANYECKUX
U3JIaHUAX, HanpuMep xypHaie «CTaHapTel U KauyecTBO», «YIIPaBJIECHHE KaueCTBOM», «MeTobl
MEHEDKMEHTa KaueCTBa», « MEHEIKMEHT KaueCTBa.

ITnceMeHHBIE OTYETHI IO pE3yibTaTaM BBIIOJHEHMS NMPAKTUYECKUX 3aJaHUA M PEILICHUS
CUTYAIlMOHHBIX 3aJla4 JOJDKHBI COJAEp)KaTh BCIO TpeOyeMyro HMH(pOpMaIHIO, MPEACTaBICHHYIO B
CHCTEMaTH3UPOBAHHOM BHJIE 11O (popMe, peKOMEHJOBAHHOW TPEIo1aBaTeIeM.

5.2 OcoOenHocTH opraHu3anuu OOy4YeHHs JIS1 JIMI € OTPAHHYEHHBIMM BO3MOKHOCTSIMH
310POBbS U HHBAJIU/I0B

[Tpu HeO0O6X0MMOCTH 00YYAIOLIMMCS U3 YHUCIIA JIHMLL C OFPAaHMYEHHBIMH BO3MOKHOCTSIMU 3/10pPOBbS U
MHBAJIUAOB (110 3asIBJICHUIO 00YYaIOLIETrocs) IpeaoCTaBIsieTCs yueOHass HHPOpPMAaLUs B TOCTYITHbBIX
¢dbopMax ¢ yueToM UX UHJIMBUIYAIbHBIX ICUXO(PU3NYECKUX 0COOEHHOCTEH:

- JJIs UL ¢ HApYUIEHUSIMU 3pEHUs: B e4aTHON (GopMe yBeIHMUeHHbIM MpupTOoM; B Gopme
AIIEKTPOHHOI'O JIOKYMEHTA; VHAUBU1yaJIbHbIE KOHCYJIBTalluH c IPUBJICYEHUEM
TU(IIOCYPIONIEPEBOUNKA; UHIMBUAYAJIbHBIE 3aaHNs, KOHCYJIbTALUU U JP.

- 17151 JIMI C HApYLIEHUAMH CyXa: B Ie4aTtHoi gopme; B (hopMe IEKTPOHHOTO JTIOKYMEHTA;
MHAWBUAYaJIbHbIE KOHCYIBTAIlMM C PUBJICYEHUEM CYypIONIEpEBOAUNKA; UHIMBUYaJIbHbIE 3a/1aHNUS,
KOHCYJIbTAIlH U JIp.

- U1 AL ¢ HApYIIEHUSIMH OMOPHO-ABUTaTEeIBLHOTO anmnapaTa: B nedaTHoi (opme; B Gpopme
AIIEKTPOHHOTO JOKYMEHTA; MHIMBUIyalIbHbIE 3a/1aHUs1, KOHCYJIbTALUU U JIP.

6 ®oHJ OLEHOYHBIX CPeICTB A NMPOBEJIeHUs TeKYyIero KOHTPOJIA M MPOMEKYTOYHOI
arrecTaliy 00y4aroImMXcs 1o JMCUMIIMHE (MOIYJII0)

B coorBerctBum c TpeboBaHmsimu DPI'OC BO gms arrectanmuu  oOydyaroImmxcs Ha
COOTBETCTBUE UX TEPCOHAIBHBIX JOCTHKCHUN TMJIAHHUPYEMbIM pe3ylbraraM OOy4eHUs II0
JUCHUITTHHE (MOIYNI0) CO3JaHbl (DOHIBI OLIEHOYHBIX CPENCTB. THMOBBIE KOHTPOJIbHBIC 3aaHUS,
METOAMYECKUE MaTePHAJIbl, ONPEACIISIONINE MPOICAYPhl OIICHUBAHUS 3HAHUH, YMEHHH W HaBBIKOB,
a TaKKC KPUTCPpUHU W IOKA3ATCIIH, HCOGXO,Z[I/IMBIG IJIs1 OLICHKH 3H3.HPII>1, YMGHHﬁ, HABBIKOB "
XapaKTepU3yIoIIre 3Tanbl (POPMUPOBAHUS KOMIIETEHIIMHA B MPOIECCE OCBOEHHUs 00pa30BaTeIbHOM
porpaMMel, TipencTaBieHsl B [Ipunoxxenun 1.

7 Y4yeOHO-MeTOAMYECKOE M NH(POPMALIMOHHOE 00ecneuyeHue TUCIUIJIMHBI (MOIYJIs1)

7.1  Ocnoenas rumepamypa

1. Konomnes C. 1. Ynpasnenne kauecTBoM : Y4yeOHOe mocodue [DneKTpoHHBIN pecypce] :
Hudpa-M , 2020 - 252 - Pexum nocryna: https://znanium.com/catalog/document?id=354467

2. Marep B.E. YmpaBnenue kadecTBoM : YueOHOE mocobue [DIeKTpoHHBIA pecypc] :
Nudpa-M , 2020 - 176 - Pesxum moctyma: https://znanium.com/catalog/document?id=346759

3.  Marowmenos III. I1I., becnanosa I'. E. YnpaBnenue kauecTBOM MPOAYKLUUH : YUeOHUKU
u yueOHbie mocoous asa BY3oB [DnexkTponHsblit pecypc] - Mocksa : JlamkoB u K° , 2018 - 335 -



Pexxwum noctyna: http://biblioclub.ru/index.php?page=book red&id=495785

7.2 [dononnumenvnas numepamypa

1. Tepacumon b. U., Cuzukun A. 1O., I'epacumona E. b., I'epacumoB b. 1. Ynpasnenue
Ka4ecTBOM : YueOHoe mocobue [DnekTpoHHbld pecypc] : UsnatensctBo ®OPYM , 2014 - 216 -
Pexxum moctyma: https://znanium.com/catalog/document?id=84293

2. I'epacumoB bopuc MBaHoBHY. VYmpaBieHHe KadecTBOM : YyeOHoe mocobue
[DnexTpoHHBIi pecypc] , 2016 - 216 - Pexxum mnoctyma: http://znanium.com/go.php?id=546707

3. Kopnouckas U. b. Ynpasnenue kauecTBoM [ IneKTpOHHBIN pecypc] , 2017 - 99 - Pexxum
noctyna: https://lib.rucont.ru/efd/641673

7.3 Pecypcol unghopmayuonno-menekommynukauyuonnoi cemu ""Hnmepnem'’,
6KI0YAA npoheccuonanvHvle 0a3zpbl OAHHLIX U UHQOPMAUUOHHO-CHPABOYHDbBLE
cucmemol (npu HeoOX00UMOCMU):

1. OnextpoHHass Oubnuoreynas cucrema «PYKOHT» - Pexum pnocryna:
http://biblioclub.ru/

2. OnexktponHass Oubmmoreynas cucreMa «PYKOHT» - Pexum pgocryma:
https://lib.rucont.ru/

3. OnexktponHas Oubnuoreunass cucrema ZNANIUM.COM - Pexum pocryna:
http://znanium.com/

4. OnektponHass Oubnuoreunas cucrema ZNANIUM.COM - Pexum pgocryma:

https://znanium.com/
5. Open Academic Journals Index (OAIJI). [Ipodeccronanbras 6a3a maHHBIX - Pexxum
noctyma: http://oaji.net/

6. [Ipesunentckast Oubnmoreka uMm. b.H.Enenmua (0a3a JaHHBIX pa3IHMYHBIX
npodecCHOHANBHBIX 00nacTeil) - Pexxum gocryma: https:// www.prlib.ru/
7. Nudopmannonno-cnpaBoynas cucreMa "Koncynsrant Ilmroc" - Pexxum moctyna:

http://www.consultant.ru/

8 MarepuasbHO-TeXHHYECKOE o0ecreyeHue AUCHMIUIMHBI (MOAYJisI) W TepeYeHb
HH(OPMAIMOHHBIX TEXHOJIOTHii, HCIO/Ib3yeMbIX MPH OCYILIECTBJICHHH 00pPa30BATEJILHOIO
npouecca no AUCHMILINHe (MOYJ/II0), BKJIOYAs NepevyeHb IPOrPpaMMHOro odecreyeHust

OcHOBHOE 000PYI0BAHUE:

IIporpamMmHO€e 0OEeCIIEYEHHE:
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1 Ilepeyenb popMHEpyeMbIX KOMIIETEHIHIT

asaHus yCcayr B U30paHHo# cdhepe n
podeccrHoHATEHON AEATSTLHOCTH

Hassanue OITOII BO, | Koxa n popmynuposka komnereHun | Ko u opMyIMpoBKa HHAMKATOPA JOCTIKEHUS
COKpaIeHHOe u KOMIETEHIINU

43.03.01 «CepBuc» OIIK-3 : Cniocoben obecrieunBaTh OIIK-3.1k : ComocraBnseT GpakTHUIecKoe KauyecTB

(B-CC) TpeOyeMoe KauecTBO IPOLIECCOB OK | 0 yCIIyr ¢ TpeOyeMbIM U pa3padaThIBacT KOPPEKT

UpYIOIIYE ICHCTBUS 110 COBEPIICHCTBOBAHUIO IIP
olecca OKa3aHHs YCIyT B COOTBETCTBHHU CO CTaH]
apramu 1CO 9000

OIIK-3.2k : Pa3pabareiBaeT KOPPEKTUPYIOLIHE I
eHCTBUS IO COBEPILICHCTBOBAHUIO MPOLIECCa OKa3
aHUs yCJIyT Ha OCHOBE ITPOBE/ICHHON OLICHKH Kad
ecTBa

Komnerenmus cunrtaercst copMUpOBaHHONW Ha JTaHHOM ATale B CIyyae, €CH MOJIyYeHHbIE
oOydeHUs: MO JUCHMIIMHE OLIEHEHbI

pe3ynbraThl

ITOJIOKHUTCIILHO (I[I/IaHaSOH KPpUTCPHUCB

OLICHUBAHMSI PE3YJIETaTOB OOYUCHUS «3a4TECHO», «YIOBIECTBOPHTEIHHOY, «XOPOIIO», KOTIUIHOY). B

cIydya€ OTCYTCTBHUA MMOJIOKUTEIHLHOMN OLICHKHM KOMIICTCHIIMSA Ha JaHHOM J3Tall€ CUYHUTaCTCsA

HeC(OPMHUPOBAHHOM.

