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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
yIpaBJIEHUS KAYECTBOM IPOIYKIUH.

¢ JIpoaHanu3upoBaTh MOHATHUS «KAUECTBO» U «yIPABIECHUE KAUECTBOM» B HCTOPUYECKOM
PETPOCIIEKTHUBE.

¢ OnpeaenuTs ¥ NPOAHATU3NPOBATH IPUHIUIIBI 1 OCHOBHBIE MOJIENIN, UHCTPYMEHTHI U
TEXHOJIOTHH YIIPABJICHUS KAUYECTBOM.

® PaccmoTpeTs npolecc ynpaBieHHs KayeCTBOM MIPOAYKLUHU U YCIYyT, B TOM YHUCJIE IPOBECTH
aHaJIM3 U JaTh XapaKTEPUCTUKY METOAAM KOHTPOJIS Ka4eCTBa, BKIIIOUAsl CTATUCTUYECKUE
METO/]Ibl KOHTPOJISI, OBJIa/I€Th HaBbIKaMH UX MPAKTUYECKOTO MPUMEHEHUSI.

® BbIBUTH NPUHLUIIBI CHCTEMHOI'0 MIOAX0/1a K YIIPABJICHHUIO KAYECTBOM, YCTAHOBUTh
B3aMMOCBSI3b MEX/1y 3JIEMEHTaMH CUCTEMbI KaueCTBa, MPUHIMIIAMHU UX ()OPMHUPOBAHUS U
(YyHKIIMOHUPOBAHUS.
[Tpoananu3upoBaTh KOHIETLUIO BCEOOIIEr0 YIPaBICHUs KaYeCTBOM.
OcBOUTBH METOJIBI KOHTPOJISI Ka4ecTBa, MpUMEHsieMbIe B chepe cepBuca.

[TnanupyemMbIMu pe3ynbTaTaMyd OOy4YeHUs MO AMCLUUIUIMHE (MOMYIIO), SBISIOTCS 3HAHMS,
yMEHHUs1, HaBbIKH. llepedeHb MIaHUPYEMBIX PE3YJAbTaTOB OOyUYCHHS IO JUCLHIUIMHE (MOJYIIO),
COOTHECEHHBIX C IUIAHMPYEMBIMH pe3ylbTaTaMHU OCBOEHHS 00pa30BaTENbHON MpOTrpamMMBbl,
npecTaBieH B Tabnuie 1.

Tabmuna 1 — Komnerenmuu, popMupyeMbie B pe3yiIbTaTe U3YYeHUS AUCIUILTUHBI (MOJTYJIs)

Kon u PesynbraTsl 00y4eHus IO TUCLUIIMHE
Haseanue Konn (hopmyTUpOBKa
OIIOII BO, (dhopmynHpoBKa HHJMKaTOpa Kon
COKpAILCHHOC KOMIETEHIUH AOCTIKCHUS pesyib DopMyIHPOBKA PE3yIbTaTa
KOMITCTEHIINU
TaTa
43.03.01 OIIK-3 : Criocobern | OIIK-3.1x : Pl 3HaHue | Mopelel, NPUHLUIIOB U
«CepBuc» obecrieunBaTh Comnocrasiser METOJ10B ()OPMHUPOBAHHS
(B-CCO) Tpebyemoe (akTHIECKOE CHCTEM MEHEKMEHTA
Ka4yecTBO Ka4yeCcTBO yCIIYT C KayecTBa
MpOLECCOB TpeOyeMbIM U Pl YMeHue | aHaNnu3UpPOBaTh COCTOSIHUE
OKa3aHHs yCIyT B pa3pabaTbiBaeT CHCTEMBI yIIPaBICHHS
u30paHHOM cdepe KOpPPEKTHPYIOILUE Ka4ecTBOM U oOecIeueHueM
npodecCHOHaNbHON | AeficTBUS O KOHKYpPEHTOCHOCOOHOCTH
JCATCIBHOCTHU COBCPIHICHCTBOBAHUIO PH] Haspbix BJIaJCHUS crocobamMu u
Iponecca OKazaHusd METOJIaMH
ycuyr B COBEpIIEHCTBOBAHUS CHCTEMBI
COOTBETCTBUU CO YIpaBICHUS Ka4€CTBOM U
cranpapramu 1CO obecrieueHus
9000 KOHKYPEHTOCHOCOOHOCTH
OIIK-3.2k : Pa2 3HaHWEe | NPHHIUIIOB M METOJIOB
Pa3pabatsiBacT BCEOOILEro yIpaBiIeHUs
KOPPEKTHUpYIOILKE kayectsoM TQM
JICUCTBHS IO
COBEPIICHCTBOBAHHIO
polecca OKa3aHus




YCIYT Ha OCHOBE P12 Ywmenue | opraHuzoBaTh paboTy
IIPOBEIEHHON nepcoHaia 1o (OpMHPOBAHHIO
OILICHKH Ka4ecTBa IIOJMTHKH, LIEJIEH U 3a/1a4 B
olIracTi KadecTBa

P12 Hasrpik | BimameHus crocobamu,
METOAaMH pa3pabdoTKu
HPOLEAYP U METOJOB
KOHTPOJIS

PI3 YMenue | paspabaTbIBaTh MPOLEAYPH H
METOJIbI KOHTPOJIS

2 MecTto qucuunnHbl (MoayJsi) B ctpykrype OITOII

Y4eOHbIl Kypc VYImpaBieHHE KaueCTBOM CEpPBUCHBIX YCIYT SIBJISETCS TUCHMIUTMHOM
npo(eCCHOHATBHOIO IUKJIA 110 HApPaBJIEHUIO OArOoTOBKH OakanaBpuara «CepBucy. JlaHHBIN Kypc
COBMECTHO C JpPYyrUMH JTUCHMIUIMHAMHU Y4YacTByeT B (OPMHPOBAHUU MPO(HECCHOHAIBHBIX
KOMIETEHIIMI BBINYCKHUKA, J1aBas CTYJCHTaM NOHUMaHHWE HEOOXOJIMMOCTH 3HAaHUN M yMEHUU B
cdepe KpaliHe BaXXHOTO BUJA EATEIILHOCTH C TOUKU 3pEHUsI 00eCIeueH sl KauecTBa BBIITYCKAEMOU
IIPONYKLIMH U OKA3bIBAEMBIX YCIIYT.

Y4eOHblil Kypc «YOpaBiieHME KaueCTBOM CEPBUCHBIX YCIyIr» pa3paboTaH U YHUTaeTcs
OakanaBpaM C LeJIbIO MOBBIIMIEHUS UX NPO(ECCHOHATBHOM MTOATOTOBKH.

Kypc HampaBiien Ha GopMHpPOBaHUE y CTYIEHTOB 3HAaHMK O LEJAX, 3a/1adax, MPHUHIUMAX,
GYHKIUAX, METOAAX U OCOOEHHOCTAX YIMpaBIEHUS KauecTBOM MpoAykiuu. B yueGHOM Kypce
U3YyYalOTCsl OCHOBBI TEOPUM YIIPABJICHHS KaueCTBOM, DBOJIOLMUS TOHATUH «KadecTBO» H
«yIpaBJIEHUE KadeCTBOM», NPHUHLMIIBI W MOJEIU OOECHEUEHUs KayecTBa, HHCTPYMEHTHI H
TEXHOJIOTMH YNPABICHHUS Ka4€CTBOM, CUCTEMHBIN IOAXO K YIIPaBICHUIO KAY€CTBOM, IIPUHIIMAIIBI U
METOBI OLIEHKM KaueCTBa B LIEJIOM, B TOM YHUCJIE CTATUCTUYECKUE METOJbl KOHTPOJSA KayeCTBa, a
TaK)kKe OCOOEHHOCTH OOECIEYEeHHs KauecTBAa CEPBUCHBIX YCIYyL. 3HaYUTEIBbHOE MECTO B Kypce
OTBOJAMTCSl M3YYEHHUIO MOHATHMHOIO ammnapaTa, HOPMAaTUBHOW 0a3bl Ui OCYIIECTBJICHUS TaKOIr'o
BUJA JACATEIBHOCTH KaK MEHEPKMEHT KauecTBa, a Takke (POPMHUPOBAHUIO MPAKTUUECKUX HABBIKOB
IIPUMEHEHUS METOJI0OB 00ECIIeUeHNsI KauecTBa, B TOM YMCIIE€ Ha IPEIIPUITHUIX CEpBUCA.

BxonHpiMu TpeOOBaHMSAMHM K U3YyYEHHMIO JUCHMIUIMHBI SBISIOTCS 3HAHUS METO/A0B
CTaTUCTHYECKOM OOpabOTKM NaHHBIX, OCHOB CTaHAAPTH3AIMU, METPOJIOTUH U TOATBEPKICHUS
COOTBETCTBUS, OCHOB CEPBUCHOU JAEATEIBHOCTH, BJIAJECHUE KYJIBTYPOH MBIIUICHUS, HABBIKAMH
CaMOCTOSITEIIbHON PaOOTHI.

3. O0beM AUCHUNIMHBI (MOTYJISA)

O0veM jucHMIIMHBL (MOXYNsA) B 3a4ETHBIX €IMHHUIIAX C YKa3aHHEM KOJIMYEeCTBa
aKaJIeMUYECKUX YacoB, BBIICICHHBIX HA KOHTAKTHYIO paboTy ¢ oOydarommucs (IO BHIAM
y4eOHBIX 3aHATUI) U HA CAMOCTOSITENbHYIO paboTy, PUBEIEH B Tabauue 2.

Tabnuna 2 — O61mas TpyJ0eMKOCTh AUCIUTIITMHBI

Tpyno- O0BbeM KOHTAKTHOM paboThI (dac)
CCMCCTp CMKOCThb
HasBanune dopma q (0D0) B dopma
OIIOoIT 00yue- acre WIH Kype AynuropHas Heay - CPC arTec-
BO i 300 TOpHAast
HIA ( > (3.E) Bceero Taln
0390)
JIEeK. TpakK. na0. IA KCP
4303011 590 | BB 6 4 ss | s | 36 | o 1 0 | so 5
Cepsuc

4 CTpyKTYpa ¥ cofepKaHue JUCHHUIIMHBI (MOLYJI51)



4.1 CTpykTrypa JMcuuIuIiuHbl (Moayas) aiasa OP®O

y4eOHBIM IIJIAaHOM, MTpUBEeH B Tabmuie 3.1

Tekymero KouHtpos aiust OPO

TemaTuueckuii miaH, OTpaXkarolUi cofepxKaHue AUCHUIUINHBI (IEpeYeHb Pa3AesioB U TEM),
CTPYKTYPUPOBAHHOE IO BUJAaM Y4YeOHBIX 3aHATUI C yKa3aHHEM HUX OObEMOB B COOTBETCTBUM C

Tabmuma 3.1 — Pa3genbl nucuurmuiiHbl (MOIYs), BHIBI YUYEOHOW NEATEILHOCTH U (DOPMBI

Kon pe- Kon-Bo acoB, oTBeicHHOE HA Dopma
Ne Ha3Banue Tembl 3yJabTara P
Jlex IIpakr JIa6 CPC TEKYLIEro KOHTPOJIS
00y4eHus
CylUIHOCTh KauecTBa,
y > cobeceroBanue,
OCHOBHBIE TIOHSTHS B TeMaTHYeCKAs
1 | obnactu Ka4yecTBa, P2 2 4 0 10
IUCKYCCHS, TOKIIa bl C
00BEKTHI YIIPaBICHUS
MpE3CHTAluAMHA
Ka4eCTBOM
YhpasieHue Ka4ecTBOM
MPOAYKIIMU U YCIIYT.
poiy yemy cobecemoBaHue,
Konuenmus ynpasneHust TeMaTHaeCKAs
2 | xauecTBOM. DBOIOIHS P12 4 4 0 16
N JUCKYCCHS, TOKIIA I C
MOHATHH «KaueCTBO» H
MPE3CHTALUSIMH.
«yTIpaBJICHHE KaYeCTBOM
MPOIYKIIMU U YCIIYT.
: cobeceloBaHueE,
CoBpeMeHHasi KOHLICTILUS
TeMaTU4eCKast
YIPaBJICHHUS Ka4€CTBOM.
JIICKYCCHS, TOKIIAIBI C
Lenu u 3a1auu, 00BEKTHI U
3 Pa2 2 6 0 14 Tpe3eHTALUAMH,
CyOBEKThI, PYHKIIMU 1
BBITIOJIHCHUE
METOJBI YIIPaBICHUS
WHIUBHY aTbHBIX
Ka4eCTBOM =
3a/IaHui.
Poccuiickuii moaxom K
YHPaBJICHUIO KAYeCTBOM Ha cobeceoBaHue,
OCHOBE TpeOOBaHUIA TeMaTHYCCKas
MEXXIyHAPOIHBIX JIICKYCCHS, TOKIIAJIbI C
4 | cranmapros cepun UCO Pa1, P2 2 6 0 20 Mpe3eHTALUAMH,
9000. OcHOBBI BBITIOJTHCHHE
MPOLIECCHOIO MMOAX0/1a. WHJMBUYaIbHbBIX
CucreMa 1okasareliei 1 3aIaHnM.
YHpaBICHHS IPOLIECCAMH.
cobecemoBaHue,
[IpuHIKIIBI, MOJCITH remaruaceKas
H}]:CT MeH’TH M ’ PJI1, PI1, JIUCKYCCHUS, JOKJIAJbI C
5 Py PJ12, P12, 4 6 0 30 MpE3CHTALUSIMY,
TEXHOJIOTHHU YIPABJICHUS .
P13 0JIAaHKOBBIN TECT, OTYETHI
Ka4eCTBOM MPOAYKIIIH
0 peLIeHUH
CHUTYallMOHHBIX 3a/1a4.
cobeceioBaHue,
TeMaTHUYeCKas
[Ipouecc ynpasnenus ICKYCCHS, TOKIIa bl C
6 | KauecTBOM MPOIYKLHUH U P12, P/12 2 4 0 30 MIpEe3eHTalUAMH,
ycnyr OJIAaHKOBBIN TECT, OTYCTHI
0 pa3paboTKe M peHICHUN
CHUTYallMOHHBIX 33134
7 Konuenuus BceoOrero Pl | 4 0 ] YCTHBII onpoc,
YIPaBJICHHUS KAY€CTBOM cobeceioBaHne
Htoro no tadaune 17 34 0 128

4.2 CopepsxaHue pa3iesioB M TeM TUCHUILIHHBI (Moayas) niast ODO

Tema 1 Cyu/;HOCWZb Kadecnied, OCHOB6Hble NOHAMUA 6 obracmu

ynpaeieHusl Kavecmeom.

Kadecmea, 0bvexmol

ConepmaHHe TEMBI. PaCKpBIBaeTCH IMOHATHUEC «KAYCCTBO» M HACTCA €ro XapaKTCpUCTHUKA.

PaccmaTpuBaroTCsl OCHOBHBIE TEPMHUHBI B 00JacTH MEHEIKMEHTa KadecTBa, W JAeTCs HX
omnpeneneHue. AHATU3UPYIOTCS 00BEKTHI YIPABICHHS KAYECTBOM.

TCXHOJIOI'UH:

@opMbl M METOJBl NPOBEAEHUS 3aHATUH IO Teme, NpUMEHseMble 00pa30BaTElIbHbIC
B pamkax wu3ydeHHs TEMBI

NPEAYyCMOTPEHO TPOBEJICHUE JIEKIMOHHBIX U



[IPaKTUYECKUX  3aHATUM. [Ipy  M3ydyeHMHM  TEOpEeTHYECKOro  MaTepuala  UCIOJIb3YETCs
MPE3CHTAIIMOHHON MaTepHua, COJACPXKaIlMid OCHOBHBIC 3aJaud, CTOSIIHME Tepell 00ydaeMbIM IMpHU
W3YYEHUHU TEMBbI, KJIIOYeBble TIOHATHSA, HEOOXOQUMBbIC [JIsi OCBOCHHS MaTepualia, KpaTkoe
COJICpKAHUE TEOPETUUYECKOr0 MaTepuayia, KOHTPOJIbHBIE BOMPOCHI ISl CaMOCTOSITEIBHOTO
M3y4YeHHUsT Marepuajga W PEKOMEHAYEeMYyIo JuTeparypy. JIEKIMOHHBIE 3aHSATHS MPOBOISATCS B
ayIUTOpUH, OCHAIIlCHHOM MYJIBTUMEIUHHBIM obopynoBanueM. [IpakTudyeckoe 3aHsITHE
MpeayCMaTpUBaeT pa3pabOTKy CTpaTerMd B3aWMOOTHOIIEHHWH B TIPOLIECCE€ MPEAOCTaBICHUS
MOTpeOUTENbCKUX YCayr. [Ipu mMpoBeAeHUN MPAKTHUECKUX 3aHATHH UCIOJIB3YIOTCS Takue (OpMbI
paGOTLI, KaK: JOKJIadbl 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 MaJIbIX TPYIINaxX MPH BHIMOJIHEHUU MPAKTUYECKUX 3a1aHUN.

Buasl camoctosTensHON MOATOTOBKU CTYACHTOB 1o Teme: 1. CaMOCTOSTeNbHOE U3yUeHHE
OTAEJBHBIX BOMPOCOB TeMBI. 2. [[0AroTOBKA TOKIAI0B U IPE3CHTAIUH.

Tema 2 Ynpasnenue xauecmeom npooykyuu u ycaye. Konyenyus ynpaenenus xkauecmeom.
Deonroyuss NOHAMUL «KAYeCmB0» U «YNpasieHue Kawecmeom npooyKyuu u yciye.

Copnepxanue TeMbl: YIIpaBJIeHHE KaUECTBOM IPOAYKIMH U yciyr. KoHuenuus ynpasieHUs
KayeCTBOM. DBOJIOIUS OHATUN «KaueCTBO» U «yIPABJIEHUE KAYECTBOM IMPOAYKIIMU U YCIYT.

@opMBl U METOABI TPOBEACHHS 3aHATHH MO TeMe, MNpUMEHseMble 00pa3oBaTeIbHbIC
TCXHOJIOTUHN: B paMKax I/I3yquI/I$I TCEMBbI HpeI[yCMOTpeHO HpOBeHeHI/Ie JICKIIMOHHBIX U
MpaKkTUYeCKnX  3aHsATHi. [lpu  W3ydyeHWH  TEOPEeTUYECKOro  MaTepuajia  UCIOJIb3yeTCs
MPE3CHTAIIMOHHBIA MaTepuai, COAep KAl OCHOBHBIC 3aJ[a4yM, CTOSAIIUE Mepea 00ydyaeMbIM MpH
I/13y‘~I€HI/II/I TEMBI, KJIIOYCBBLIC IIOHATHA, HCO6XOI[I/IMI>I€ JI1  OCBOCHUS MaTepI/IaJ'Ia, KpaTKOG
COJIEp)KaHWE TEOPETHUYECKOT0 MaTepHalia, KOH-TPOJIbHBIE BOIMPOCHI IS CaMOCTOSTEIHLHOTO
U3y4YeHUs Marepuajga YU pPEKOMEHAYEMYI JuTeparypy. JICKIMOHHBIE 3aHATHSA IPOBOISATCS B
ayAUTOPUM, OCHAILIEHHOW MYJIBTUMEAUMHBIM 000pyno-BaHueM. [Ipu mpoBeaeHMH MPAaKTUYECKUX
3aHATUN MCIIONB3YIOTCS Takue (HOpMbl pabOThI, KaK: MOKJIAAbl CTYAECHTOB C MPE3CHTALMSIMH IO
CaAMOCTOATCIBbHO I/13y‘I€HHBIM TeOpeTI/I‘I€CKI/IM BOHpOCﬁM TEMBI HpaKTquCKOFO 3aHATUSL C
MOCTEAYIOIIEH TUCKYCCUEH, KOJUIOKBUYM.

Buasl camocTosiTeIbHOM MOATOTOBKM CTYAEHTOB MO TeMe: CaMOCTOSITENIbHOE H3yYeHHE
OTACJIBHBIX BOHpOCOB TCMBI. HOI[FOTOBK& JOOKJIag0B 1 Hpe?;eHTaHI/If/'I.

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

Conepxanue temsl: Jlatorca nonatusa «llonmurruka kadecTBa mpeanpusatus», «CTparerus
KauecTBa». XapakTepusyloTcs (akTOpbl, BIMAIONIME HAa (OPMHPOBAHWE MOJUTUKH KavyeCTBa.
OnpenenstoTcss LEeIM M 33Ja4d yIPABICHUS KadeCTBOM, B TOM YHCIE 33Ja4d CHUCTEMHOTO
ynpasieHus. M3y4yarorcs 0ObeKThl U CyObEKThl YIPABICHUS KaueCTBOM. AHATU3UPYIOTCA QYyHKIIMH
yIpaBleHUs KauecTBOM. PaccMaTpuBarOTCsl OCHOBHBIE METO/IbI YIIPABJICHUSI KAYECTBOM M CPEICTBA
UX peaju3aluu.

@opMbl M METOJBl NPOBEACHUS 3aHATUH IO Teme, NpUMEHseMble 00pa3oBaTelIbHbIC
texHoioruu: [lpm M3yyeHHMM TEOpPEeTHUECKOro MaTepHuajia MCIONb3YeTCs MpPe3eHTalnOHHON
MaTepHal, coJepKalluii OCHOBHBIE 3a/laud, CTOSIIME IMepel o0ydyaeMbIM IPHU U3YyYEHHHM TEMBI,
KJIIOUEBBIE  TIOHATHUS, HEOOXOOUMBIE Ul OCBOGHMS MaTepuaja, KpaTKoe CoJep)KaHue
TEOPETUYECKOT0 MaTepHala, KOHTPOJIbHbIE BOIIPOCH! AJIsl CAMOCTOSTENBHOTO U3y4YEHHUsI MaTepuana
Y PEKOMEHyEMYIO JINTEpaTypy.

Bunpl camocTosATE€NbHON MHOATOTOBKU CTYIEHTOB Mo Teme: . [loaroroBka IOKIanoB M
npe3eHTanui. Pa3paboTka cUTyallMOHHBIX 3a/1a4.

Tema 4 Poccuiickuti nooxo0 K YHPAGIEHUN) KA4eCme8oM HA OCHO8e MpeOoBaHull
mexncoyHapoonvix cmanoapmos cepuu MCO 9000. Ocnoswr npoyeccnozo nooxooa. Cucmema
noxasameine 05l YnpasieHus npoyeccamiu.

Conep:kaHue TEMBI: paCCMaTPHBAIOTCSI BONPOCH! YIPABICHNS Kad€CTBOM TOBApOB M yCIyT



Ha OCHOBEe TpeOOBaHUI MeXTyHapoAHbIX craHaaproB.Haunonansueiii cranmaptP® I'OCT P
NCO9000-2015. PoccuiicKuil,IMOHCKANA M €BPONMEUCKHI MOAXOABI K YIPABIECHUIO Kaue€CTBOM.
HoBoe B cranmaprax. OCHOBBI IIPOLIECCHOIO MOAXOAAa, MOJAEIUPOBAHUE, WHKUHUPHHI,
ONTUMU3ALMS U PEUHKUHHUPUHT IIPOLECCOB. YIIPaBIEHUE IIPOLIECCAMU: CUCTEMA IIOKa3aTesIen I
yhopaBieHus nponeccamu. BHyTpupyHKIMOHAIBHBIE M MEXK(QYHKIHOHAIBHBIE IPOLIECCHI.
WnenTudukanys u cucreMaTu3anus IpoLeccoB.

@opMBl U METOABI NPOBEACHMS 3aHATHUI 1O TeMe, NpPUMEHseMble 00pa30BaTEIbHbIC
TexHoioruu: IIpm H3ydeHHMM TEOpEeTHYECKOro Marepuaja MCIONb3YeTCs MPE3CHTalnOHHON
MaTepHal, COJepKalluii OCHOBHBIC 3a/laud, CTOSIIME Tepeln O0ydaeMbIM IpHU U3YyYCHHH TEMBI,
KJIIOUEBbIC TOHATHUS, HEOOXOOUMBIE Ul OCBOCHMS MaTepuaja, KpaTKoe CoJep)KaHue
TEOPETUYECKOr0 MaTepuaa, KOH-TPOJIbHBIE BOIIPOCHI AJIl CAMOCTOSTENBHOIO U3YyUEHHUs MaTepuaia
U PEKOMEHAYEMYIO JHUTepaTypy. JIeKnoHHbIE 3aHATUS MPOBOASATCS B AYAUTOPUHU, OCHAILEHHOM
MYJbTUMEIUHHBIM 000pyIOBaHUEM.