2 Tloka3aTe M OLlCHNBAHUS IVIAHUPYEMBIX Pe3yJIbTATOB 00yUeHHus

Komnerenmus OIIK-3 «Cniocoben obecrieunBath TpeOyeMoe KaueCTBO MPOIIECCOB
OKa3aHMs yCIyT B U30paHHOM cdepe npodeccnoHanbHOM eI TeTbHOCTI

Ta6muma 2.1 — Kputepuu OlleHKH WHANKATOPOB TOCTHKCHHS KOMITETEHIIUN

Pe3ynbraTel 00y4eHus 10 JUCHUIUINHE

T
Kox i popmymuposka upgukar | K . Kpurepuu olieHUBaHUS PE3ybT
opa IOCTHXKEHUSI KOMIIETEHIIMN Oox o aToB O0yYeHUs
pe PesynbraT
3 | P€
3_
Ta
Ta
OIIK-3.1k : ComocTasisieT ¢ax P N MIOJIHOE 3HAHHE MOJIEJICH, TPUH
3H | Mozenel, IPUHIUIIOB U METOIO
THYECKOe Ka9eCTBO YCIYT C Tpe IIUTIOB ¥ METOZOB (POPMHUPOBAH
O | an | B popMupoBaHHs CHCTEM MEHE
OyeMBIM U pa3padaTsIBacT KOpp | we | mwxmenta Kauectsa 1S CHCTEM MEHEKMEHTa Kadec
EKTHPYIOIINE AEHCTBHUS IO COBE TBa
PIICHCTBOBAHMIO IPOLIECCa OKas3 p | Y | amamusuposars coctosmme cuer
anus yCJIyr B COOTBETCTBUH €O JU | M | emst ynpasienus kaucctsoM i 060CHOBAaHNE IPUHUMAEMBIX PE
cranfapramu ICO 9000 ] eH | obecrneueHreM KOHKYpEHTOCHO | IneHwuii
ne | cobHOCTH
y | Branenus criocodamu U MeToa
P ap | MU COBEPIICHCTBOBAHUS CHCTEM CIOCOOBI, METOABI Pa3pabOTKH
I o | PUYTPABIICHHS KaueCTBOM 1 o0e | mpouenyp U METOIOB KOHTPOJIS
1 | cnedenns KOHKYPEHTOCIIOCOOH Ha Bcex craausax JKIII
OCTH
P 3H | NPUHLMUIIOB U METOAOB BCEOOL] | MOMHOE 3HAHWE MPUHLIUIIOB H M
I | an | ero ympaeneHus kadectBoM TQ | e€T0on0B BCeoOIIEero yrpaBieHHs
2 e | M kauectBoM TQM
P Y | opranuzoBath pabOTy mepcoHA
i M a opraHu3anuu 1o GopMHUPOBaH | HHCTPYMEHTHI OLICHKH MOTHBAI]
5 €H | WIO MOJMTHUKH, LIeJeH 1 3a1a4 B | WU mopcoHana

nue

00J1acTH KauecTBa




H
P BIIaJICHUS COCOOaMH, METOIaM
aB KOPPEKTHOCTh MOIy4aeMbIX pe3
pi| U pa3paboTKu MPOLEyp U METO
BI yJIBTaTOB
2 JIOB KOHTPOJIS
K1
OIIK-3.2k : Pa3pabatsiBaeT Kop v
peKTupyromue aeucTBus no cop | P
M pa3pabatbIBaTh NpoOLEAYPHl © M | BBIOOP METOAOB (MHCTPYMEHTOB
epIIEHCTBOBAHHIO TIporiecca ok | J1
€H | eTOoAbl KOHTPOIL ) peleHus 3aaa4
a3zaHusl yCIyT Ha OCHOBE IPOBE 3 e
JICHHOH OIIEHKU KayecTBa

Ta6JII/ILIa 3aI10JIHACTCA B COOTBCTCTBHUU C Pa3aciioM 2 Paboueii ImporpaMmbl JUCHUIIIIMHBI

(Momyst).

3 IlepeyeHb OLICHOYHBIX CPEACTB

Tabnuna 3 — [lepedeHb OLIEHOYHBIX CPEACTB MO TUCIUILUIUHE (MOIYITIO)

HaumeHOBaHHE OIICHOYHOTO CPEJCTBA U TP
KonTponupyemble IanupyeMble pesy | KoHTponupyeMble TeMbI encrapiienue ero 8 OC
JIBTAaThl O0YUYCHHUS JUCIIATUTAHBI TIpoMeskyTouHas at
Texkymuii KOHTPOJIb
TecTarus
Ounas dopma oOyueHns
P1 3HaHue : Mojenei, mpuHIL 1.4. Poccutickuii moaxon JToknaz, cOOBIIeHH T
WIIOB U METOI0B (hOpMHUP K YIPaBICHHUIO KAYECTBOM | ¢ ecr
OBAHUS CHCTEM MEHEHKM Ha OCHOBE TPeOOBaHUI M
€HTa KayecTBa ©XKIyHAPOJHBIX CTAHAAPT
oB cepuu MCO 9000. Ocu
0BbI [IPOLIECCHOTO MOAXOA | (CofeceoBaHme Tect
a. Cucrtema nokasarenen
JUISL YIIPABIICHUS [IPOLIECC
aMH.
PI1 VYMeHue : aHanu3upoBaTh
A P 1.5. Ilpunnunel, Mmoaeny,
COCTOSIHUE CHCTEMBI yTIpa
WHCTPYMEHTHI M TEXHOJIOT N IIpakTuyeckas pabo
BJICHHUS] KAYECTBOM M 00€eC Keiic-3amaua
UU yIPaBJICHHUs Ka4eCTBO Ta
MEYCHUEM KOHKYPEHTOCII
M IPOAYKIIMU
ocobOHOCTH
PI1 Hagwixu : B1ageHus croc
00amu U METOJIaMH COBEP 1.5. Ilpunnunsl, Mmoaeny,
IICHCTBOBAHHS CUCTEMBI MHCTPYMEHTBI M TEXHOIOT | 1 o sazaua Pedpepar
YIpaBICHUS KAYECTBOM U UU yIPaBJICHHUs Ka4eCTBO
obecrieueHns] KOHKYPEHTO | M MPOXYKIUH
CITOCOOHOCTH
P12 3Hanue : TIPUHIHUIIOB U ME Jokman, coo01IeHn CoBeceIoBaRmE
TOJIOB BceOoOMIEro ympaBi e A
ennst kauectBom TQM 1.1. CymHocTb KauecTBa,
OCHOBHBIC ITOHATHS B 00JT
Kommoxsuym CobecenoBanue
aCTH KauecTBa, 00bEKTHI
yIpaBJICHUS] KAYECTBOM
Pegepar CobecenoBanne
1.2. Ynpasnenue xagects | Joxian, coobrueHn CobeceoBanie
oM mpoaykiuu u ycryr. K | e
OHICTIIHS YIIPABJICHHS Ka
YeCTBOM. DBOJIOLUS [I0H KomnnokBuym CobecegoBanue
SATHI «KA4eCTBO» U «yIpa
BJICHHE KaueCTBOM MPOIY p Co6
KITHH H yCIIyT. edepat obecemoBaHue
Joxma, cooOmmeHu
1.3. CoBpeMeHHas KOHIIE | ¢ CoGecenosanue




TIHST YIIPaBJICHHUS KayecT
Bom. Llenu u 3aaum, 065 KomnokBuym CobeceoBanue
eKTHI U CyOBEKTHI, PyHKIT
I I METOJIBL YIPABICHIEL | pedyepar CobecenoBanue
Ka4yeCcTBOM
1.4. Poccutickuii moaxon OKJIaJl. COOOIICHHI
A o 1 CobecenoBanue
K YIPaBICHHUIO KAYECTBOM | ¢
Ha OCHOBE TPeOOBaHUI M
CKAYHAPOAHBIX CTAHNIAPT | KoIOKBUYM CobecenoBanue
oB cepuu MCO 9000. Ocu
OBBI TPOIIECCHOTO MOIXO0/T
a. Cucrema mokasareseit p Co6
JUISL YIIPABIICHUS [IPOLIECC edepar obeceoBaHue
aMHu.
OKJIaJl, COOOIICH!
f A 1 CobeceoBanue
1.5. TlpuHnunel, Mojeny,
MHCTPYMEHTHI ¥ TEXHOJIOT
Py Konnoxksuym CobGecenoBanue
WU YIPaBJICHUS Ka4eCTBO
M TPOTyKIHU
Pegepar CobecenoBanne
OKJIaJI, COOOIICH!
i:[ A III CobecenoBanue
1.6. IIponecc ynpaBieHus
KayecTBOM IIPOAYKLHUU U Konnoksuym CobecenoBanue
ycayr
Pedepar CobecenoBanue
OKJIaJl, COOOIIIEHH!
f ol ™ CobecegoBanue
1.7. KoHuernius BceoO1e
T'O YIpaBJICHHS Ka4eCTBO KonnokBuym CobeceoBanue
M
Pedepar CobecenoBanue
P12 ‘VYMeHue : opraHu3oBaTh
A p p 1.5. IlpuHnunel, Mmoaeny,
aboTy mepcoHANa OpraHH3 HHCTPYMEHTBI U TEXHOJIOT
aruu o (OPMHUPOBAHUIO Y Keiic-3amaua CobecenoBanue
" UU yIPaBJICHHUs Ka4eCTBO
MTOJINTUKH, IeNIed U 3a1a4
M MPOIYKIIUU
B 00J1aCTH Ka4yecTBa
P12 Hapbiku : BmameHus cIioc
' 1.6. TIpouecc ynpaBieHus
obamu, MeTojaMH pa3pad P yrp HAoxnaz, coobmenu
KauyecTBOM MPOITYKIUHU U e CobecenoBanue
OTKH MPOLEYpP U METOI0 .
B KOHTPOJIS yeny
PJ13 YMmenwue : pazpabaTeIBaTh 1.5. Tlpunnunel, Mmoaeny,
MPOIETYPHl K METOABI KO WHCTPYMEHTHI H TEXHOJIOT Keiic-3anaua Cobecenopatie
HTPOJIS WU YIIPaBJICHUS Ka4eCTBO
M IPOAYKIIMU

4 Onucanune mpoueaypbl OlleHUBAHUS

KadectBO cpopMHUpOBaHHOCTH KOMIIETEHIIMII Ha JaHHOM JTame OICHUBAETCS IO
pe3yabrataM TEKYIIUX W MPOMEXYTOUYHBIX aTTECTAIMil MPU TMOMOIIM KOJMYECTBEHHOW OIICHKH,
BBIpOKCHHOW B Oamiax. MakcumanbHash cymMMma OaJIoB 1O JMCHHMIUIMHE (MOAynmro) paBHa 100
Oammam.