Bunpel camocTosITENPHOM MOATOTOBKH CTYIEHTOB MO TeMme: CaMOCTOATENbHOE H3Yy4YEHHE
OTJIEIbHBIX BOIIPOCOB TeMbI. [10roTOBKA NOKJIa/10B U MPE3EHTALUH.

Tema 5 Ilpunyunei, mooenu, UHCMPYMEHmMbl U MEXHOJIO2UU YHPABLEHUs Kaiecmeom
nPOOYKYUU.

Copnepxanue TeMbl: PaccMaTpuBaroTCsi OCHOBHBIC MPUHLUIIBI 00ECHICUEHHUs] U yNpaBJICHUS
KaueCTBOM TMPOJYKIWH, 3apyOeKHbIE M OTEYECTBEHHBIC MOJEIH OOECICYeHHs KayecTBa
(ynpaBiaeHHss KadecTBOM) MpoAyKuuu. JlaeTcs XapaKkTepUCTHKa OCHOBHBIM HMHCTPYMEHTaM
yIOpaBJICHUS KaueCTBOM TPOJNYKIHMM (JuarpaMMa CpoJCTBa, jauarpamma (rpaduk) cBs3ei,
JpEBOBUJIHAS AMAarpaMma (JepeBO peLIeHHi), MaTpUyHas AMarpaMMa Wi Taliuiia Ka4yecTa U ap.).
AHaJIN3UPYIOTCS OCHOBHBIE TEXHOJOIMM YINpPaBJIEHUS KaueCTBOM HPOAYKUUH (TEXHOJIOTHs
pa3BepTLIBAHUSA ¢ynkuuii  kauectBa;FMEA-ananus; yIpaBJICHUE OTHOILCHUSAMU c
norpedurensimu; CALS-texnonoruu; xoHuenuus «lllects curm»; (yHKIHMOHAIBLHO-CTOMMOCTHOM
aHaJM3; AuarpaMMma noTpeOUTeIbCKON IIEHHOCTU IPOTYKIMH).

@opMBl MU METOABI NPOBEACHMS 3aHATHUI 1O TeMe, NpPUMEHsAEMble 00pa30BaTEIbHBIC
TEXHOJIOTUH: JIEKIINA, IPAKTHUKA.

Bunbl camocTOATENBHOM NOATOTOBKU CTYAEHTOB 1O TeMe: 1. CaMOCTOsATENbHOE U3Y4YEHHE
OTJIENbHBIX BOIIPOCOB TeMBbI. 2. [IoaroToBKa 10KIa/10B U MpE3eHTALUH.

Tema 6 IIpoyecc ynpasnenus kauecmeom npoOYyKYuu u yciye.

CopepxaHue TeMbl: PaccMaTpHBarOTCS 3TaIbl IPOIECca YIPABICHUS Ka4eCTBOM U METOIBI
WX peaau3aliu: MapKeTUHTOBbIE UCCIIEIOBAHUS TOTPEOHOCTEM moTpeduTenei 1 uxX MpearnoYTeHHA
OTHOCHUTEIILHO TIOKa3aTeNield KadecTBa TOBapa; TUIAHMPOBAHHE KauyecTBa; OpraHW3aius padoT 1o
Ka4eCTBYy; MOOYXJeHHEe PAOOTHHKOB K AKTHMBHOW JESITEIIBHOCTH IO OOECTEUYCHHIO TpeOyemMoro
KauecTBa MPOIYKINH; KOHTPOJIb KadecTBa MPOAYKIUHU; pa3paboTKa U peaau3aius MEpPONPHUITHIA 110
YHOPaBJICHUIO KAYECCTBOM MPOAYKIHH.

@opMBl U METOABI TPOBEACHHS 3aHATHI MO TeMe, NpUMEHseMble 00pa3oBaTeIbHbIC
TCXHOJIOTHUU: JOKJIAaAbl CTYACHTOB MO U3YYCHHOMY CAMOCTOATCIIBHO TCOPECTUYCCKOMY MaTCpUally €
MPE3CHTAMSIMU € TIOCIEAYIOIeH AucKyccuew; case—study — paspaboTka U peIIeHHE
CUTYallMOHHBIX 33/1a4, CBSI3aHHBIX C MPUMEHEHHEM CTATUCTHUYECKUX METOJOB KOHTPOJISI KAuecTBa.

Bunbl caMocTOSTENbHOM TTOMTOTOBKU CTYACHTOB 1m0 TeMe: 1. CaMOCTOsATebHOE W3YUYCHHE
OTAENBHBIX BOMpocoB TeMbl. 2. IloaroroBka mokmamoB W mpe3eHTanmid. 3. Paspabotka
CUTYallMOHHBIX 33/1a4.

Tema 7 Konyenyus 6ceobujeco ynpasienusi Kauecmaom.

Conepxxanne TeMbl: PaccmaTpuBaioTcss OCHOBHbIE MOJioKeHHs TQM, 1enu ¥ NpUHLHUIIBL
TQM, nopsiox BHeApeHUs: 1 MHCTpYMeHThl TQM.

@opMBl U METOABI TPOBEACHHS 3aHATHI MO TeMe, NpUMEHseMble 00pa3oBaTeIbHBIC
texHosioruu: Ilpy M3ydYeHHH TEOPETHUECKOTO MaTepHhalia HCIONb3YyeTCs MPE3EHTALMOHHOMN
Marepuai, Co-JIep)Kalluii OCHOBHBIC 3aa4H, CTOSIIHE Tepea oOydaeMbIM IMPU HM3yYCHUH TEMBI,



KJIIOYEeBBIE  TOHATHSA, HEOOXOAMMBIE JJsI OCBOGHHS MaTepualla, KpaTKoe COJepKaHHe
TEOPETUYECKOr0 MaTepuaa, KOH-TPOJIbHBIE BOIIPOCHI AJIsi CAaMOCTOSATEIBHOIO U3yUEHHsI MaTepraia
U PEKOMEH/IyeMYIO JIUTEpaTypy.

Bunpl camocTosITENbHOM MOATOTOBKH CTYAEHTOB MO TeMme: CaMOCTOATEIbHOE H3Y4YEHHE
OTJEJIbHBIX BOIIPOCOB TEMBI.

5 Metoanueckue yKazaHus 1Jis 00y4arOIIMXCH M0 U3YYEHHUIO U PeaTu3alui JUCIUIIMHBI
(Moay.Jis1)

5.1 MeTtoanueckue PEKOMEHIallUA OﬁyanOH.II/IMCﬂ mo M3YYCHUMI0 NUCHUIUVIMHBI M 1O
o0ecrneYeHHuI0 CAMOCTOATEILHOM paﬁoTbI

[Iporpamma mucturuIMHbl "YrpaBieHne KadyeCTBOM CEPBUCHBIX YCIYT" MpeaycMaTpUBacT
MPOBEJICHUE JICKIIMOHHBIX, MPAKTHYECKUX 3aHITHH U CaMOCTOATEIbHYIO paboTy oOydaroIiuxcs.
[Ipu »tom crynentsl 35 % BpeMeHM HU3y4alOT JUCHUIUIMHY B ayJUTOPUU TOJ] PYKOBOJICTBOM
MPETNo1aBaTelis Ha JEKIIMOHHBIX U MPAKTHUECKUX 3aHATHAX, a 65 % - caMOCTOSATEIBHO.

Bo Bpemsi NeKIMOHHBIX 3aHATUH O0Oy4aroIIMMCSI PEKOMEHIyeTCsl BECTH KOHCIEKT JIEKIUH,
yro OyZeT crmocoOCTBOBaTh Jy4IIEMy OCBOCHHIO TEOPETHYECKOro MaTepuana 3a CueT
UCIIONIb30BAaHUSl PA3NUYHBIX (OpPM MaMATH U BIIOCIEACTBUM IOMOXET MpPHU MOATOTOBKE K
MPAKTUYECKUM 3aHATUSAM U cAade 3adera mo gucuurmuimHe. [IpucyTcTBue u paboTa Ha JEKIUAX
CTYICHTOB YUYHUTHIBACTCS B OOIIEH PEUTUHTOBOM OIIEHKE IO ITUCUUIUIMHE. B ciiydae oTCyTCcTBHUS Ha
JCKIIMOHHOM 3aHSATHH M0 YBAXKUTEIBHOW TPUYHMHE, KOTOpas IOJKHA OBITh TOATBEPXkIACHA
JIOKYMEHTaJIbHO, CTYICHT 0053aH MPEIOCTaBUTh KOHCTIEKT 10 BCEM BOIPOCAM MPOMYIIICHHON TEMBI.
[Ipu oTcyTcTBHMM 0€3 YBOKHUTEIHbHOW MPUYMHBI, MMOMHMO KOHCIIEKTa CTYACHT JOJDKCH CHaTh
MPOMYIIEHHYI0 TEMY YCTHO WM B (opMe OIaHKOBOTO TECTUPOBAHUS TUOO MOATOTOBUTH pedepar
I10 MPEUI0KEHHOM IIPET0JaBaTelIeM TEME.

[Ipu mpoBeAeHUH MPAKTUYECKOTO 3aHATHUS CTYACHT OOS3aH BBIINOJHUTH BCE MPAKTUYECKUE
3aJjaHus, BBIIAHHBIC MpernogaBaTeneM. [Ipu oneHke paboOThl CTyACHTa YYUTHIBAETCS KaueCTBO €To
MOATOTOBKUA K 3aHATHSIM U PaOOTHI B ayJUTOPWHU, aKTUBHOCTH BO BpEMs IMPOBEACHUS 3aHSATHH,
CBOEBPEMEHHOCTb U KaU€CTBO BBIIIOJIHEHUSI IPAKTUYECKUX 3AaHUM.

CamocrosaTenpHas paboTa CTyAeHTa MpeIycMaTpuBaeT CIEAYIOIUE BHABI paboT ¢
MIPUMEPHBIM PACIIPEICICHUEM OTBEICHHOTO HAa CAMOCTOSTEIIbHYIO pab0Ty BpEMEHHU.

1. CamocrosTensHOE U3yYeHHE OTAETBHBIX TEM U BOIPOCOB TeOpeTHieckoro kypca. @opma
paboThI — MOUCK HEOOXOAUMON HH(GOPMAIIUHU C HCIIOIH30BAHUEM YISOHOM U CIICIIHATEHOM
JUTEPATYPBl, IEKTPOHHBIX OMOIMOTEYHBIX CUCTEM U MHTEPHET-PECYPCOB, MOATOTOBKA
KOHCIIEKTa 1 pedepara.

2. TloaroroBka noxianoB. opma paboOTH — HOMCK HEOOXOTUMON HH(POPMAITUH C
MCIOJIb30BaHNEM YUEOHOM U CcTienaibHON JIUTEPaTypPhl, SIEKTPOHHBIX OMOIMOTEYHBIX
CHCTEM M UHTEPHET-PECYPCOB, MOATOTOBKA MIPE3CHTAIHH.

3. OdopmieHHne OTYETOB IO pe3yJbraTaM BBITOJHEHHS MPAKTUYECKUX 3amaHuil. dopma
paboThl — MUCHMEHHBIH OTYET.

4. Pa3paboTka coJiepKaHus CUTYallMOHHBIX 3aJad 110 TeMAaTHUKE MPAKTUYECKUX 3aHATHH TeM
No 5, 6 u odbopmnenue pesynsraToB ux pemeHus. Popma pabOThl — MOUCK WM pa3padOTKa
MIPOU3BOJCTBEHHBIX CHUTYallUil KaK OCHOBBI ISl COCTaBICHHS HWHAMBHIYAlILHOTO 3aJaHUs, MpU
HEOOXOJMMOCTH TIOMCK HOPMATHBHBIX JIOKYMEHTOB C WCIIOJIb30BAaHUEM OJJIEKTPOHHBIX 0a3
HOPMAaTUBHO-TEXHUUYECKUX JOKYMEHTOB, IPOBEPKAa HOPMATHBHBIX JTIOKYMEHTOB Ha aKTyaJbHOCTb,
o opMIIeHHE TUCEMEHHBIX OTYETOB C pe3yIbTaTaMt PEIICHUS 3a1a4.

[Ipr moAroTOBKE KOHCHEKTOB, JOKIAIOB, peepaToB M MOATOTOBKE K 3aHITHUSM CTYICHT
JIOJI’KEH TOJIb30BAThCsl HE TOJBKO OCHOBHOM M JIOTIOJHUTENHHOW JTUTEPATypOi, peKOMEHI0BaHHOM
npernojaBaTeyieM, HO M ONUPAaThCS Ha pEKOMEHIOBaHHbIe B 1. 10 Hacrosimedl mporpammbl
WHTEPHET-PECYPCHI; MOTHOTEKCTOBBIC 0a3bl JaHHBIX, pacnoiokeHHbIe Ha caiite BI'YOC B pazaene:



bubnuoreka, a Takke UCIOIB30BATh MaTEPHUAJIbl HAYYHBIX CTATEeH, MyOJIMKyeMbIX B IEPHOIUYECKUX
U3JIaHUSX, Hanpumep xypHaie «CraHAapThl U KauyecTBO», «YIIpaBJICHHUE KaueCTBOM», «MeToibl
MEHEKMEHTa KaueCcTBa», « MEHEeI)KMEHT KaueCTBay.

[TuceMeHHBIE OTYETHI MO pe3yibTaTaM BBIIOJHEHMS MPAKTUUYECKUX 3aJaHUA M pEIeHUus
CUTYalIMOHHBIX 3a/lad JOJDKHBI COJEpKaTh BCIO TpeOyemyro HH(Opmanuio, MpencTaBiIeHHYIO B
CHUCTEMATH3UPOBAHHOM BH/JE 110 (popMe, peKOMEHJOBAHHON MPerojaBaTesieM.

5.2 OcoOGenHocTn opraHu3anuu oO0y4eHUsl JJs JHUL C OrPAHUYEHHBIMH BO3MOKHOCTSIMU
310POBbSI 1 HHBAJIN/I0B

[Tpu HEOOXOMMMOCTH OOYJAIONIMMCS U3 YHCIIA JIUII C OTPAaHMYEHHBIMI BO3MOKHOCTSIMH 3/I0POBBS H
MHBAJIHUOB (T10 3asBJICHUIO 00YYarOIIErocs) MpeoCTaBIsIeTCs yueOHast HHPOPMaIHs B TOCTYITHBIX
¢dopmax ¢ yueToM UX UHIAUBUAYAIBHBIX MCUXO()U3NIECKHX OCOOCHHOCTEH:

- JUIS JIUL] ¢ HApYIIEHUSIMU 3pEHUsS: B NTeYaTHOM (popMe YBEIHMYEHHBIM pUdTOM; B popme
3IIEKTPOHHOIO JIOKYMEHTA; WHJUBUTyJIbHbIE KOHCYJIbTall! c MIPUBJICYCHUEM
TU(IIOCYpIOTIEPEBOAUNKA; MHIMBUAYAIbHBIC 33aHUs, KOHCYJIbTALUU U JP.

- Ui JIML ¢ HApYIIEHUSIMU clTyXa: B Ie4aTHON (opme; B hopMe 3JeKTPOHHOTO JOKYMEHTA;
WHJUBU]lyallbHbIE KOHCYIBTALMU C IPUBJICUYEHUEM CYPAONEPEBOIUNKA; MHAUBUAYAJIbHbIC 33/I1aHUS,
KOHCYJIbTAIlH U Jp.

- ISl TUI] C HapyUICHUsIMHU OTIOPHO-ABUTaTENIBHOTO ammapara: B ne4atHoi gopme; B popme
AJIEKTPOHHOTO JOKYMEHTA; MHIUBUyJIbHBIC 33a/1aHUsI, KOHCYJIbTAlUU U JP.

6 ®oHI OLEHOYHBIX CPEACTB /JIA MPOBEAEeHHs TEKYIIero KOHTPOJIS U NMPOMEKYTOYHOM
arrecTauMy 00y4aroIMXCs M0 JMCUMILINHE (MOTYJIIO0)

B coorBerctBun ¢ tpeboBanumsiMu PI'OC BO mns arrecranum  oOydarommxcs Ha
COOTBETCTBUE MX IEPCOHANBHBIX JOCTHKEHUM IUIAHUPYEMBIM pe3yiasraTaM OOydeHHUs 110
JUCLUIUIMHE (MOJIYII0) co3/aHbl (DOHIBI OLEHOYHBIX CPENICTB. THIOBBIE KOHTPOJBHBIC 33JaHUS,
METOJIMYECKUE MaTepHallbl, ONPEAEIAIOIUE MPOLETyphl OLIECHUBAHUS 3HAHUM, YMEHUH M HAaBBIKOB,
a TaKXKe KPUTEPHUM U I0Ka3aTesld, HEOOXOAUMbIC Ul OLEHKM 3HAHWN, yMEHUH, HABBIKOB U
XapaKTepU3yIOIUe ATaIbl (OPMHUPOBAHUS KOMIIECTEHIUI B MpoOIlecce OCBOEHUS 00pa30BaTeNbHON
MpOTrpaMMmBbl, ipesctanieHbl B [Ipunoxenun 1.

7 Y4yeOHO-MeTOAMYECKOEe M HH(POPMALMOHHOE 00eceYyeHrue TUCHUIIJIMHBI (MOAYJIs1)

7.1  Ocnoenaa numepamypa

1. Konomnes C. I1. YnpaBnenue kauecTBoM : YueOHOe mocobue [DIeKTpoHHBIH pecypc] :
NH®PA-M , 2020 - 252 - Pexxum gocrtyna: https://znanium.com/catalog/document?id=354467
2. Kypoukuna, A. 0. YmpapiieHue Ka4eCTBOM yCIYT : YYeOHUK U PAKTUKYM JUIsI By30B /

A. 10. Kypoukuna. — 2-e uzn., ucnp. u jgon. — Mocksa : M3parensctBo FOpaiit, 2023. —
172 c. — (Bwicmee obpazoBanme). — ISBN 978-5-534-07316-4. — TekcT : SJIEKTPOHHBIA //
ObpazoBatenbHas tinarpopma HOpaiit [caiit]. — URL: https://urait.ru/bcode/512424 (nata
obpamenusi: 22.07.2024).

3.  Marep, B. E. Ynpasnenue kauectBoMm : yuebHoe nocobue / B.E. Marep. — Mockaa :
NHO®PA-M, 2020. — 176 c¢. — (Bricmiee o6pazoBanue). - ISBN 978-5-16-004764-5. - Tekcr :
anektponnbidi. - URL: https://znanium.com/catalog/product/1052442  (mata oOpaieHus:

23.07.3783). — TekcT : 2NeKTPOHHBIH.

4. Maromenos, L11. I1I. Ynpasnenue kauectBoM : yueOHuk / LLI. I1I. Maromenos. - 3-e u3.,
nepepad. u jom. - Mocksa : M3narenscko-toproBas kopropanus «JlamkoB u K°», 2023. - 352 c. -
ISBN 978-5-394-04395-6. - Tekct : 3JIEKTPOHHBIN. - URL:
https://znanium.com/catalog/product/2041753 (mara oOpamenus: 23.07.3783). — Tekct



AJIEKTPOHHBIN.

7.2 [dononnumenvnas numepamypa

1. AnrtonoBa, U. W., BceoOmee ympaBieHue kadecTBOM. [IpuHIUIBI BCeoOIero
MEHEPKMEHTa KadecTBa : yueOHoe mocobue / WM. U. AntonoBa, B. A. CmupHoB. — MockBa :
Pycaiinc, 2022. — 120 ¢c. — ISBN 978-5-4365-8996-1. — URL.: https://book.ru/book/942893 (narta
obpamenust: 17.07.2024). — TekcT : 2IEeKTPOHHBIH.

2. Tepacumoga, E. b. Ynpasienue kauectBoM : yueOHoe nocodue / E. b. I'epacumona, b.
N. T'epacumos, A. 10. CusukuH ; nox pea. b. U. I'epacumoBa. — 4-e uza., ucnp. u gon. — Mocka
: ®OPYM : UHOPA-M, 2023. — 217 c. + Jlon. marepuansl [DnekTpoHHbli pecypc]. — (Cpennee
npodeccronanbHoe obpazoBanue). — DOI 10.12737/23589. - ISBN 978-5-00091-420-5. - Texcr :

anektpoHnbld. - URL: https://znanium.com/catalog/product/2015303  (mara oOpamieHus:
23.07.3783). — TekcT : 2IEeKTPOHHBIM.
3. Kopnonckas, 1.b. Ynpasnenne kadectBoMm : yded. mocobue / [loBoimk. roc. yH-T

TesiekoMMyHuKauuil 1 uapopmaruku; U.b. Kopnonckas .— Camapa : U3a-so [II'YTH, 2017 .— 99
c. — URL.: https://lib.rucont.ru/efd/641673 (nata oopamenus: 18.07.2024)

7.3 Pecypcovt ungpopmayuonno-menekommynuxkayuonnou cemu "Hnmepuem',
6KI0YAA  npogheccuonanvHvle 0azl OAHHLIX U UHOOPMAUUOHHO-CHPABOYHDbBLE
cucmembsl (npu HeobX00UMOCmuU):

1. OG6pasoBarenbHas miathopma "FOPANT"

2. OnextponHass OubOnuoteunas cucreMa ZNANIUM.COM - Pexum poctyma:
https://znanium.com/

3. DOnextpoHHO-OMOMMOTeYHas cuctema "BOOK.ru"

4. DOnextpoHHO-OnOMMOTEYHast cuctema "ZNANIUM.COM"

5. DOnextpoHHO-0mOMMoTeyHas cuctema "PYKOHT"

6.  Open Academic Journals Index (OAJI). [IpodeccuonansHas 6a3a JaHHBIX - Pexxum
noctyna: http://oaji.net/

7. [Ipesunentckass Oubnmoreka wMm. b.H.Enpnmua (6a3a maHHBIX —pa3sIudHBIX
npodeccuoHaIbHbIX o0nacteil) - Pexum noctyna: https://www.prlib.ru/
8. WNudpopmanmonno-cripaBounas cucrema "Koncymsrant Ilmroc" - Pexum mocryma:

http://www.consultant.ru/

8 MarepuajbHO-TeXHHYECKOEe o0ecredyeHre IUCHMIUIMHBI (MOAYJf) W IMepedYeHb
MHPOPMANMOHHBIX TEeXHOJIOTHii, HCIIOJIb3yeMbIX IPH OCYHIeCTBJEHHH 00pa30BaTeJbHOI0
npouecca no JMCuMIvInHe (MOIYJII0), BKJIYasi lepevyeHb MPOrPaMMHOI0 odecredeHnst

OcHOBHOE 000pPYIOBAHUE:

- IIpoexrop

[IporpaMMHoe obecrieyeHue:
- I'apanTt
- Koncynsrantlnroc
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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

Komnerenus cunrtaercst copMUpOBAaHHONW Ha JTaHHOM ATale B CIyyae, €CH MOJIyYeHHbIE
oOydyeHUs: MO JUCHMIIMHE OLIEHEHbI

pe3ynbraThl

ITOJIOKHUTCIILHO (I[I/IaHaSOH KPpUTCPHUCB

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

cIydyac€ 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

Kox u popmynupoBka nHAUKAT
Opa JIOCTH)KEHUS KOMIIETCHIINH

Kpurepun oneHMBaHUS Pe3yJIbT
aToB O0yYeHUs

OIIK-3.1k : ComocTasisieT ¢ax
THYECKOe Ka9eCTBO YCIYT C Tpe
OyeMBIM U pa3padaTeIBacT KOpp
EKTUPYIOIUE JEHCTBUS 110 COBE
PIICHCTBOBAHUIO MPOIIECCA OKa3
aHMA YCIIYT B COOTBETCTBUU CO
crangapramu UCO 9000

MOHCHeﬁ, MPUHOHUIIOB U METOI0

II0JIHOE 3HAHUE MOJIEJIEH, IPHH
IIUITOB U METOI0B (POPMUPOBAH
Ul CHCTEM MEHEDKMEHTA Kadyec
TBa

AHAJIU3UPOBATH COCTOSIHUC CUCT

000CHOBaHNE IPUHUMAEMBIX pe
LIEHUH

BJIAJCHUS CI0OCO0aMU U METO1a
MH COBEPIIEHCTBOBAHUS CUCTEM
bl YIIPaBJICHUS KAYECTBOM U 00¢

CIoCcOo0bI, METOBI Pa3pad0TKU
IIpOLEyp U METOAOB KOHTPOJIS
Ha Bcex craamsx KT

OIIK-3.2k : Pa3pabatbiBaeT KOp
PEKTHpYIOLINE ACHCTBHS 11O COB
€pIICHCTBOBAHUIO MIPOLIECCA OK
a3aHUs YCIIyT Ha OCHOBE IIPOBE
JICHHOH OIIEHKH Ka4ecTBa

ero ympasieHus kadectBoM TQ

MOJIHOE 3HAHUC PUHIUIOB U M
€TOJIOB BCEOOIIETO yIPaBICHHSI
kauectBoM TQM

OPraHM30BaTh PabOTY IMEePCOHAI
a mo GOPMUPOBAHHIO MTOTUTUKH
, Iiesel 1 3a7a4 B 00J1aCTH Kade