OreHOYHOE CpeacTBo

Bun yueOHoll nesTenpH

0CTH Komnnoxsuy CobecenoBa|Keiic-3anau |Keiic-3amau | Kelic-3anau

Hue a Nel a Ne2 a Ne3
Jlexkuun 10 10

Hoxmansr  |Pedepatst Hroro




[IpakTHueckue 3aHATHS 10 5 10 10 10 45
CamocTosiTenbHas pabo 5 5 5 5 5 25
Ta

ITpomesxyTouHas 20 20
aTTecTalus

Hrtoro 15 15 5 20 15 15 15 100

CymmMma 6aiioB, HAOPAHHBIX CTYACHTOM IO BCEM BUIAM yUEOHOW JEATEILHOCTH B PaMKax
JTUCIUTIITMHBI, IEPEBOUTCS B OIICHKY B COOTBETCTBUU C TaOJIUIICH.

Cymma 6auioB | Omenka 1o pOMexKy
M XapakTepHCcTHKa KadyecTBa C(hOPMUPOBAHHOCTH KOMITETEHIINI
10 JUCHUIIIINHE TOYHOHU aTTCCTAlluH
CTyIeHT IeMOHCTPHUPYET COPMHPOBAHHOCTh JUCLMIUIMHAPHBIX KOMIICTESHIUH, 00
HapyKMBaeT BCECTOPOHHEE, CUCTEMaTHIeCKoe U NTy0OKoe 3HaHne y4eOHOTro MaTep
0191 10 100 «3a4TeHO» / Haja, yCBOUI OSHOBHyIO nanV:paTypy ¥ 3HAKOM C JIOIIOJIHUTEIbHOU JINTEPATYPOU, pe
«OTIIUYHOY KOMEHJOBaHHOH MPOTrpaMMOii, yMeeT CBOOOAHO BBINOIHATH MPAKTHUECKUE 3a1aHN,
IIpeyCMOTPEHHbIE IPOrpaMMOii, CBOOOIHO ONlepHpyeT MPUOOPETEHHBIMU 3HAHUSM
U, yMCHUSMH, IPUMEHSIET UX B CUTyalUsIX IOBBIIICHHOHN CI0XKHOCTH.
CTyIleHT JAEMOHCTPUPYET C(bOpMI/IpOBaHHOCT]) JUCHUITIMHAPHBIX KOMHST@HuMﬁ: oC
«3aYTEHOY / HOBHBIE 3HAaHWS, YMEHHS OCBOCHBI, HO JIOITYCKAIOTCS HE3HAUUTENIbHbIE OIINOKH, HET
ot 76 110 90 «XOpOILIO» OYHOCTH, 3aTPYAHCHHS [IPU aHATUTUYECKUX ONEpalUsX, IEPEHOCE 3HAHUN U YMCHU
Il Ha HOBBIE, HECTAHIAPTHBIC CUTYaLUH.
CryzmeHT IeMOHCTpUpyeT c(hOPMUPOBAHHOCTD AUCHUILIMHAPHEIX KOMITETEHIHUIT: B X
«3a4TEHO» / 0]1¢ KOHTPOJIBHBIX MEPOIIPUSTHH HOITYCKAIOTCS 3HAUYNTEIBHBIE OIIHOKH, IPOSIBISIETC
ot 61 10 75 «ynoBnerBopuTenpr | 7 OTCYTCTBHE OTACILHLIX SHAHUI, yMEHHiM, HABLIKOB 10 HEKOTOPBIM AMCUUIUIMHAPH
o bIM KOMIIETEHLIUSM, CTYJICHT UCIBIThIBACT 3HAYUTEJIbHBIC 3aTPYIHEHUS IIPU OLIEpUP
OBAHUY 3HAHUSIMU U YMEHHUAMU [IPU UX [IEPEHOCE Ha HOBBIC CUTYalUH.
«HE 3a4TeHO» /
or 41 510 60 VY crynenTa He chOPMUPOBAHBI AUCIHUILIMHAPHBIE KOMIICTCHIIUH, ITPOSIBIISIETCS HEI0
CHCYNOBNCTBOPUTCIL | cratounOCTS 3HAHMIA, yMEHHIT, HABBIKOB.
HO»
«HE 3a4TCHO» /
o1 0 10 40 «HEYIOBIETBOPHUTENh JlucuuIuiiHapHble KOMIETeHIMH He c(OpMHUpOBaHBL [IposBISETCS MOJIHOE WM
HOY [IPaKTUYECKH [IOJHOE OTCYTCTBUE 3HAHUI, yMEHUI, HABBIKOB.

S IlpumepHBIe OLIECHOYHBIE CPEeACTBA

5.1 BOHpOC]:l mo TeMaM/pa3L[e.11aM AUCHUIIJIHHBI AJIS1 IPOBEACHUS KOJJIOKBUYMa

Tema Ne 1. Cywgnocmey Kauecmea, 0CHOGHbIE NOHAMUA 8 001ACMU KAYecmea, 00beKmbyl
Ynpaeienus Kauecmeom.

1. CymHoCTh KauecTBa: TEPMUH «Ka4€CTBO» U €T0 OMNPEEIICHUE; TPU JIEMEHTA B IIOHATUU
KadecTBa: 00BEKT, MOTPEOHOCTH, XapaKTEPUCTUKH.

2. XapakTepucTuka TpeOOBaHUI K MPOAYKIUN

3. OcHOBHBIE (aKTOPHI, BIUSIOMIAE HA KAYECTBO MPOTYKIINN

4. OnpeneneHne OCHOBHBIX TEPMUHOB B 00JIACTH YIIPABJICHUS KAYECTBOM.

Tema Ne 2. Ynpagnenue xkauecmeom npooyxkyuu. Konyenyus ynpagnenus xauecmeom.
Deonwyua nonamuil «Kayecmeo» u «ynpaeienue kKavecmeom npooykyuu. Kauecmeo u
KOHKYPEHMOCROCOOHOCHb.

1. CymHOCTh KOHLIENIIIUY YIPABICHHUS Ka4€CTBOM IPOAYKIIUU U YCIIYT.

2. UcTopuyeckue acreKThl SBOJIOLUHN OHATHS «KaueCTBOY.

3. AHanmu3 TMOHATHUS «KA4eCTBO», JABAEMOE€ PA3IUYHBIMU YYEHBIMU B HMCTOPHUYECKOM
PETPOCHIEKTHUBE.

Tema Ne 3. Ynpaenenue kauecmeom npooyxkyuu. Ilenu u 3a0auu, 00vekmot u cyovekmel,
dynuxkyuu u memoowt

1. [TonuTrka B 00J1acTH Ka4ecTBa, N U 33/1a4 YIIPABICHUS KAa4€CTBOM.



2. OOBeKTHI, CyOBEKTHI U (PYHKLUHU YIPABICHUS KaYECTBOM.
3. MeTozp! ynpaBieHHs Ka4€CTBOM MPOAYKIHU U CPEICTBA UX peaTr3aliu.

Tema Ne 4. Poccuiickuii no0xo0 K ynpaeneHuio Kaiecmeom Ha OCHO6e mpedosaHuil
medxncoynapoonvix cmanoapmos cepuu UCO 9000. Ocnoswvt npoyeccrnozo nooxooa. Cucmema
nokazameeii 015 ynpaeieHus npoueccamu.

1. Ilpunnunel obecnedyeHus yIpaBieHUs: Ka4YeCTBOM MPOAYKIUHN U YCIyT.

2. HayuHble OCHOBBI YIIpaBJICHUS KAUYECTBOM.

3. ®opMupoBaHHEe aMEPUKAHCKOM, SITOHCKOM IIKOJ yIPaBIeHUs Ka4YeCTBOM.

4. Oco0GeHHOCTH €BPONEHCKOro MOAX0/1a K YIPABICHHUIO KAYECTBOM.

5. @opMHpPOBAHHUE POCCUICKOTO MOAXO0AA K YIIPABIECHUIO KAYECTBOM.

6. IlpuHIMIbBI yIpaBaeHUs KaueCTBOM Ha OCHOBE TPEOOBaHUI MEXTyHAPOJHBIX CTAaHIAPTOB
cepuu MCO 9000.

7. CylHOCTh MPOLIECCHOTO MOAXOAAa K YHPABICHHIO KaYeCTBOM M HEOOXOAMMOCTH €ro
BHEJPEHUS Il CEPBUCHOTO IIPEIITPUSITHS.

Tema 5. Ilpunyunvi, modenu, UHCIMPYMEHMbL U MEXHONO2UU YNPAGICHUA KAYECHMEOM
npooOyKyuu

1. Ilpunnumnel obecriedyeHus U yIpaBJIeHUs] KAaueCTBOM MPOTYKIIHH.

2. 3apy0OexHble M OT€UECTBEHHbIE MOJIETIN 00ecreueH s KadecTBa (yIpaBieHUsI KauyeCTBOM)
IPOAYKLUH.

3. OCHOBHbIE MHCTPYMEHTHI YIIPaBIEHUS KA4ECTBOM MPOAYKIIMH.

4. OCHOBHBIE TEXHOJIOTHH YNPABJIECHUS KaU€CTBOM IPOLYKIIUH.

Tema Ne 6. Ilpouecc ynpasnenun Kauecmeom npoOyKyuu u ycuyz

1. MapkeTHHroBBIE HCCIEIOBAaHHUS TOTPEOHOCTEW MOTpeOUTENeld W WX NPEAIIOYTECHHH
OTHOCHTEJIBHO ITOKa3aTese kayecTBa ToBapa.

2. [InanupoBaHue KauyecTBa.