Pe3ynbraTel 00y4eHus 10 JUCHUIUINHE
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b M €MBbI YIPaBICHHUS Ka4eCTBOM U
1 eH | obecreueHneM KOHKYPEHTOCIIO
ne | cobHocTH
H
P
i aB
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1 < CIICYCHHS KOHKYPEHTOCTIOCOOH
OCTH
P 3H | NpPUHLMIIOB U METOJOB BCEOOII
bl aH
2 ne | M
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2 ue | cTBa

HHCTPYMCHTBI OLICHKHW MOTHBAI|
UM TTepcoHana




P i BJIaJICHHUS CIIOCO0aMH, METO1aM KOPPEKTHOCTb TOIYYAEMBbIX Pe3
i 1 pa3pabOTKH NPOLEYP U METO YIIBTATOB
2 il JIOB KOHTPOJIS
P vy

M pa3pabaTeIBaTh IPONEAYPEl K M | BBIOOP METOAOB (HHCTPYMEHTOB
)31 €H | eTojbl KOHTPOJIA ) peleHus 3a1a4y

ue

Tabnuia 3amoiHSETCS B COOTBETCTBUU ¢ pasznenioM | Paboueit mporpamMMbl TUCIHMILTHHBI
(Moyst).

3 IlepeyeHb OLIEHOYHBIX CPEACTB

Tabnuua 3 — IlepedeHb OLIEHOYHBIX CPEICTB M0 TUCHUIUTMHE (MOIYIIIO)

HaumeHOBaHHE OIICHOYHOTO CPECTBA U TP
Kourponupyemeie mianupyembie pesy | KoHTposupyembie TeMbI encrapiienue ero 8 OC
JBTAThI 00yYeHUS JUCHIATUTHHBI 5 TIpoMeskyTouHas at
TekyIuii KOHTPOJIb
TecTaIus
OuHas popma oOydeHHUs
P/1 3HaHue : MoJenei, mpuHIL 1.4. Poccuiickuii moaxon JToknaz, cOOBIIeHH
UIIOB U METOAOB (hopmup K yIPAaBJICHHUIO KAYECTBOM | ¢ Tecr
OBAHUS CHCTEM MEHEHKM Ha OCHOBE TPeOOBaHUI M
€HTa Ka4yecTBa ©XKIyHAPOHBIX CTAHAAPT
oB cepuu MCO 9000. Ocu
OBBI MPOIIECCHOTO MOIXO0/T
a. Cucrema mokasarenei CobecenoBanue Tecr
JUTSL YIIPABIICHHUS [IPOIIECC
aMH.
Pl YMeHue : aHanu3upoBaTh 1.5. TIpHHIHMIBL, MOACTH,
COCTOSIHUE CUCTEMBI yIpa
BeHIA KadecTEOM 1 ofec | AFCTPYMEHTBI H TEXHOIOT Keiic-3azaua Ipaktryeckas pabo
WU YIPaBJICHUS Ka4eCTBO Ta
MeYEeHHUEM KOHKYPEHTOCIT
M MPOIYKIIUU
0COOHOCTH
Pl HaBebik : BnameHus cnocod
aMu ¥ METO/IaMU COBEpIIIE 1.5. [Ipunnunel, Moaenwy,
HCTBOBAHWS CHCTEMBI YD | MHCTPYMEHTEI H TEXHONOT [ pecp ooy Pedpepar
aBJICHUS KAUYeCTBOM M 00¢ | WU yIpaBJICHHUS KauyecTBO
CIICUCHHS KOHKYPEHTOCIIO | M MPOIYKIIUU
coOHOCTH
P2 3HaHue : IPUHIUIIOB U Me 1.1. CymHocTs KauecTsa, JToknaz, cOOBIIeHH Cobecenonane
Toz10B BeeobIlero ynpasn OCHOBHEIE NOHATUSA B 001 | ©
exmd kagecrsom TQM aCTH KauyecTBa, 00bEKTHI
YIIPABIICHHS KAYECTBOM Konnoksuym CobGecenoBanue
1.2. Ynpasnenue kauecTB OKJIAL. COOOIICHH
OM TIPOAYKIMH U ycuyT. K f " " Cobecenopanue
OHIICIIIHS YIIPABJICHHS Ka
9eCTBOM. DBOJIIOIHS TTOH
ATHH «KAUECTBO» U «YTPA | KomiokBHyM CobecenoBanue
BJICHUE KQYECTBOM IPOIY
KIUH U YCIIyT.
1.3. CoBpeMeHHas KOHIIE fomaﬂ’ coobuiern CobecenoBanue
TIHST YIIPaBJICHHUS KayecT
BoM. Llenu u 3aga4n, 00b




€KTBI U CyOBEKTHI, (DYHKII
UM ¥ METO/IbI YIIPABJICHUS
Ka4eCTBOM

Konnoxksuym

CobecemoBanue

1.4. Poccuiickuii moaxo/
K YIPAaBJICHHUIO KaYeCTBOM
Ha OCHOBE TpeOOBaHUN M
€XKyHApOHBIX CTAHAAPT
oB cepuu MCO 9000. OcH
OBBI MPOIIECCHOTO MOIXO0]T
a. Cucrema nokasareiiei
JUTSL YTIPABIICHHS TIPOIIECC
aMH.

Joxma, cooOmeHu
e

CobecemoBanue

Konnoksuym

CobecenoBanue

1.5. Tlpunnunel, Mmoaeny,
HWHCTPYMEHTBI U TEXHOJIOT
WU yNpaBJICHUS KaueCTBO
M HPOIYKIIMU

Jloknazn, cooOIeHn
e

CobecegoBanue

KomnokBuym

CobeceoBanue

1.6. IIponecc ynpaBieHus
Ka4eCTBOM IPOLYKIUU U

ycIyr

Joxmam, cooOmeHu
e

CobeceoBanue

Konnoxksuym

CobecemoBanue

1.7. KoHuenmus BceoO1e
rO YIpaBJCHHS Ka4eCTBO
M

Joxkma, cooOmeHu
e

CobecemoBanue

Konnoxksuym

CobecemoBanue

P2

‘YMeHue : opranu3oBarh p
aboty nepconaia no ¢op
MHPOBaHHUIO TOTUTUKH, 1]
eJie 1 3a/1a4 B 00J1aCTH K
aJecTna

1.5. IlpuHuumnel, MoienH,
WHCTPYMEHTBI H TEXHOJIOT
WU yNPaBJICHUS KaueCTBO
M MPOIYKIINH

Ketic-3amaua

CobecemoBanue

P2

HaBrik : BrageHust cnocoo
aMH, METOZIaMH pa3paboT
KH TIPOLICTYP U METOJIOB K
OHTPOJIS

1.6. Ilporecc ynpaBneHus
Ka4eCTBOM IPOIYKIHU H

ycIyT

Joxkmam, cooOmeHu
e

CobeceoBanue

P/I3

YMmenue : pazpabaTbIBaTh
HPOLEAYPHI U METOBI KO
HTPOJIS

1.5. [Ipunnunel, Moaenwy,
HHCTPYMEHTHI U TEXHOJIOT
WU YIPaBJICHUS Ka4eCTBO
M MPOIYKIIUU

Keiic-3amaua

CobecegoBanue

4 Onucanme nmpoucaypbl OeHuBaHUA

KauectBO cpopMHUpPOBAaHHOCTH KOMIICTCHIIMH Ha JaHHOM JTale OICHUBAETCS 10
pe3yibpTaTaM TEeKYIIUX W MPOMEKYTOUYHBIX aTTECTAllMi MPHU MOMOIIU KOJWYECTBEHHOH OICHKH,
BEIpOKEHHOW B Oaymax. MakcuMmanbHas cymMMma OauioB 1o guciuruimHe (Momaymo) paBHa 100
Oamiam.

Bun yuebHoi O1eHOYHOE CPENICTBO
okyaaepl  |Pedepatsr oknanpl  |Pedepartsl oknanel  |Pedepatsr

NEATENbHOCTH |04 tep Hoxnan tbep Jloxrar dep
Jlexuun 10 Jlexnun 10 Jlexuun 10

IIpakTuuec IIpaxtuuec
[IpakTuueckue 3aHATUS 10 KHE 3aHATH 10 KH€ 3aHITH 10

s s

CamocTosT CamocTosT
CamocrosiTenbHas padbo
a 5 5 enpHas pab |5 5 enpHas pab |5 5

oTa oTa

IIpomexyTt IIpomexyT
IIpomexyTouHas p Y p Y

OYHas aTTec OYHas aTTec
aTTecTalus

Tanus Taus




| Htoro

|15 [15

[troro |15 |15 [iroro |15 |15 |

CymmMa 6ainsioB, HAOpaHHBIX CTYAEHTOM IO BCEM BUIAM y4eOHOW JESATENbHOCTH B paMKax
JTUCITUTLIMHBL, IEPEBOIUTCS B OLIEHKY B COOTBETCTBHHU C TaOIHUIICH.

Cymma basios OLueHka 1o IpoMexy
. XapakTepucTHKa KauyecTBa CHOPMUPOBAHHOCTH KOMITETEHIINH
0 JUCLUILIMHE TOYHOU aTTeCTallun
CTyaeHT 1eMOHCTPHUPYET CHOPMHPOBAHHOCT JUCIUILUTHHAPHBIX KOMIIETEHINH, 00
Hapy’KHBaeT BCECTOPOHHEE, CHCTEMAaTHUECKOe U [Ty0oKoe 3HaHUe yueGHOro Marep
o1 91 10 100 «3a4TeHO» / Haja, yCBOMII O(jHOBHyPO J'II/IT?paTypy U 3HAKOM C JIONIOJIHUTEJIbHOHU JIUTEpaTypol, pe
«OTJIIMYHOY KOMEH/JOBaHHOI IIPOTpaMMOH, yMeeT CBOOOAHO BHINOIHATH IPAKTHUECKUE 3a1aHN,
MPeLyCMOTPEHHbIE MPOrPaMMOii, CBOOOIHO ONEPHPYET MPUOOPETEHHBIMU 3HAHUSIM
Y, YMEHUSIMU, IPUMEHSAET UX B CUTYalLUsIX MOBBIIIEHHOH CI0KHOCTH.
CTyaeHT AeMOHCTpHPYET c(HOPMUPOBAHHOCT JUCIMILTMHAPHBIX KOMIIETEHIUH: OC
ot 76 10 90 «3a4TeHO» / HOBHBIC 3HAHUSA, YMEHUSA OCBOCHBI, HO JOIYCKAIOTCS HE3HAYUTEIbHBIC OLHvl/I6KI/I, HET
«XOpOLIO» OYHOCTH, 3aTPYIHEHHUS IIPU aHATUTUYECKUX ONEpalUAX, IEPEHOCE 3HAHUN U YMEHH
/i Ha HOBBIE, HECTAHIAPTHBIE CUTYaLUU.
CTyzaeHT neMOHCTpUpyeT chOPMUPOBAHHOCTD AUCUUILIMHAPHBIX KOMIIETEHIIUIL: B X
«3a4TeHO» / 0J1e KOHTPOJIEHBIX MEPOIIPUSTHH JOITYCKAIOTCS 3HAYUTENbHBIE OIIHOKH, IPOSIBIISIETC
ot 61 10 75 «YJIOBJIETBOPUTENILH 51 OTCYTCTBHE OTIEJIbHBIX 3HAHUH, YMECHUH, HABBIKOB 110 HEKOTOPBIM JAUCLUIUINHAPH
o» bIM KOMIIETEHIUAM, CTYyJAE€HT HCIBITHIBAET 3HAYUTEIbHBIE 3aTPYAHEHHS IIPU ONIEPUP
OBAaHMHU 3HAHUAMU M YMEHUSAMM NPU UX TIEPEHOCE HA HOBBIEC CUTYALIUH.
«HE 3a4TeHO» /
or 41 10 60 P — VY cTyneHTa He ctbo;zMHpOBa}iLI JUCLUUILIMHAPHBIE KOMIIETEHIIUH, IIPOSBIIAETCS HENO
CTAaTOYHOCTh 3HAHUH, YMEHHUH, HABBIKOB.
HO»
«HE 3a4TeHO» /
o1 0 10 40 P — JlucuuninuHapHele KOMIIETEHIMM HE cdjopMHpmzaHLL IIposBiseTcs nomnHoe win
Hon MPAKTUYECKH ITOJTHOE OTCYTCTBHE 3HAHWM, YMEHUH, HABLIKOB.

S IlpumepHBIe OLIECHOYHBIE CPEeACTBA

5.1 IlpumepHBbIii IepevyeHb BONPOCOB M0 TeMaM

Tema Ne 1. Cywgnocmy Kauecmea, 0CHOGHbIE NOHAMUA 8 001ACMU KAYecmea, 00beKmbyl
Ynpaeienus Kauecmeom.
Tema Ne 2. Ynpaenenue xauecmeom npodykuyuu. Konyenuyus ynpaeieHus Kauecmeom.
Deonwyua nonamuil «Kayecmeo» U «ynpaenenue kKavecmeom npooykyuu. Kauecmeo u
KOHKYPEHMOCnOCOOHOCHLb.
Tema Ne 3. Ynpaenenue kauecmeom npodykuyuu. Ilenu u 3a0auu, o6vekmol u cyovekmel,
dynkyuu u memoowt

1. B yem cymHOCTh KOHUENIMU YIIPABICHHUS Kau€CTBOM MPOTYKIIMU?
2. Kaxkoe 3HaueHHE UMEET MOBBIIICHNE Ka9eCTBA MPOAYKIIUH JIJIsl IPOU3BOAUTEINS U
norpedurens?

NN R W

Ka4eCTBOM MPOLYKIIHH.
9. HazoBute oCHOBHBIE (PAKTOPHI MOAEPKAHUS YPOBHS KaueCTBAa U KOHKYPEHTOCTIOCOOHOCTH
MPOAYKIHH.

10.
notpeouTenei.

OO0BscHUTE

B3aMMOCB3b

B uem cymnocts Mogenu «Kombio ycrnexay?

Ha3zoBure ueThipe neproia 3BOITIONMH Ka4eCTBa.

Yro Takoe ypoBEHb Ka4eCTBa MPOLYyKIUU?

HazoBute ¢a3zbl (meprosl) yrpaBieHUs KaueCTBOM MPOITYKIUH.

B 4yeM cyniHocTh MOJUTHKY B 00JaCTH KayecTBa?

Jaiite onpeneneHune MOHATUAM «00ecrieueHre KayeCTBOM MPOAYKLUN» U «yTpaBICHUE

KOHKYPEHTOCIIOCOOHOCTH ¥ yAOBJIETBOPEHHOCTHU

11. B yem 0COOEHHOCTb OLIEHKM KOHKYPEHTOCIOCOOHOCTH MPOAYKLHU BO B3aUMOCBSI3U C



IIPUBJIEKATEILHOCTHIO Mara3uHa U Ka4eCTBOM CEPBUCHBIX yCITyTr?

12. Ha3zoBuTe OCHOBHBIE MYTHU MOAJIEPKAHUS YPOBHS KaueCTBAa M KOHKYPEHTOCIIOCOOHOCTH
IPOAYKIUH.

13. B uyem cymHocTh (OPMHUPOBAHUS MOTPEOUTENBCKUX MPEANOYTEHUI M KAaKOBBI
OCHOBHBIE (pakTOpbI UX PopMupoBaHus?

14. Hasosure nenu u 3aauu ynpasiaeHUs] KAY€CTBOM IPOAYKIIHH.

15. Ha3zoBute oCHOBHbIE (PYHKIMH yIPABICHUS KAYECTBOM IPOAYKIIHH.

16. HazoBuTe OCHOBHBIE METOABI YIPABICHHUS KAueCTBOM HPOAYKIMH. B uem wux
CYIIHOCTb?

17. B uem cyurHocTh xku3HeHHoro nukia npoaykuuu (QKLIT)? Hazosute atansr KL

18. Ha3zoBuTe OCHOBHBIE NMPUHIUIMBI OOECIIEYEHUS KadecTBAa M YMPABJICHUS KadyeCTBOM
HPOIYKIUH.

19. Ha3zoBute ocHOBHBIE (pakTOpPHI 0OECIIeUeHUsT KaueCTBa MPOAYKITHH.

Tema Ne 4. IIpunyunvl, mooenu, UHCMPYMEHMbL U MEXHONO2UU YRPAGICHUA KAYECHEOM
npooyKuuu

Ha3oBuTe OCHOBHBIE IPUHIIUIIBI CHCTEMHOIO YIIPABJICHUS KAYE€CTBOM.
B yem cymuocTs KOHTposIbHBIX KapT Lllyxapra?
Yro Takoe «ImeTis KayecTBa»?
Yro nonumaercs nox Llukiaom /leMuHra u KakoBbl €ro 3Tarbl?
Uto noHuMaeTcs 1o KOHIEIIUEN €XXEeroqHOro yaydieHus kadecrsa k. Jkypana u Ha
KAaKUX NPUHIMIAX OHA OCHOBBIBAETCA?
B uem cymuocTs nuarpamMmsl Mcukasel?
Ha xakux OCHOBHBIX MOJOXKEHUAX 0azupyroTcs Meronabl TaryTu?
Packpotite ocHOBHOE cozepskanue nporpammbl ZD @. Kpocowu.
KakoBa ponp A. @eiirendayma B pOpMUPOBAHUHU CUCTEMHOTO M1O/IX0/Ia K YIPABJICHUIO
KayecTBOM?
10. PackpoiiTe copepxaHnue OCHOBHBIX HAIIMOHAJIBHBIX KOHIIEIIMI YIPABICHUS KaY€CTBOM
(bUII, CbT, KAHAPCIIM, HOPM, KCVYKII).

11. PackpoiiTe CyIIHOCTh OCHOBHBIX TE€XHOJIOTUM YMNpPABJICHUS KAYECTBOM: TEXHOJIOTHS
pas3BepThIBaHus (yHKIMH KauecTBa; FMEA-ananus; ynpasieHne OTHOLICHUSMU C TIOTPEOUTEISIMU;
CALS-texnosornn; koumemnmusi «lllectb  curm»;  (QYHKIMOHAIBEHO-CTOMMOCTHOW — aHAJIH3;
Juarpamma noTpeOuTeNbCKON EHHOCTH MPOAYKIIHH.

12. CyuHocTh IUIaHUPOBAaHMSI Ka4e€CTBA MPOAYKIIMH.

13. [laiiTe xapaKTepUCTHKY OpraHu3aluu padoT M0 KauecTBY.

14. B yem cyTh MOJEIM CAMOOLIEHKH OPraHU3allud Ha COOTBETCTBUE IPEMUI IO Ka4eCTBY?

15. Kakue kputepuu OLEHKH UCIIONB3YI0TCs B EBponelickoil mpemuu no kayecTpy?

16. Kakwue nenu npeciaeaytoT HallMOHAIbHbIC IPEMHUH B 001aCTH KayecTBa?

17. llpuBeauTe NpUMeEpbl POCCUHCKUX MTPEMUI B 00JIaCTH KayecTBa.

Tema Ne 5. Ilpouecc ynpasénenusa xauecmeom npoOyKuuu. YnpaeieHue Kauecmeom u
KOHKYPEeHmocnocooHocmovto npodykyuu na smanax KIJ. Ayoum ypoeuns kauecmea npooykyuu.
Ananu3 3gppexkmuenocmu cucmemol Kauecmea

AR

Lo

Pa3bscHUTE CYyITHOCTH OCHOBHBIE BUJIOB M METO/I0B KOHTPOJISI KAUeCTBa.

JlaiiTe XapaKTepUCTUKY CTaATUCTUYECKUX METOJ0B KOHTPOJIA KauecTsa: quarpamma [lapero,
IIPUYMHHO-CJIEICTBEHHAs AMarpaMmMa, TucTorpaMma, 1uarpaMMa paccesiHus, KOHTPOJIbHas
KapTa.

B 4yeMm cyniHocTh pa3paboTKu U peau3alii MEpONpUsSTHIA 0 Ka4ecTBY?

Yro Takoe ayuUT YpOBHs KauecTBa?

B ueM cymHOCTh OPEHIOBBIX CBOMCTB MPOIYKITUN?

JlaliTe XapaKTEpUCTUKY OCHOBHBIX METOJOB OIIPEAEIICHUS II0Ka3aTellel KaueCcTBa MPOAYKIUU
Y YPOBHSI KQue€CTBa MPOIAYKIIHH.

7. JlaliTe XapaKTEepUCTUKY OCHOBHBIX 3TAIllOB KOMIUIEKCHON OLIEHKH YPOBHS KauecTBa

N —

SIS



MPOAYKIUH.
8. HazoBure ocHOBHBIE TPOOIEMBI OACPKAHKS YPOBHS KauecTBa MPOAYKIIHH.
9. HazoBuTe OCHOBHBIC MHCTPYMEHTBI YIIPaBJIEHUS KAU€CTBOM B OOpAIlleHUHU U UCTIOIb30BaHUHU
MPOTYKIIUH.

10. Ilepeuncanre OCHOBHbIE MPUHLUIIBI CHCTEMHOI'O MOAX0/1a K YIIPABICHHUIO KAUYECTBOM.

11. Ha3oBuTe OCHOBHBIE JIEMEHTHI CUCTEM KaueCTBa.

12. HazoBuUTE OCHOBHBIE 3TAIBI pa3pabOTKH CUCTEM KayeCTBa.

13. Yrto siBAsieTcs TIaBHBIM KpuTepueM 3(h(peKTHBHOCTH cHUCTEMBI KauecTBa?

14. Ha3oBuTe OCHOBHbIE HAIPABJICHUSI COBEPILICHCTBOBAHMSI CUCTEM KadecTBa.

15. Ha3zoBuTe oCHOBHbIE NIPUHIUIBI U OCHOBHBIE YacTu TQM.

16. Kaxkue pa3nens! BkitoueHsl B cTpykrypy crangapra FOCT P TCO 9001-2008?

17. B ueM CyLIHOCTb ATANOB OLICHKH CUCTEM KadecTBa?

18. HazoBuTE OCHOBHBIC 3aKOHBI, CITy>KaIllUE JJIsl IPAaBOBOTO OOECIIEYEHUs KaueCTBa.

19. JaiiTe kiaccu(uKammio 3aTpar Ha KauyecTBo.

20. Kakue METOIMUYECKUE MOIXO/bI HCIIONB3YIOTCS B OIEHKE d(P(PEKTUBHOCTH YIIPABICHUS
KauecTBOM?

21. B ueM cymHOCTb ynpaBieHUs 3aTpaTaMy Ha KauecTBO?

Kpamkue memoouueckue ykazanus

Cobecedosanue (sK3amer) npogooOUmMcs 8 YCmHol popme nO IK3AMEHAYUOHHBIM OULEmam,
BKIIOUAIOWUM MPU 60NPOCA U3 NPEOCMABIEHHO20 Nepeytsi (N0 0OOHOMY BONPOCY U3 Mpex Pa3HbIX
mem). Ilpu neobxooumocmu, npenooasamenb Moxicem 3a0a8amv OONOJHUMENbHbIE BONPOCHI, KAK
VMOUHAIOWEe20 Xapakmepa, mak U HecesA3aHHble ¢ 8ONPOCAMU, 8KIIOYEHHBIMU 8 IK3AMEHAYUOHHbIe
ounemsl. Ha nodzomosky omeemoé na 60npocel dK3ameHayuonno2o oOurema omeooumcs 20
munym. Ilpu cobecedosanuu cmyoewm OOJJICEH OmMBEYAMb YEMmKO, 6HAMHO U MOIbKO HA
KOHKPemHO NOCMaeieHHble 80NPOC.