3. Opranusanus padoT 1o Ka4yecTBY.

4. TloOyxneHue paOOTHUKOB K aKTHUBHOM AEATENBHOCTH MO 00ECHEYeHHUI0 TpedyeMoro
KayecTBa MPOAYKLHUH.

5. KonTposb kauectBa npoayKiuu. CTaTUCTUYECKUE METO/IbI KOHTPOJISI KaueCTBa.

6. Pa3zpaboTka 1 peanu3zaiysi MEpONIPUATHIL 110 YIPABICHUIO Ka4YeCTBOM MPOAYKLIUU

Kpamkue memoouueckue ykazanus

Ilpu nooecomoske K KOJLIOKGUYMY CMYOEHmM OO0JHNCEH NOJb30BAMbCS He MOJbKO OCHOBHOU U
OONOIHUMENbHOU TUMEPAMypol, PeKOMeHO08AHHOU npenooagamenem, HO U ONUPAMLCA HA
pexomenoosanuvie 6 n. 10 paboueil  npozpammbl  OUCYUNTUHBL  UHIMEPHEM-PeCcypCyl,
noIHOmMeKcmogvle 0a3zvl OaHHbIX, pacnonodcennvie Ha catime BI'YOC 6 paszoene: bubnuomeka, a
makoice UCNONbL308AMb MAMEPUATbL HAYUHBIX cmamell, nyOIUKyemblX 6 NepuooudecKux U30aHusx,
Hanpumep dcypuane «Cmandapmel u Kauvecmeoy, «Ynpaenenue rauecmeomy, «Memoovi
MeHeOHcMeHma Kavecmeay, « Menedcmenm xauecmeay.

IlIxana oyenku

No Bamner* Onucanue

CTYJICHTOM IIOATOTOBJICH ITOJTHBIH, XOPOIIO CTPYKTYPHPOBAHHBEIH KOHCIEKT IT0 pPacCMaTpUBaeMoil Te
M€, OH aKTHBHO Y4acTBYeT B 0OCY>KIEHHHU BCEX BOIIPOCOB TEMBI, YETKO H SICHO M3JIaraeT CBOH CYXKIE
HUSL U OTCTauBAaET CBOIO TOUYKY 3pPEHUs, apIyMEHTHPOBAHO BBIPAXKAET CBOIO MO3ULIUIO B OLIEHKE pado
Thl Ha KOJUIOKBUYME CBOUX COKYPCHHUKOB

CTYJIEHTOM HOATOTOBJIEH KOHCIEKT 110 PACCMAaTPUBAEMOH TeME, HO OH HEI0CTATOYHO TOJTHBIN H TIJI0
4 4 XO CTPYKTYPUPOBaH, CTYZCHT aKTUBHO y4aCTBYET B 00CYKJICHUH BCEX BOIPOCOB TEMBI, YETKO U SICH
0 U3J1araeT CBOM CYXJCHUS U OTCTAUBACT CBOIO TOUKY 3pEHHMs, apTyMEHTUPOBAHO BBIPAXKAET CBOO I
O3HIIMIO B OLICHKE pabOTHI Ha KOJUIOKBUYME CBOMX COKYPCHHKOB

CTYAEHTOM IOJTOTOBJICH IIOJIHBIN, XOPOILO CTPYKTYpPHUPOBAaHHbIM KOHCIIEKT [0 PAaCCMaTpUBAEMOM T¢
3 3 M€, HO OH HEIOCTaTOYHO aKTUBEH B MpoIecce 00CYKICHUS pacCMaTpUBAEMBIX BOIIPOCOB WM HE BII
OJIHE YETKO U SICHO M3JIaraeT CBOM CY)KJCHHS, HUKaK He BBIPA)KaeT MM HE apTyMEHTHPYET CBOIO 1103
UIIMIO B OLICHKE PabOThI Ha KOJJIOKBUYME CBOUX COKYPCHHKOB




MIOJTOTOBJICHHBIH CTYyICHTOM KOHCIIEKT II0 PAaCCMaTPUBAEMOi TeMe HeAOCTaTOYHO ITOJIHBIN H II0X(
CTPYKTYypPHPOBaH, OH HE MPOSIBISIET aKTUBHOCTH B MPOIIECCE 00CYXKISHHUS PACCMATPUBAEMBIX BOTIPO
2 2 COB, IIPH BBIHY>KICHHBIX OTBETAX HE BIIOJHE YETKO U SCHO M3JIaraeT CBOU CY>KIEHUs, HUKAaK HE BBIP
a)XaeT WIN He apryMEHTHPYET CBOIO MO3UIIMIO B OI[EHKE PaOOTHI Ha KOJJIOKBHYME CBOUX COKYPCHHK
OB

- CTYASHTOM IOATOTOBIICH KOHCIIEKT II0 PACCMaTPUBAEMOi TeMe, OTBEUYAIOMNI MHHIMAIIBHBIM T
pe6OBAHUSIM C TOUKH PEHHS €TI0 MTOJTHOTHI U CTPYKTYPUPOBAHHOCTH, HO OH HE MPAaKTUYECKH HE ydac
1 0-1 TBYET B Iporecce 00CyKAECHHsI pacCMaTPUBAEMbIX BOIIPOCOB, HE OTBEYAET HA BOIIPOCEHI
IIperoiaBaTeslst, HUKaK He BBIPa)KAeT CBOIO ITO3MIIUIO B OLIEHKE pabOTHI Ha KOJUIOKBUYME CBOMX COK
YPCHUKOB.

5.2 Ilepeuens TeM pedepaToB

—_—

Opomorus noHsaTHi «KadecTBo» 1 «YTpaBIeHHE KAYeCTBOM MPOIYKITUN.
XapakTepHucTHKa OCHOBHBIX 3apyOexHBIX MoJieNel A o0ecneyeHns KauecTBa MPOAYyKIUY B
HUCTOPUYECKOU PETPOCIIEKTUBE.
CpaBHUTENbHBIN aHATN3 OTEYECTBEHHBIX MOJeel o0ecrieueHns: KauyecTna.
CoBpeMeHHbIE TEXHOJIOTUN YIPABICHUS KAYECTBOM MPOIYKIHUU.
AyuT ypoBHS KauecTBa MPOIYKITHH.
VYnpapieHue Ka4eCTBOM U KOHKYPEHTOCIIOCOOHOCTHIO MPOIYKIIUH HA Pa3IMUHBIX dTarax
JKU3HEHHOTO IUKJIA.
Ananu3 3QGeKTUBHOCTH CHCTEMBI YIIPABJICHHS KAYECTBOM IPOYKITUH.
8. TpebOoBaHUS K KaYeCTBY CEPBUCHBIX YCIIYT, OKa3bIBAEMBIX MPEANPUATUIMU CHEPHI CEepBHCa B
cootBercTBUU ¢ OKYH.
9. Mexnynapoansie ctangapthl cepun MCO 9000. Mctopus u COBpeMEHHOCTb.
10. Posib MONMMTHUKY KaueCTBA B YKPEILJICHUHU MOJIOKEHUSI CEPBUCHOTO MPEANPUATHS HA PhIHKE
TOBapOB M YCIYT.
11. IIpumenenue 3¢(HeKTUBHBIX TEXHOJIOTHI KOHTPOJIS, OLEHKH KauyecTBa CEPBUCA U CUCTEMBI
paboThI C KITMCHTAMHU.
12. HayuHble ocHOBBI yIipaBieHHs KauecTBOM. OCOOEHHOCTH MOAX0/1a K yIPaBICHUIO
KaueCTBOM B Pa3JIMYHBIX CTpaHax.
13. TIpoctpancTtBo nokropa Jlemunra. Mctopust 1 COBpEMEHHOCTb.
14. CoBpeMeHHBIH B3I Ha KAYECTBO KaK OCHOBHOM (hakTop oOecreueHus
KOHKYPEHTOCIIOCOOHOCTH.
15. 14 npUHIMIIOB MOCTOSTHHOTO COBEPIIICHCTBOBAHUS KaueCTBA MPOTPaMMBbI JJ0KTopa JlemuHra.
16. AHanu3 OCHOBHBIX MOJOKEHUN KHUTH JlemuHra « BoIxoa U3 Kpu3ucay.
Kpartkue meTonnueckue ykazaHusl.
17. OCHOBOIIOJIO)KHUKH TEOPUM MEHEIKMEHTa KayecTBa W WX BKJIaJ B pa3BUTHE
¢bunocodun kauecTna.
18. CuctemHbIN OAXO/ K YIIPaBICHHUIO KAU€CTBOM.
19. OcHOBHBIE 1IEJIM U IPUHITUIIBI TEOPUH BCEOOIIETO MEHEKMEHTA KaueCTRa.
20. OpueHTanus Ha MOTPEOUTENS U €€ POJIb BO BceoOIIeM 00ecredeHnH KauyecTRa.
21. [unHaMuuyeckre W3MEHEHHsS BHEIIHEH cCpeApl M HX BIHUSHHE Ha TOCTOSHHOE
COBEpIICHCTBOBAHNE U MHHOBAILIUU B c(epe yInpaBleHUsI Ka4eCTBOM yCIYT.
Kpamxue memoouueckue ykazanus
Ilpu noozomosxe peghepamos cmyoeHm OO0NXHCEH NONb308AMbCA HE MOJLKO OCHOBHOU U
OONOIHUMENbHOU TUMepamypol, pPeKOMeHOOBAHHOU npenodasamenem, HO U ONUPAMbCA Ha
pekomenooganHvle 6 n. 10 paboueti npoepammvl  OUCYUNIUHBL  UHMEPHEM-PeCypCbl,
noJIHOMeKCmMosvle 6a3bl OaHHbIX, pacnonodcernvie Ha caume BI'YOC 6 pazoene: bubiuomeka, a
maxaice UCNOIb308AMb MAMEPUATbL HAYUHBIX cametll, NyOIUKyeMblX 8 Nepuooudeckux U30aHusx,
Hanpumep Jcypnare «Cmandapmel u Kavecmeo», «Ynpaenenue kauvecmeow», «Memoowi
MeHeOHCcMeHma Kavecmeay, «Meneoscmenm kauecmseay.
Illkana oyenku
Ne | Bamier* | Omnucanue |
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cozepKaHue pedepara SBISETCS CTPOTrO HAYyIHBIM, HH(OPMaNus akTyalbHa U COBPEMEHHA, IIPU 3TO
M MaTepHal OXBaTbIBAaeT BCE ACTEKTHI PACCMAaTPUBAEMON TEMBI, XOPOIIO CTPYKTYPUPOBAH, H3I0KEH
IPaMOTHBIM sI3bIKOM. PaccMatpuBaeMble MOHSTHS B pedepaTe ONpenessiioTcs YeTKO U MOJIHO, IPUB
OJISITCSI, TIPH HEOOXOANMOCTH, COOTBETCTBYOIINE TpUMepsI. [ paduueckne mnmoctpaun u npumep
bl COOTBETCTBYIOT TEKCTY, HOTIOIHSIOT €T0 M O3BOJISIOT YIIPOCTUTh BOCIPHUATHE MIPUBEICHHOTO Ma
tepuana. Madopmanus mpeacTaBieHa ¢ TOUKH 3pEHHS €€ aHaIn3a, a He IPOCTOro M3lI0kKeHus. B pe
(epare yMeno UCIOIB3YIOTCS IPUEMbI CPaBHEHUSI M 0000LICHHS UTsl aHAIM3a B3aUMOCBSI3U ITOHATH
1 v siBnenuid. CIIUCOK UCIIOIb3yEeMBbIX HCTOYHHKOB JOCTaTOYEH IS TOTO, YTO OLIEHHUTH IIyOHHY PO
paboTKH paccMaTpUBAEMOTO BOIPOCa, U TI0 TEKCTY NPHUBEICHBI CCHUIKY Ha JAHHBIE HCTOYHHKH, B TO
M UHCJIE U B TOM CITy4ae, €CIIH IPHBOISATCS KaKHEe-TO KOHKPETHBIE JaHHBIE YKCIIEPIMEHTAIBHOTO,
CTaTUCTUYECKOT0 WM HHOTO XapaKkTepa