IlIxana oyenku

Ne Bamner* Ormnucanue

CTYACHT NOJIHO, Y€TKO U AICHO OTBCYACT HAa BCE BOIIPOCHI IK3aMECHAIIMOHHOI'O 6I/IHeTa, a TaKXe JOI10J1

5 19-20
HUTENIBHO 33/IaHHBIC MIPETIO[aBaTeIEM BO BPEeMsI HTOTOBOTO COOECEeJOBaHMUS

CTYACHT OTBE€YACT Ha BCE BOIIPOCHI SK3aMECHAIIHUOHHOI'O 6I/IJ'IeTa, a TaKXKe JOIMOJIHUTECIIBHO 3a1aHHbIC
npenogaBaTesieM BO BpEMs UTOTOBOI'O CO6€C€HOBaHI/IH, OJHAKO CaMOCTOATEJIbHBIC OTBCTHI Ha BOIIPO
Cbl HEJOCTATOYHO IOJIHBIC, HO CTYACHT CII0CO0EH JaTh YETKUM OTBET IOCJIE JOTIOJHUTEIHHBIX pasb|
CHAIOLIMX BOIIPOCOB NpEnoaaBaTesd

4 16 - 18

CTYAEHT OTBE€YACT YE€TKO U JIOTUYHO Ha JIBA U3 3-x 3aJaHHBIX NIPENIOAABATEIIEM BOIIPOCOB BOMIPOCEHI 3
K3aMCHAIlUOHHOI'O 6I/IJ'I€T3, a Tak)Ke OOJIBIIMHCTBO JOIOJHUTEIIBHO 3aIaHHBIX ITPEIIoAaBaTeIEM, HO
HEC OTBCYACT Ha HOCJ'ICI[HI/If/i BOIIPOC, UJIK HE MOXKET B TTOJTHOM MEPE OTBETUTH HA BCC TPU
MOCTAaBJICHHBIX BOIIpOCa

3 12-15

CTYAEHT OTBE€YACT YETKO U IPAaBUJIbHO HA OAWH U3 BOIIPOCOB 3K3aMECHALIMOHHOI'O 6uneTa, HO 3aTpyn
2 6-11 HACTC OTBETUTH Ha ABa APYTI'UX BOIIPOCA, a TAKKE BOIIPOCHI, JOIIOJHUTEIIBHO 3aJaHHbIC IIPEIIogaBa
TCIEM

CTYACHT HE OTBECTUJI YETKO U IPAaBUJIbHO HU HA OAUH U3 3aJITaHHBIX MTPENIOIaBaTCIEM BOIIPOCOB, UIIN
3aTPYAHACTCA OTBETUTDH Ha BCE IOCTABJICHHBIC BOIIPOCHL

1 0-5

5.2 Bonpocsl 10 TeMam/pa3jiesiaM JUCHUILIHHBI 1JI51 POBeIeHUs] KOJUIOKBHYMA

Tema Ne 1. Cywynocmop Kauecmea, OCHOGHbIE NOHAMUA 6 001GCMU KAYecmea, 00beKmbyl
YRpaeieHus Kauecmeom.

1. CymHOCTh KauecTBa: TEPMUH «KA4€CTBO» U €r0 OMpeJesIeHne; TPU 3JIEMEHTa B TOHATUU
KauecTBa: O0OBEKT, MOTPEOHOCTH, XapaKTEPUCTUKH.

2. XapakTepucTuka TpeOOBaHUH K MPOAYKLIUN

3. OcHoBHbIE (aKTOPHI, BIUSIONINE HA KAYECTBO MPOTYKIIUU

4. OnpeneneHre OCHOBHBIX TEPMUHOB B 00JIACTH YIPABJICHUS KAYECTBOM.

Tema Ne 2. Ynpasnenue xauecmeom npooykuyuu. Konyenyusa ynpaeienus kauecmeom.
Jeonwyus noHaAmMuUl «Kayecmeo» u «ynpaenenue kKawecmeom npooykuyuu. Kauecmeo u
KOHKYPEHmMOCnoCcoOHOCHLb.

1. CymHOCTh KOHIIETIIIUY YTIPABICHHS Ka4€CTBOM MPOAYKIIUU U YCIYT.



2. UcTopudeckue acreKThl IBOTIOIUN TIOHATHUS «KA4€CTBOY.

3. AHanu3 TIOHATHS «KaueCTBO», JaBaeMO€ pa3IMYHBIMH YYCHBIMH B HMCTOPHYECKOH
PETPOCTIEKTHUBE.

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

1. [Tonmutuka B 00JIacTH KauecTBa, ENU U 33/1a4 YIIPABJICHUS KaUeCTBOM.

2. OOBeKTHI, CyOBEKTHI M (PYHKIUHU YIPABICHUS Ka9YECTBOM.

3. MeTozp! ynpaBieHHs Ka4eCTBOM MPOAYKIUU U CPEICTBA UX pear3aliu.

Tema Ne 4. Poccuiickuii no0xo0 K ynpaeieHulo Kauecmeom HA OCHOGe mpedosanuil
medxncoynapoouvix cmanoapmos cepuu UCO 9000. Ocnoswvt npoyecchozo nooxooa. Cucmema
nokaszameineil 013 ynpasieHus npoyeccamu.

1. [TpuHIHIIBEI OOeCTICUeHUS YIIPaBICHHUS KA4eCTBOM MPOTYKIIUU U YCIIYT.

2. Hay4uHble OCHOBBI YIIPaBJICHUSI KAYECTBOM.

3. ®opMupoBaHUE aMEPUKAHCKOH, SITOHCKOM IIKOJ YIIPABJICHUS KAYE€CTBOM.

4. OcoOEHHOCTH E€BPONEHCKOT0 MOAX0/1a K YIPABICHHUIO KAYECTBOM.

5. ®opMHUpOBaHUE POCCUICKOTO MOAX0/1a K YIPABICHUIO KAYECTBOM.

6. [IpuHIMIBI yrIpaBiIeHHUS KA4ECTBOM Ha OCHOBE TPEOOBAaHUI MEKTyHAPOIHBIX CTAHIAPTOB
cepuu MCO 9000.

7. CyIIHOCTh TPOIECCHOTO MOAXOAa K YMPaBICHHIO KaueCTBOM M HEOOXOIHWMOCTh €ro
BHEJPCHUS IS aBUATIPEATIPUSITHSL.

Tema 5. Ilpunyunsl, mModeau, UHCMPYMEHMbL U MEXHONO2UU YRPAGIEHUA KAYECHEOM
npooyKuuu

1. [TpuHIHITEI OOeCTICUEHUS U YIIPABJICHUS KAYE€CTBOM MPOTYKITUH.

2. 3apy0OexHble M OT€YECTBEHHbIE MOJIETN 00ecIeueH s KadecTBa (yIpaBlIeHUsI KaueCTBOM)
MIPOTYKITHH.

3. OCHOBHBIC HHCTPYMEHTHI YIIPABIICHUS KAYSCTBOM MIPOTYKIIHH.

4. OCHOBHBIEC TEXHOJIOTHH YIIPABIECHUS KAYECTBOM MPOTYKITHH.

Tema Ne 6. Ilpoyecc ynpasnenusn Kkauecmeom npooOyKyuu u ycuyz

1. MapkeTHHTOBBIE HCCIICIOBAaHUS MOTPEOHOCTEH MOTpeOHuTEeNe W WX NPEANOYTCHHUI
OTHOCHUTEIILHO MOKa3aTeNell KauecTBa ToBapa.

2. [InanupoBaHue KauyecTBa.

3. Opranu3anus padoT 10 Ka4eCTBY Ha aBHANPEANPUATHUSX.

4. TloOyxneHnue paOOTHUKOB K AKTHUBHOM AEATENIBHOCTH MO OOECIEYEHHUI0 TpedyeMoro
Ka4yecTBa MPOIyKITHH.

5. Kontpons kadectBa npoaykuuu. CTaTUCTUYECKHE METOJbI KOHTPOJS KauecTBa Ha
aBUATIPEIIIPUITHUSX.

6. Pa3paboTka u peanu3zaiys MEpOIPHUITHI MO YIPABICHUIO Ka4€CTBOM PO TYKIIHH

Kpamxue memoouueckue ykazanus

IIpu noocomogke Kk KONIOKBUYMY CMYOEHM O00AHCEeH NOIb308AMbCs He MONbKO OCHOBHOU U
OONOIHUMENbHOU  TUMEPAMypoll, PEeKOMEHOOBAHHOU npenoodasamenem, HO U ONUPAMbCSA HA
pexomenoosanuvie 6 n. 10 pabouei  npozpammbl  OUCYUNTUHBL  UHIMEPHEM-PecypCyl,
noJIHOMeKCmosvle 6a3bl OAHHBIX, pacnoaodcennvie Ha caume BI'YOC 6 pazoene: bubiuomeka, a
makoice UCNONIb308AMb MAMEPUATbL HAYYUHBIX cmametll, NyOIUKyeMblX 8 Nepuooudeckux U30aHusx,
Hanpumep Jcyprare «Cmandapmel u Kavecmeo», «Y¥Ynpaenrenue kavecmeow», «Memoowi
MeHeOHcMeHma Kavecmeay, «Meneosicmenm kauecmeay.

Illkana oyenxu

Ne Bamer* Onucanue

CTYJIEHTOM IOATOTOBJIEH MOJIHBIHN, XOPOILIO CTPYKTYPUPOBAHHBIH KOHCIEKT 110 PacCMaTpUBAeMOoil Te
Me, OH aKTHBHO y4acTBYET B 00CYK/ICHUH BCEX BOIIPOCOB TEMBI, YETKO U SICHO M3JIaracT CBOM CYK/IE
HUSI ¥ OTCTAMBAaeT CBOIO TOUKY 3PEHHsI, apI'yMEHTHPOBAHO BEIPAXKAET CBOIO MO3UIHUIO B OIICHKE Padbo
THI HA KOJUTOKBUYME CBOMX COKYPCHHKOB




CTYJICHTOM IOATOTOBJICH KOHCIEKT IT0 PacCMaTpUBAaeMOH TeMe, HO OH HEOCTATOYHO ITOJTHBIH U IIJI0
XO CTPYKTYPUPOBaH, CTYAEHT aKTUBHO yJaCTBYET B 00CYKICHHUH BCEX BOIPOCOB TEMBI, YETKO H SICH

4 4
0 U3J1araeT CBOM CYXKJICHHS M OTCTaUBAeT CBOIO TOUKY 3PCHHUS, apTyMEHTHPOBAHO BBIPAXKAET CBOIO II
O3HIIMIO B OLICHKE pabOoTHI Ha KOJUIOKBUYME CBOMX COKYPCHHKOB
CTYJIEHTOM IOATOTOBJIEH MOJTHBIHN, XOPOILIO CTPYKTYPUPOBAHHBIH KOHCHEKT 110 PacCMaTpUBAeMOoil Te
3 3 Me, HO OH HEeJIOCTaTOYHO aKTHBEH B IpoLecce 00CYKISHHS pacCMaTPUBAEMbIX BOIIPOCOB WIIH HE BII

OJIHE YETKO U SCHO U3JIaraeT CBOU CY>KJCHUS, HUKAK HE BBIPAXKAET UM HE apIyMEHTUPYET CBOIO 1103
HIIHIO B OLICHKE PpabOTHI Ha KOJUIOKBIYME CBOMX COKYPCHHKOB

MOJIrOTOBJICHHBIH CTYIEHTOM KOHCIEKT 10 PACCMaTpUBAEMOM TeMe HE0CTaTOYHO MOIHBIA U II0XO0
CTPYKTYpPHPOBaH, OH HE NPOSIBISIET aKTHBHOCTH B TIPOIlecce 00CYKICHHUSI pacCMaTPHBAEMbIX BOIIPO
2 2 COB, IIPH BBIHY’KICHHBIX OTBETAX HE BIIOJHE YETKO M SICHO M3JIaraeT CBOH CYXCHUs, HUKAK HE BBIP
a)XaeT WIN He apTyMEHTHUPYET CBOIO IO3UIIMIO B OLIEHKE Pa0OTHl Ha KOJUIOKBHYME CBOUX COKYPCHHUK
0B

CTYJIEHTOM IOATOTOBJIEH KOHCIEKT [0 PACCMATPUBAEMOH TeMe, OTBEUAIONIHH MUHUMATIbHBIM TPEOO
BaHUSM C TOUKH PEHUS €r0 MOJHOTHL U CTPYKTYPHUPOBAHHOCTHU, HO OH HE NIPAKTUYECKHU HE

1 0-1 y4JacTBYeT B Ipoliecce 00CyKICHUS pacCMaTpUBaeMBbIX BOIIPOCOB, HE OTBEYAET Ha BOIIPOCH! IIPEOJ
aBaTelsl, HUKaK He BBIPAXKAeT CBOIO MO3UIIUIO B OIIEHKE pabOTHI Ha KOJUIOKBUYME CBOMX COKYPCHHK
OB.