BBITIOJTHAIOTCS BBIIIE HA3BaHHBIE TPEOOBAHUS, HO JOITyCKAeTCs HapyIIeHNe Tpo(eCcCHOHAIBHON Tep
MMHOJIOTHH, WM MCIIOIB30BAaHO OTPaHUYEHHOE YHUCII0O HCTOUHUKOB HHMOPMAIMHU KaK MO KOJINYECTB
Y, TaK ¥ 110 BUAy MHGOPMAIIMOHHOTO pecypca

cozepKaHue pedepara He BIIOJIHE HAYIHO, YACTUYHO BKJIIOYAET HEAKTyalbHYI0 HH()OPMAIIHIO, TEKC
T BBICTPOCH C HAPYILICHUEM JIOTUKH U3JI0KEHHsI, MaTepuall, IpeCTaBIeHHbIN B pedepare HeqocTaT
OYHO CTPYKTYPUPOBAH U MPOMUIIOCTPUPOBAH IIPUMEPAaMHU, IIPU U3JI0KEHUH MaTepuala JOIyCKaeTcs
HapyIIeHHe Mpo(ecCHOHANBHOH TEPMUHOJIOTUH, HCIIONIB3YIOTCSl HEHAYIHBIC HCTOYHUKH HH(OPMAIT
U

pedepat mII0X0 CTPYKTYpHPOBaH, H3JI0KEH HEIPO(PECCHOHAIBHEIM HETPAMOTHBIM SI3BIKOM C HApYII
€HHE JTOTHIECKON ITOCIIeI0BATENbHOCTH H3IOKEHUS, TEKCT HUKAK HE MIPOMILTIOCTPHPOBAH, OHOIHOT
padHUecKuii CITUCOK KpaifHe OrPaHUYEeH, HET CChUIOK Ha HCIOJIb3yeMble HCTOYHHKH HH(POPMALUK

5 10
4 8-9
3 6-7
2 3.5
1 0-2

pedepat mI0X0 CTPYKTYpHPOBAH, H3JI0KEH HEMPOPECCHOHATBHBIM HETPAMOTHBIM SI3BIKOM C HApyII
€HHE JTOTHYECKON TTOCIIeI0BATENbHOCTH N3IOKEHHUS, TEKCT HUKAK HE MIPOUIIIIOCTPHPOBAH, B HEM CO
JepIKaTCsi COMHUTENBHbIC C HAyYHOW TOUKH 3PEHHS HJIM HEBEPHbIC YTBEP)KICHHS 1 UH(OpPMALUs He
Hay4YHOT'0 XapakTepa, onoiarorpadguueckuii CIIUCOK KpaliHe OrpaHNyYeH, HET CCHUIOK Ha MCIONb3ye

MBI€ HCTOYHUKH HH(DOPMAIINU

5.3 IlIpuMepHbIii NepeYyeHb BONPOCOB 110 TeMaM

Tema Ne 1. Cywgnocmop Kauecmea, OCHOGHblIE NOHAMUA 8 00J1aCmMU Kayecmea, 00beKmul
YNpaeieHus Kauecmeom.

Tema Ne 2. Ynpaenenue xauecmeom npodykuuu. Konuyenuyusa ynpaenenus xawecmeom.
Deonoyua nowamuil «Kauecmeo» u «ynpaeieHue kxavecmeom npooykuyuu. Kauecmeo u
KOHKYPEHmMOCnocoOHOCHLb.

Tema Ne 3. Ynpasnenue kauecmeom npooykuyuu. Ilenu u 3a0auu, o6vekmul u cyoveKkmel,

dynuxkyuu u memoowt

1. B 4eM cymHOCTbh KOHUEMIUH YIIPABJICHUS KAY€CTBOM MPOIYKIIUU?
2. Kakoe 3HaueHHE UMEET MOBBIIIEHNE Ka4eCTBa MPOLYKIUH U1l IPOU3BOAUTENS U

norpedurens?

XN R

B dem cymnocts Mmoaenu «Konbio ycnexa»?

HazoBute uetbipe nepruoaa 3BOJTIOLNH KaueCTBa.

Yro Takoe ypoBEHb KaueCcTBa MPOTYyKIUHU?

HazoBuTe ¢a3bl (mepropl) ynpaBIeHHs] KAYECTBOM TPOTYKITUH.

B yem cyIHOCTh TOTUTHKY B 00JIaCTH KayecTBa?

JaiiTe onpeneneHNe MOHITHAM «00eCredeHrue Ka4eCTBOM MPOIYKIIUN» U «yTIpaBICHUE

Ka4eCTBOM MPOILYKLIUN.
9. HazoBute 0CHOBHBIE (DAKTOPBI MOAEPKAHUS YPOBHS Ka4eCTBA M KOHKYPEHTOCTIOCOOHOCTH

HPOTYKIINH.
10. OObsicHMTE B3aUMOCBA3b KOHKYPEHTOCIIOCOOHOCTH U YJIOBJICTBOPEHHOCTHU
norpedurenei.

11. B uem 0cOOEHHOCTb OLIEHKH KOHKYPEHTOCHOCOOHOCTH MPOJIYKIMH BO B3aUMOCBSI3U C
IIPUBJIEKATEILHOCTHIO Mara3uHa U Ka4eCTBOM CEPBUCHBIX yCITyTr?
12. Ha3zoBuTe OCHOBHBIEC MYTHU MOAJIEPKAHUS YPOBHS KaueCTBAa M KOHKYPEHTOCIIOCOOHOCTH

MPOIYKITHH.

13. B uem cymHocTh (OPMHUPOBAHUS MOTPEOUTENBCKUX MPEANOYTEHUI M KAaKOBBI
OCHOBHBIE (pakTOpbI UX PopMupoBaHus?
14. Ha3zoBwurTe 11e71 U 33]]a4¥ YIIPABICHUS Ka4eCTBOM MPOIYKIINH.



15. Ha3oBute 0cHOBHbIE (DYHKIIMH yIPABICHUS KAU€CTBOM HPOIYKIIHH.

16. HazoBuTe OCHOBHBIE METOABI YIPABJIECHUS KadeCTBOM IPOAyKIMH. B ueM mnx
CYIIHOCTB?

17. B uem cyurHocTh xku3HeHHoro nukia npoaykuun (KLIT)? Hazoute atans XTI

18. Ha3zoBuTe OCHOBHBIE HNPUHIMIBI 0OECIEUYEHUS KayeCTBA M YNPAaBIECHUS KayeCTBOM
IIPOYKIIUH.

19. HazoBute ocHOBHBIE (haKTOPBI 0OOECTICYCHHS KaueCcTBa POy KIIHH.

Tema Ne 4. Ilpunyunel, mooenu, UHCMPYMEHMbL U MEXHOIO2UU YRPABICHUA KAUECHBOM
npooyKuuu

HazoBuTe 0OCHOBHBIE IPUHIIUIIBI CHCTEMHOTO YIIPABJICHUS KAYECTBOM.
B uem cymnocTh KOHTpONBbHBIX KapT lyxapra?
Yro Takoe «meTis KayecTBa»?
Uto nonumaetcs noxa Lluknom /lemMuHra v KakoBbI €TI0 3TaIbl?
Yro noHnMaeTcs noj KOHLENLINEN €KeroJHoro yiny4iieHus kauectsa Jx. [ xypana u Ha
KaKUX MPUHIIAIIAX OHA OCHOBBIBAaeTCA?
B dem cymnocths auarpammel McrukaBbi?
Ha xakux OCHOBHBIX MOJIOKEHUSAX 0a3upyroTcs MeToabl TaryTu?
Packpotite ocHOoBHOE cozeprkanue rnporpammbl ZD @. Kpocou.
KakoBa pons A. ®eiirenbayma B popMHpPOBAaHUM CUCTEMHOTO MOAX0/a K YIPaBICHUIO
KauecTBOM?
10. PackpoiiTe coepxaHue OCHOBHBIX HAIIMOHATBHBIX KOHIEMIINN yIIPaBICHHUS Kau€CTBOM
(bUII, CbT, KAHAPCIIM, HOPM, KCVYKII).

11.  PackpoiiTe CyIIHOCTh OCHOBHBIX TEXHOJIOTMH YIpPaBJIEHUS Kaue€CTBOM: TEXHOJIOTUS
pa3BepThiBaHus pyHkuui kauectBa; FMEA-ananus; yrpaBieHre OTHOIMICHUSIMH C TTIOTPEOUTENSIMU;
CALS-rexnonoruy; konuenuus «lllects curm»;  (QyHKIMOHAIBHO-CTOMMOCTHOW — aHAJIM3;
Juarpamma noTpeOuTeNbCKOW IEHHOCTH MPOAYKIIMH.

12. CymHocTh IIIaHUPOBaHMsI Ka4e€CTBA MPOLYKIIMH.

13. [laiiTe XapakTepUCTUKY OpraHu3aluu padoT M0 KaueCTBY.

14. B 4yem cyTh MOJENIM CAMOOIIEHKH OpPTraHU3allMi Ha COOTBETCTBUE MTPEMHUI MO KAYECTBY?

15. Kakue kputepuu OLEHKH UCIIOIB3YIOTCs B EBponeiickoil mpemun no KkayecTy?

16. Kaxkue nenu npeciaenyroT HallMOHaIbHbIE IPEMUU B 00J1acTH KayecTBa?

17. TlpuBenurte MpuMepbl POCCUHCKUX IPEMHI B 00J1aCTH KayecTBa.

Tema Ne 5. Ilpouecc ynpaenenus Kawecmeom npooyKuuu. Ynpaenenue kauecmeom u
KOHKYPEeHmMOCnocoonocmuto npodykuuu Ha smanax KIJ. Ayoum ypoensa kauecmea npooykuuu.
Ananusz 3¢phexmusnocmu cucmemol Kauecmea

MRS

Al S )

1. Pa3zbsicHUTE CYIIHOCTh OCHOBHBIE BUJIOB U METOJIOB KOHTPOJIS KaueCTBa.
JlaiiTe XapaKTEpUCTHUKY CTaTUCTUYECKUX METOJ0B KOHTPOJISl KauecTBa: nuarpamma Ilapero,
MPUYMHHO-CJIEACTBEHHAs JUarpaMma, TucTorpaMma, JuarpaMMa paccesiHusl, KOHTpOJIbHast
Kapra.
B yem cymHoCTh pa3paboTku U peanu3aluy MEpONpUITUN IO KauecTBY?
Urto Takoe ayUT ypoBHS KauecTBa?
B ueMm cymHOCTE OpEHIOBBIX CBOMCTB MPOIYKITAN?
JlaiiTe xapaKTepUCTHUKY OCHOBHBIX METOJ/IOB ONpEAENeHHUs ToKa3aTellel KadyecTBa MPOIyKIIUU
Y YpOBHS KauyecTBa MPOIYKIUH.
7. JlaliTe XapaKTEepUCTUKY OCHOBHBIX 3TAllOB KOMIJIEKCHON OIIEHKH YPOBHS KaueCcTBa
MPOIYKIIMH.
8. HazoBuTe 0CHOBHBIC TPOOIIEMBI TIOICPKAHKS YPOBHS KaueCTBa MPOTYKIIHH.
9. HazoBuTte OCHOBHbIE MHCTPYMEHTHI YIPABICHUS KAYeCTBOM B OOpaIlleHUU U UCIIOIb30BAaHUU
MPOTYKIIUH.
10. TlepeuncnuTe OCHOBHBIC IPUHITUITBI CHCTEMHOTO TI0/IX0/1a K YIIPaBJICHUIO KAY€CTBOM.
11. Ha3oBuTe OCHOBHBIE 37IEMEHTHI CHCTEM KadecTBa.

SN kAW



12. Ha3oBuTe OCHOBHBIE 3TAIbl pa3padOTKK CHCTEM KauyecTBa.

13. UYro sBisieTcs r1aBHBIM KpUTEpUeEM 3PPEKTUBHOCTH CUCTEMBI KayecTBa?

14. Ha3zoBuTe OCHOBHBIEC HAIIPABJICHUS COBEPIICHCTBOBAHUS CUCTEM KaueCTBA.

15. Ha3zoBuTe OCHOBHBIE NPUHIUIBI U OCHOBHBIE YacTu TQM.

16. Kaxkwue paznensl BKIroYeHbI B cTpykTypy ctangapta 'OCT P CO 9001-20087?

17. B ueM CyIIHOCTB ATANoOB OLICHKH CUCTEM KadecTBa?

18. Ha3zoBuTe OCHOBHBIE 3aKOHBI, CIY’Kale sl IPAaBOBOTO 00ECTIEUEHHs KaueCTBa.

19. Jlaiite kaccudpuKammio 3aTpaT Ha Ka4eCTBO.

20. Kakue METOIMUYECKUE MOIXO/bl HCIIONB3YIOTCS B OLEHKE A(P(EKTUBHOCTH yIPaBICHUS
KayecTBOM?

B yem cymHOCTh yIipaBieHus 3aTpaTaMy Ha KauyecTBO?

Kpamkue memoouueckue ykazanus

Cobeceodosanue (aK3amMeH) NPOBOOUMCSL 8 YCMHOU (hopme NO IK3AMEHAYUOHHBIM OUTEMAaM,
BKIIOUAIOWUM MPU 80NPOCA U3 NPEOCMABIEHHO20 Nepeuts (N0 0OHOMY BONPOCY U3 Mpex PaA3HbIX
mem). Ilpu neobxooumocmu, npenooasameib Moxcem 3a0a8amv OONOJHUMENbHbIE BONPOCHI, KAK
YMOUHAIOWEe20 XapaKkmepa, maxk U Hecesa3anHHble C 60NPOCAMU, BKIIOYEHHBIMU 8 IK3AMEHAYUOHHbLE
ounemvl. Ha noocomosky omeemog Ha 60ONPOCHI IK3AMEHAYUOHHO20 Ounema omeooumcs 20
munym. Ilpu cobecedosanuu  cmyoeHm OOJICEH OMEeUamsv YemKo, GHAMHO U MOAbKO Ha
KOHKPEmHO NOCMasieHHble 80NPOC.

IlIxana oyenku

Ne Banner* Onucanue

CTYIAEHT IIOJIHO, Y€TKO 1 ICHO OTBEYACT Ha BCC BOIPOCHI IK3aMECHAIITUOHHOT'O 6I/IJ'ICTa, a TaKXe JO0I10J

5 19-20
HHUTEIBHO 3aJaHHbIE TIPETIOJ[aBaTeNIeM BO BPEMsI HTOIOBOTO COOECen0BaHHs

CTYACHT OTBE€YACT Ha BCC BOIIPOCHI SK3aMCHAITMOHHOT'O GHHCTa, a TAKKC IOINOJIHUTCIBbHO 3aJaHHBIC
npenoaaBaTejicM BO BPEMSA UTOTOBOT'O CO6CCCI[OB3HI/I$I, OTHAKO CaMOCTOATEIbHBIE OTBETHI HA BOIIPO
Cbl HEJOCTATOYHO IIOJIHBIC, HO CTYACHT criocodex JaThb YETKUU OTBET IOCIIC JOIIOJHUTEIIbHBIX pas3bs
CHAIOMIMX BOIIPOCOB MNperoaaBaTeist

4 16 - 18

CTYACHT OTBE€YACT YE€TKO U JIOTUIHO Ha JIBA U3 3-x 3alaHHBIX IPENIOAABATEIIEM BOIIPOCOB BOIIPOCHI 3
K3aMCHaAllUOHHOI'O 6I/IJ'I€Ta, a TaKke OOJIBIIUHCTBO JOIIOJHUTEIIbHO 3a/IaHHBIX IPETIoAaBaTeIieM, HO
HE OTBEYACT HA MOCJICTHUN BOIIPOC, NI HE MOXKET B TIOJTHOM MEpE OTBETUTL HAa BCC TpU
TIOCTaBJICHHBIX BOIIpOCa

3 12-15

CTYACHT OTBC€YACT YETKO U MPAaBUJIBHO Ha OAWH U3 BOIIPOCOB 3K3aMCHAIIMOHHOI'O 6I/IJ'IeTa, HO 3aTpy[
2 6-11 HACTCS OTBETUTL HA ABa APYT'HUX BOIIPOCA, 4 TAKKE BOIIPOCHI, JOIIOJIHUTEIIBHO 3aJaHHbIC IPEIIogaBa
TCJIEM

CTYACHT HE OTBCTUJI UCTKO U IIPAaBUJIbHO HU Ha OAUH U3 3a/IaHHBIX MTPETIOAaBaTCIIEM BOIIPOCOB, UIN
3aTPYAHACTCA OTBETUTH HA BCE MOCTABJICHHBIC BOIIPOCHI

1 0-5

5.4 llepeyeHnb TeM TOKJIAAO0B, COOOIIEHUIT

Tema Ne 1. Cywnocmsp Kauecmea, OCHOGHblE NOHAMUA 6 0O1AcMU Kayecmea, 00beKmbl
YRPAagIeHus Kauecmeom

1. TpeboBaHMs K Ka4eCTBY OKa3bIBAEMBIX Ha MIPEATPUATUH YCITYT.

2. Bugsl yciyr, Oka3bIBa€MbIX CEPBUCHBIMU MpeAnpUsITHsIMU B cooTBeTcTBUU ¢ OKYH.

3. JlonoaHUTENbHBIE XapaKTEPUCTUKU KauecTBa JJIsl PEANPUITHI CepBHCA.

Tema Ne 2. Ynpasnenue xauecmeom npooykuyuu. Konyenyusa ynpaeienus kauecmeom.
Jeonwyus nonaAmMuUl «KAyecmeo» u «ynpaenenue kKawecmeom npooykyuu. Kauecmeo u
KOHKYPEHmMOCnocoOHOCHLb.

1. [TonsiTve kauecTBa B TpyAax ApeBHUX Gumocodos.

2. Drarbl pa3BUTHS TEOPUH YIIPABJICHUS KauE€CTBOM.

3. OCHOBOIIOJIO)KHUKH TEOPUU YIPABICHUS KAa4eCTBOM M BJIUSHUE WX YyYCHHUS Ha
COBPEMEHHOCTb.

Tema Ne 3. Ynpaenenue kauecmeom npooykyuu. Ilenu u 3a0auu, 06vekmul u cyovekmel,
dynkyuu u memoowt

1. DTanbl 3BOMIOLUOHHOTO PA3BUTHS HAYYHBIX MOAXOA0B K YIIPABICHUIO KAYECTBOM.

2. Poib TONWUTHUKH KadyecTBa B OOECIEYCHUH KOHKYPEHTOCIIOCOOHOCTH CEPBHUCHOTO
MPEINPUATHS U yAOBICTBOPEHHOCTH KIHEHTOB.



3. Kimaccuduxaryst METOJI0B yIpaBJIeHUS] KAUe€CTBOM.

Tema Ne 4. Poccuiickuili no0xo0 K ynpaeneHuro Kavyecmeom HaA OCHO8e mpehosaHuil
medncoynapoonvix cmanoapmos cepuu HCO 9000. Ocnoévr npoyeccrhozo nooxoda. Cucmema
nokaszameieil 013 ynpasieHus npoyeccamu.

1. HayudHble OCHOBBI yIIpaBJICHHS Kau€CTBOM.

3. OtnnuuTensHble 0COOEHHOCTH aMEPUKAHCKOM, SITOHCKOM HIKOJ YIPaBIeHUs Ka4YeCTBOM.

4. EBpornelickuii MoaXo/1 K yIpaBIeHUIO Ka4ECTBOM.

5. OCHOBHBIE CUCTEMBI KAYECTBA, IPAKTUKYEMBIE HA POCCUUCKUX MPEATPUITHUIX.

6. [IponeccHslii moaxoy kak ocHoBa crangaptoB MCO cepuu 9000.

Tema Ne 5. Ipunuunwvi, moodenu, UHCMPYMEHmMbl U MEXHOJI02UU YNPAGICHUS
Kayecmeom npooyKuyuu

1. 3apyOexxHble MoIenH yrpaBieHHs kadecTBoM mpoaykuuu. Llukn emwnra. Ilerns
KauecTBa.

2. 3apyOexHble MOJAETH YMpaBICHUS KayeCTBOM MpoAyKuuH. KoHienuus exeromaHoro
yinyumieHus kadecrsa [[x. [xypana. Konrposbsnsie kaptel  [lyxapra.

3. 3apyOexxHble MOJENM YIpaBICHUS KadyecTBOM mponaykuuu. Jluarpamma Vcukassl.
Mertonst Tarytu. Conepxanue nporpammbl ZD @. KpocOu.

4. Ponp A. Oeciirenbayma B (GOpPMHPOBAHMM CHCTEMHOTO TOAXOJa K YIPaBICHHUIO
KaueCTBOM.

5. ConeprxaHue OCHOBHBIX HallMOHAJIbHBIX KOHUENIMH yrpasnenus kauectsoM (BUIL, CBT,
KAHAPCIIU, HOPM, KCVYKII).

6. OCHOBHBIE TE€XHOJIOTUH YIIPABICHHS Ka4yeCTBOM. TE€XHOJIOTUS pa3BepThIBAHUS (YHKIIMH
kagectBa. FMEA-ananms.

7. OCHOBHBIE TEXHOJIOTMM YNPABICHUS Kaue€CTBOM. YIMPABICHHE OTHOLICHUSMHU C
norpeburensmu. CALS-texHomoruu.

8. OCHOBHbIE TEXHOJOTUH yIpaBieHus kauecTBoM. Konnenuus «lllects curmy.

9. OCHOBHBIE TEXHOJIOTUU yIPABICHUS KauyeCcTBOM. (DyHKIIMOHATbHO-CTOUMOCTHOM aHaIM3.

10. OcHOBHBIE TEXHOJOTMM YIpaBICHUS KauecTBOM. Jluarpamma mOTpeOUTEIBCKON
LEHHOCTH NPOIYKIHUU.

Tema Ne 6. IIpouecc ynpasnenusa kauecmeom npooyKyuu.

CratucTuueckre METOIbl KOHTPOJIS KadecTBa: quarpamma [lapero.
CraTucTrueckre MeTO/Ibl KOHTPOJIS KauecTBa: MPUUNHHO-CIIEICTBEHHAs AUarpaMma.
CraTucTrueckre METO/IbI KOHTPOJISI Ka4eCTBa: THCTOrpaMMa.
CraTucTHYeCKHe METO/IbI KOHTPOJIS Ka4eCcTBa: JUarpaMmma paccesiHusl.

CraTucTrueckre MeTo/Ibl KOHTPOJISl Ka4ecTBa: KOHTPOJIbHBIC JTUCTKH U KOHTPOJIbHBIE KAPTHI.
CraTucTruecKkue METOJIbI KOHTPOJISI KAa4eCTBA: BPEMEHHBIC PSIJIBI.

Kpamkue memoouueckue yrazanus

Ilpu noocomoeke 00KNA008 CcMyOeHm OOJHCEH NONb308AMbCS HE MOJbKO OCHOBHOU U
O0ONOHUMENbHOU  TUMepamypol, PeKOMEeHOOBAHHOU npenodasamenem, HO U ORUPAMbCS Ha
pekomenoosaunvle 6 n. 10  pabouell npocpammvi  OUCYUNIUHBL  UHMEPHEM-PecypChbl,
nOJHOMeEKCmogble 0a3zvl OaHHbIX, pacnonodcennvle Ha catime BI'YOC 6 paszoene: bubnuomeka, a
Maxoice UCNONIb308AMb MAMEPUATbL HAYYHBIX cmamell, nyOIUKyemMblX 8 Nepuooudeckux U30aHusx,
Hanpumep ocyprare «Cmanoapmel u Kayecmeoy, «Ynpaenienue kauyecmeow», «Memoowi
Meneoxcmenma Kavecmeay, «Menedxcmenm kauecmeay. Jloknad 6 o00A3amenvHOM NopsoKe
00J121CeH CONPOBOHCOAMBCSL Npe3eHmayuell
Illkana oyenxu

Ne Bamer* Onucanue

A

CTyzeHT onpeaenseT pacCMaTpUBaeMble MTOHATHS YETKO U MOJIHO, MPUBO/S COOTBETCTBYIOLIHE IIPU
MepBbI, TPaMOTHO IIPUMEHSIET KaTerOPHUH aHaIN3a; yMeJI0 HCIOJIB3yeT IIPHEMbI CPaBHEHUsI 1 0600111e
HUSL IJIsL aHAJTU3a B3aUMOCBSI3H TIOHATHH U SIBJICHUI; HCIIONIB3YeT OOJIBIIOE KOJIMIECTBO PA3THIHBIX
HCTOYHUKOB HH(OPMALUH; COMPOBOXKAAET JOKIAA IEKTPOHHOM Mpe3eHTanne, 000CHOBAaHHO HHT
epIpEeTUPYET TEKCTOBYIO MH(OPMALIMIO C TIOMOIIBIO IPaUKOB U JUArpaMM; JaeT JUIHYIO OLCHKY
npobieme, SICHO, YETKO U JIOTHYHO H3JIaraeT MaTepuai




BBIIIOJIHSIFOTCS BBILIE Ha3BaHHbBIC TPEOOBaHHUS, HO JJONYCKACTCs HapyIIeHHE MPodecCHOHAIBHON Tep
4 8-9 MHHOJIOTUH, WK HCIIOJIb30BAaHO OrPaHUYCHHOE YHCIIO MCTOYHUKOB MH(OPMALMK KaK 110 KOJIMYECTB
y, TaK ¥ 10 BUAy HHGOPMAIIMOHHOTO pecypca

JOKJIaJ BEICTPOGH HE BIIOJHE JIOTHYHO, MaTepHal, IIPECTaBICHHbBINA B IPE3CHTAIIH, HEJOCTAaTOUHO
3 6-7 CTPYKTYpPHPOBaH M MPOMLTIOCTPUPOBAH MPUMEpaMH, P U3JI0KEHHN MaTepuaa J0IyCKaeTCs Hapy|
1IeHre npodhecCHOHANTBEHOH TEPMUHOIOTUH

2 3.5 JOKJIaZl HE COTIPOBOXKIAACTCA Hpe36HTaHH€I>i, a MaT€puai U3J1ara€Tcsa HE BIIOJIHE JIOTUYHO, YETKO U fAC
HO

1 0-2 JOKJIaZl HE COTIPOBOXKIAACTCA npe3eHTauneI71, a MaTe€puall u3j1ara€Tcsa HE BIIOJIHEC JIOTUYHO, YETKO U SAC
HO, IIpU 3TOM COACPI)KAHUE NOKJIaZa BbI3bIBACT COMHEHUA C Hay‘lHOﬁ TOYKHU 3PCHUA

5.5 3apanus 178 pelieHus Keiic-3ag1a4u

Keiic-3agaua Ne 1

3amanmne:

Pa3zpaborars MOMUTHKY B O0JIACTH KadecTBa JUIsi KOHKPETHOTO CEPBUCHOTO MPEIIPUSTHUSA,
OKa3bIBAIOIIETO IMUPOKUNA CHEKTP YCIAyr, OO0JaJaroIiero YCTOMYMBOW KIMEHTCKOM 0a3ol u
MMEIOIIETO BBICOKYIO CTETIEHb KOHKYPEHTOCTIOCOOHOCTH Ha PHIHKE MOTPEOUTETHCKUX YCIIYT.

N3yuus cranmaptel cepun MCO 9000, ucnonb30BaTh CICAYIONIYIO MUEPAPXUIO TMOHSATHI:
MUCCHUSI TPEANPUATHS, LENU, CTpaTerus, TaKTUKa, MOJUTHKA. OmpenenuTb OCHOBHBIE (haKTOPHI,
BIUSIONINE HAa (OPMUPOBAHUE TMOJIUTHKH B OOJIACTH KadyecTBa: CHUTyallusi HA PBIHKAX, HAy4YHO-
TEXHHYECKHUU TIPOTPECC, TOCTIKEHUS KOHKYPEHTOB, ITOJIOKCHHE JIC)T BHYTPU TIPEIITPHSITHS, a TAKXKE
oO11ee coCTOSHNE YKOHOMUKH U HATMYUE UHBECTULIUN B Pa3BUTHE MPEATPUSATHUSI.

O6ocHOBaTh MPUHLUIBI pa3pabOTaHHONW MOJUTUKH, YOSKAAIoImue morpedureneii yciyr B
TOM, YTO Ha MPEANPUSTHH ONpPEJEeICHbl HampaBieHHs paboT B 00JacTH KadecTBa W BHIOpaHbI
peallbHbIe CPEACTBA IS UX TOCTHXKEHUSI.

Kpamkue memoouueckue ykazanus

Pewenue 3a0auu 1 6 coomeemcmeuu ¢ 3a0aHuem BbINOJIHAEMCA UHOUBUOYATLHO
NPUMEHUMENLHO K KOHKPEMHOMY NpeOnpusimuio, 6bl0paHHOMY CMYOeHmMoM Ul NPeONOHCEHHOMY
npenodasamenem. C paspeuwienus npenooasamens 3aA0aHUEe MOMCEM GbINOTHAMBCA MATbIMU
epynnamu no o08a-mpu 4denogexa. Kadxxcoas u3 peuwileHHbIX 3a0ai OYeHueaemcs Ucxoos u3s
maxcumanvholl oyenku 10 d6annos.

IlIxana oyenku

Ne Bamner* Ormnucanue
5 10 3aj1aHue BBIMOIHEHO B TIOJIHOM 00BbEME B COOTBETCTBUU C YCTAHOBIICHHBIMU TPEOOBAHHUSIMU
4 2.9 3aaHKe BBIMOIHEHO B OJHOM 00beMe B COOTBETCTBUH C YCTAHOBJICHHBIMH TPEOOBaHUSIMHU, HO UME

IOTCSA HETOYHOCTHU HEIIPUHIUITUAJIBHOI'O XapaKTepa

3 6-7 3a,I[aHI/Ie BBIMIOJIHEHO B IIOJIHOM 00BhEME B COOTBETCTBHH C YCTaHOBJICHHBIMU Tpe6OBaHI/IHMI/I, HO UME
FOTCSl HETOYHOCTH U OLIMOKH MPUHOUIIHAJIBHOT'O XapaKTepa

) 35 3amaHue BBIIOIHEHO HE B MOJHOM oObeMe (TpoueHT BoimonHeHus 30- 50 %), Ho B COOTBETCTBUH C
YCTaHOBJICHHBIMH TPEOOBaHUSIMU

1 0-2 3agaHue BBIMOIHEHO He Ooiee, ueM Ha 30 % MiId He BBIIOIHEHO ITOJIHOCTHIO

5.6 3agaHus 1A pereHus Keic-3axaun

Keiic-3agaua Ne 2

3amanue:

BrimonmHUTE aHANM3 AESITENBHOCTH TPEANPUATHS 10 OKa3aHWIO0 CEPBUCHBIX YCIIYT.
PaccMOTpeTh CrieKTp OKa3bIBa€MBIX YCIYT B COOTBETCTBUU ¢ OOLIEPOCCHIICKUM KIIACCU(PUKATOPOM
YCIIYT HACEJICHUIO, OICHUTH (DaKTOPHI, BIUSIONINE HA KA9eCTBO YCIIYT, TAKUE, KaK CPOKH, YCIIOBHSI,
KBaTM(UKAIMSA TIEPCOHAA U T.11.

Ha OCHOBC HpOBeI[eHHOFO aHaJin3a BBIACJIUTH OCHOBHBEIC, OG@CHG‘-IPIB&IOH.[I/IG,
BCIIOMOT'aTCIIBHBIC HpOHGCCI)I nu HpOHGCCLI ynpaBneHHﬂ. HaTI) nux XapaKTepI/ICTI/IKI/I, BBIACIIUTH
OCHOBHBIX TOTpeOWTEeNe W ONpeneinuTh KPUTEPUU HICHTU(DUKALNK, HAa3HAYUTH BJIaJEJIbIEB
MPOIIECCOB.

YeTko U JOTMYHO OMHUCATh KaXIbI MPOLIECC, COCTOSAIIMN M3 AJIEMEHTOB: BXOJ, BBIXO/I,



pecypc U YIpaBISIFOIIEee BO3JCHCTBHE, KaKoBa OPUEHTALMS HA MOTPEOUTENS M CBSI3b C PHIHKOM
TOBapOB | yCIyT. Pa3paborark cucTeMy moKa3aTeNel I yIpaBIeHUS MPOIECCaMU U TOCTHKCHUS
HAUBBICILIEH YIOBIETBOPEHHOCTH KIIMEHTOB.

Kpamkue memoouuecxue yxazanus

Pewenue 3a0auu 2 6 coomeemcmsuu ¢ 3a0aHuem GblNOIHAEMCA UHOUBUOYATLHO
NPUMEHUMENILHO K KOHKPEMHOM) NpeOnpusimuio, 8blOPAHHOMY CIYOEHMOM UlU NPeOsloNCEHHOMY
npenodasamenem. C paspeuwienus npenooasamens 3A0aHUE MOMNCEM GbINOTHAMbCA MATbIMU
epynnamu no osea-mpu uenogexa. Kaoicoas uz peweHHbIX 3a0au OYeHUBAEMCs UCX00S1 U3
maxcumanvholl oyenku 10 d6annos.

IlIxana oyenku

No bamner* Onucanue

5 10 3aiaHKe BBITIOJIHEHO B ITOJTHOM 00BhEME B COOTBETCTBHU C YCTAHOBJICHHBIMU TPEOOBAHMSIMU

4 8 9 3az(aHMe BBIIIOJIHCHO B ITOJIHOM O6'b€Me B COOTBETCTBHU C YCTAaHOBJICHHBIMHU TpeGOBaHHﬂMM, HO UMC
FOTCSI HETOYHOCTH HEMPHHITUITHAIEHOTO XapakTepa

3 6-7 3aaHie BBIMOIHEHO B MIOJTHOM 00beMe B COOTBETCTBUH C YCTAHOBJICHHBIMH TPEOOBAHUSIMH, HO HME
FOTCSI HETOYHOCTH ¥ OIIUOKY TPUHIIUITHAIBHOTO XapakTepa

) 35 3amaHue BBIIOIHEHO HE B MOJTHOM o0beMe (mponeHT BbimonHeHus 30- 50 %), Ho B COOTBETCTBUH C
YCTaHOBJICHHBIMH TpeGOBaHI/IﬂMI/I

1 0-2 3amaHue BBHIOJHEHO He Oosiee, yeM Ha 30 % WM HE BBITOJHEHO MOJHOCTHIO

5.7 3apanusn nJs pelieHus Keiic-3ag1a4u

Keiic-3agaua Ne 3

3aganue 1:

Ucnonw3yss amarpammy I[lapeto, yctaHoBuTe HampaBieHus Haubonee 3¢hEHEKTUBHOTO
pelieHus npoOaemMbl KadyecTBa BBITYCKaeMOM MPOAYKIIMHA B COOTBETCTBUU C UCXOJHBIMU JaHHBIMU,
3aJJaHHBIMHU IIPETIOAABATEIIEM.

[Ipumep ucxoaHbIX HaHHBIX: CHCTEMAaTHYECKU KOHTPOJIb KayeCcTBa TOTOBOW MPOMYKIUU
MPEANPUITHS 110 BBIITYCKY MY>KCKOM BEpPXHEW OJEKIbl HAa MPOTSHKEHUU ABYX MECSLIEB MO3BOJIAI
BBISIBUTH clienaytomiee. Ha 289 M3roTOBICHHBIX NPEANPUATHEM MYXKCKHUX KOCTIOMax OBLIH
oOHapy»XeHbl Takue AePEeKThl KaK: HECOBMA/IEHUE PUCYHKA HA COCIMHIEMBIX NETAIsIX WU3JEIUH U3
TKaHEW B MOJIOCKY MM KJIETKYy — 15 ciayuaeB, HenoctarouyHas okoHuarenbHass BTO usgenuit — 10
CJIy4aeB, HEPOBHOTA OTJIEJIOYHBIX CTPOUYEK — 58 cilyuyaeB, HaMW4ue Jac mocie BoimosHenns BTO —
20 cny4aeB, nedekThl MaTepranoB — 27 ciy4aeB, mpodne — 14 ciydaes.

3ananmue 2.

Hcxonnas cutyaums: Ilpu oka3zaHMM CEpBUCHBIX YCIYr Ha KOHKPETHOM NPEANPUATHH
BO3HUKAIOT TMPOOJIEMBI, KOTOpbIE HEOOXOAMMO pa3pemuTh. K TakuM mpoOnemMaM MOTYT
OTHOCHUTHCS, HANpUMEp, CHUIKEHHE KaueCTBAa OKa3bIBAEMBIX YCIYT, TEKY4YecTh KaJpoB,
YMEHbBIIIEHNE KOHKYPEHTOCTIOCOOHOCTH yCITyT, HEYJOBJIIETBOPEHHOCTh KIIMEHTOB U T.II.

Jns onpeneneHuss (pakTHUECKUX MPUYUH BO3SHUKHOBEHHSI MPOOJIEM BBINOJHUTH AHATU3
JEeATETLHOCTH KOHKPETHOTO TIPEANPHUATHS I pa3paO0OTKUA TEXHOJIOTHHU MTOUCKA UCTUHHBIX MPUINH
JaHHBIX mpobrnem, st 3(G(PEKTUBHOTO WX pa3pelieHds U TMOCTPOUTh MPUIHMHHO-CIIECICTBEHHYIO
IuarpamMmy WM «pblOuit ckenet». lIpencraBUTh aaropuTM MOCTPOCHHS IUArpaMMbl, BBIICITUTH
STamlbl, ONPEAEIUTh II0KA3aTENN KadeCTBA, KOTOPBIE AHAIU3ZHUPYIOTCSA, OINPEICIUTh IJIaBHbIE
dakTopbl M BO3ACHCTBYIOIIME HA HUX MNPUYMHBL. HaHecTH BCIO HEOOXOIMMYIO TEKCTOBYIO
WH(GOPMAIIUIO U TPOBEPUTh 3aKOHUYEHHOCTh COCTaBICHHOW MPUYUHHO-CIICICTBEHHOW IHarpaMMbl
HcukaBbl, 00ecrieuynBaroleil CHCTEMHBIH MOAX0/1 K pa3pelieHrI0 BOZHUKAIOIIUX MPoOIeMm.

Kpamxue memoouueckue yxazanus

Pewenue 3a0auu 6 coomseememeuu ¢ 3a0anuem 1 8blnOIHACMCA MATBIMU SPYRRAMU NO 084-
mpu yenoseka. Pewenue 3adauu 6 coomeemcmeuu ¢ 3a0anuem 2 8bINOIHAEMCA UHOUBUOYATbHO
NPUMEHUMENLHO K KOHKPEMHOMY NpeOnpusimuio, 6bl0paHHOMY CMYOeHmMoM Ul NPeONOHCEHHOMY
npenodasamenem. C paspeuwieHus npenooasameisi 3a0aHUE MONCEN GbINOIHAMbCA 2PYNNAMU NO
08a-mpu yenosexa.

HlIxana oyenku



Ormnucanue

Ne Banner*

5 10 nmuarpamma [Tapeto u cxema McukaBa mocTpOeHbI BEPHO, H YETKO 000CHOBAHBI HAMIPABJICHHS
peleHus mpooJIeMbl KayecTBa

4 2.9 nuarpamma [lapero u cxema VcrkaBa mocTpoeHbl BEPHO, U MPEUIOKEHBI HATIPABJICHHS PELICHHS TIp
00JIeMBI Ka4eCTBa, HO OHU HEJIOCTATOUYHO YETKO 000CHOBAHBI

3 6-7 nuarpamma [lapero u cxema VcikaBa OCTPOSHBI BEPHO MIIM HMEET HE3HAUYUTEIIbHbIC HEI0YETHI, U
MPEAI0XKEHBI HAMPABJICHUS PEIICHUS POOIEMbI Ka4eCTBA, HO OHU HUKAK HE 000CHOBAHBI
nuarpamma [lapero u cxema VcrkaBa OCTPOEHBI C HEKOTOPBIME HETOYHOCTSIMH, HE MPEIOKEHBI

2 3-5 HAaIpaBJICHHUSI PEIICHHUS [IPOOIEMbI KauyecTBa

| 02 muarpamma [lapero u cxema VcrkaBa coneprkar OIIMOKH MPUHIHITHATBHOTO XapaKkTepa, IPH TOM

HET HpCHHO)KCHI/II‘/'I II0 HAIIPABJICHUIO PEHICHUA HpOGJ’IeMBI Ka4yeCTBa WJIM 3aJaHUC HE BBIIIOJITHCHO