5.3 Ilepeuenn TeM AOKJIAA0B, COOOIIEHUIT

Tema Ne 1. Cywynocms Kauecmea, 0CHOBHbIE NOHAMUA 8 001ACMU Kauecmed, 00beKmbl
YnpaeneHusa Kayecmeom

1. TpeGoBaHMsI K KAUECTBY OKA3bIBACMBIX Ha TPEINPUITUN CEPBUCHBIX YCIIYT.

2. Knaccudukanus yciyr, oka3plBaeMbIX MNpeanpusaTusMu B cooTBercTBuu ¢ OKBOJl u
OKITI.

3. JlonomHUTENbHBIE XapaKTEPUCTUKU KaueCTBa JIi CEPBUCHBIX MPEATPUSITHIA.

Tema Ne 2. Ynpasnenue xauecmeom npooykyuu. Konyenyus ynpaeienus kauecmeom.
Jeonwyus noHAmMUIl «KA4ecmeo» u «ynpaenenHue kKawecmeom npooykuyuu. Kauecmeo u
KOHKYPEHmMOCnoCoOHOCHLb.

1. [TonsiTve kauecTBa B TPyAax ApeBHUX Gumocodos.

2. Drarbl pa3BUTHS TEOPUU YIIPABJICHUS KauE€CTBOM.

3. OCHOBOIIOJIO)KHUKM TEOPUU YIOPABJICHUS KAa4eCTBOM M BIMSHUE HUX YYEHHsS Ha
COBPEMEHHOCTb.

Tema Ne 3. Ynpaenenue kauecmeom npooykyuu. Ilenu u 3ad0auu, 06vekmul u cyovekmel,
dynkyuu u memoowt

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

2. Posib MOMUTHKN KayecTBa B 00eCTIeYeHNH KOHKYPEHTOCIIOCOOHOCTH aBUANPEAIPUATUS U
YAOBJIETBOPEHHOCTH KIMEHTOB.

3. Kimaccudukaryst METOJI0B yIpaBJIeHUS] KAUeCTBOM.

Tema Ne 4. Poccuiickuii no0xo0 K ynpaeneHuro Kaiecmeom HaA OCHO8e mpehosanHuil
medxncoynapoonvix cmanoapmoe cepuu HCO 9000. Ocnoswvt npoyeccrnozo nooxooa. Cucmema
nokaszameneil 015 ynpaeieHus npoyeccamu.

1. HayuHble OCHOBBI yIIpaBiI€HHUsS! KaYE€CTBOM.

3. OTnuuTenbHbIe 0COOEHHOCTH aMEPUKAHCKOM, SITOHCKOW IITKOJT YIIPABICHHS KA4eCTBOM.

4. EBpOIEHCKUI NOAXO0/ K YIIPABICHUIO Ka4ECTBOM.

5. OCHOBHBIE CUCTEMBI KAYECTBA, IPAKTUKYEMbIE HA POCCUMCKUX aBUANIPEANPUATHSIX.

6. [IporneccHslii moaxos kak ocHoBa crangaptoB MCO cepuu 9000.

Tema Ne 5. Ipunuunwvi, moodenu, UHCMPYMEHMbl U MEXHOJI02UU YNPAGICHUS
Kauecmeom npooyKyuu

1. 3apyOexxHble MOIenHW ympaBieHus KadecTBoM mpoxykuuu. [lukn [lemunra. Ilermns
KauecTBa.

2. 3apyOexkHble MOJAETH YMPABJICHUS Ka4eCTBOM MNpoAyKUuH. KoHIenuus exeromaHoro
yinyumienus kadectsa [[x. Jxypana. Konrponbsnsle kapter  [llyxapra.

3. 3apyOexkHble MOJENHM YIpPaBICHUS KadecTBOM mponaykuuu. Jlumarpamma VcukaBsl.
Mertonst Tarytu. Coneprxanue nporpammbl ZD @. Kpocou.

4. Ponp A. Oeciirenbayma B (GOpPMHPOBAHMM CHCTEMHOTO TOAXOJa K YIPaBICHUIO



KaueCTBOM.

5. ConepraHue OCHOBHBIX Hal[MOHAJIbHBIX KoHIEeNIui ynpasnenus kauectsoM (BUIL, CBT,
KAHAPCIIH, HOPM, KCVYKII).

6. OCHOBHBIE TE€XHOJIOTUH YIIPABICHHUS Ka4eCTBOM. TE€XHOJIOTHS pa3BepThIBAHUS (YHKIIMNA
kauectBa. FMEA-ananms.

7. OCHOBHBIE TEXHOJIOTMM YIPABJIEHUS KaueCTBOM. YIPABICHHE OTHOLIECHUSAMHU C
notpedurensimu. CALS-texnonoruu.

8. OCHOBHBIE TEXHOJIOTUY yIpasieHus kauecTBOM. Konnenuus «lllects curmy».

9. OCHOBHBIE TEXHOJIOTUH YNIPaBICHUsI KaueCTBOM. (DYHKIIMOHAIbHO-CTOUMOCTHOM aHaIn3.

10. OcHOBHBIE TEXHOJOTHHM YINpaBiIeHHUs KauyecTBOM. JluarpamMma noTpeOUTENbCKOM
LIEHHOCTHU NPOAYKIIHH.

Tema Ne 6. IIpouecc ynpasnenusa kauecmeom npooyKyuu.

CraTucTrueckre MeToIbl KOHTPOJIs KauecTBa: quarpamma [lapero.
CraTucTrueckre MeTO/Ibl KOHTPOJIS KaueCcTBa: MPUUNHHO-CIICICTBEHHAS AHarpaMma.
CraTucTHYeCKHe METO/IbI KOHTPOJISI Ka4eCcTBa: THCTOrpaMMa.
CraTucTrueckre MeTO/Ibl KOHTPOJIS KauecTBa: JuarpaMmma paccesiHusl.

CraTucTrudecKkne MeTOo Ikl KOHTPOJISl Ka4ecTBa: KOHTPOJIbHBIC JIUCTKH U KOHTPOJIbHBIE KAPTHI.
CraTucTHYeCKHe METO/IbI KOHTPOJIS Ka4eCTBa: BPEMEHHBIC PSIJIBI.

Kpamxue memoouueckue ykazanus

Ilpu noocomoske 00Kk1aA008 CMYyOeHm OOAHCEH HONb308AMbC HE MOJLKO OCHOBHOU U
OONOHUMENbHOU TUmMepamypol, pPeKOMEeHOOBAHHOU Nnpenodasamenem, HO U ONUPAMbCA Ha
pekomenooganHvle 6 n. 10  paboueti npoepammvl  OUCYUNIUHBL  UHMEPHEM-PecypCbl,
NOJHOMeKCmosble 0a3bl OaHHBIX, pacnonoxcernvle Ha caume BI'YOC 6 paszoene: bubauomeka, a
maxaice UCNONIb308AMb MAMEPUATbL HAYYHBIX cmamell, NyOIUKyeMblX 8 NepuooudeckKux U30aHusx,
Hanpumep cypHare «Cmandapmel u Kauvecmeoy, «Ynpasnenue kauecmeomy, «Memoowvi
MeHeOddcmenma Kawecmeay, «Menedscmenm xkawecmeay. Jlokiad 6 o06sa3amenbHOM NOpsaoOKe
00.J121CeH CONPOBONCOAMBCS Npe3eHmayuell
IlIxana oyenku

Ne Banner* Onucanue

AR e

CTyzeHT onpenenseT pacCMaTpUBaeMble ITOHATHS YETKO U MOJHO, IPUBOAS COOTBETCTBYIONIHE IIPU
MEpBbI, TPAMOTHO IIPHMEHSET KaTErOPUH aHaIN3a; yMEIIO HCIONIb3yeT IPHEMBI CPaBHEHHsI U 0600111e
HUSL JUIS aHAJIM3a B3aUMOCBSI3U TIOHTUH U SIBJICHUH; UCHOJIB3YET 00JIbIIOE KOIMUYECTBO Pa3INYHbIX
HCTOYHUKOB MH(OPMALUH; COIPOBOXKIAET JOKIAA 3JIEKTPOHHOM Ipe3eHTanne, 000CHOBAHHO HHT
epIpeTHPYeT TEKCTOBYIO MH(OPMAIIHIO C TIOMOIIBIO IPaKOB U JUATrPaMM; JaeT JIHIHYIO OLCHKY
npobieme, SICHO, YETKO M JIOTHYHO M3/1araeT MaTepuan

BBIMTOJIHSIOTCS BBIIIIE HA3BAHHBIC TPEOOBAHUSI, HO JOIyCKASTCS HApyIleHne NpodhecCHOHAIBHOM Tep
4 8-9 MUHOJIOTUH, WK UCIIOIB30BaHO OTPAHUYEHHOE YHCIIO HCTOYHUKOB HH(OPMAINHU KaK M0 KOJTHNYECTB
y, TaK ¥ 10 BUAy HHGOPMAIIMOHHOTO pecypca

JIOKJIaJ BEICTPOGH HE BIIOJIHE JIOTHYHO, MaTepHal, IIPECTaBICHHBINA B IPE3CHTAIIH, HEJOCTAaTOUHO
3 6-7 CTPYKTYpPHPOBaH M IPOMLTIOCTPUPOBAH MPUMEpaMH, P U3JI0KEHHN MaTepuaa J0IyCKaeTCs Hapy|
IIeHre npodecCHOHANTBHON TePMUHOIOTUH

JOKJIaZl HE COTIPOBOXKIAACTCA Hpe36HTaHH€I>i, a MaT€pual Uu3j1ara€Tcsa HE BIIOJIHE JIOTUYHO, YETKO U fAC
HO

JOKJIaZl HE COIIPOBOXKIAACTCA npe3eHTauneI71, a MaTe€puall u3j1ara€Tcsa HE BIIOJIHEC JIOTUYHO, YETKO U SAC
HO, IIpU 3TOM COACPIKAHUE NOKJIaZa BbI3bIBACT COMHEHUA C Hay‘lHOﬁ TOYKHU 3PCHUA

5.4 3apanusn 178 pelieHus Keiic-3ag1a4u

Keiic-3agaua Ne 1

3amanmne:

PazpaboraTh MoAUTHKY B 00JIACTH KaueCTBA NI KOHKPETHOTO CEPBUCHOTO MPEAIPUSITHS,
OKa3bIBAIOIIETO IMUPOKUNA CHEKTP YCIAyr, OO0JaJaroIiero YCTOMYMBOW KIMEHTCKOM 0a3ol u
MMEIOIIETO BBICOKYIO CTETIEHb KOHKYPEHTOCTIOCOOHOCTH Ha PHIHKE MOTPEOUTETHCKUX YCIIYT.

Nzyuus cranmaptel cepun MCO 9000, ucnonb30BaTh CICAYIONIYIO MEPAPXUIO TOHSATHI:
MUCCHUS TPEANPUATHS, LENHU, CTpaTerus, TaKTUKa, MOJUTHKA. OmpenenuTh OCHOBHBIE (haKTOPHI,



BIMSIONIME HAa (POpMUpPOBAHHME TOJIMTUKKA B OOJACTH KauyecTBa: CUTyallMsl Ha PHIHKAX, HAay4HO-
TEXHUYCCKUH mporpecc, A0CTHKCHUSA KOHKYPCHTOB, IMOJIOKCHUC ACITI BHYTPH NPECANIPUATHA, 4 TAKKE
o0111ee COCTOSIHUE SKOHOMUKHU M HAaTMYMe WHBECTULIMHI B pa3BUTHE aBUATIPEATIPUATHS.

O6ocHOBaTh MPUHLUIBI Pa3pabOTaHHONW MOJUTUKH, YOSKAAIONUe MoTpeduTeneii yciyr B
TOM, YTO Ha aBHAINPEIIPUATHH ONpEAEICHbI HAIlPaBICHHUs paboT B 00JIACTH KauecTBa U BbIOPaHBI
pealIbHbIE CPEACTBA I UX TOCTHIKEHUS.

Keiic-3agaua Ne 2

3amanue:

BrimomHUTE aHANM3 AESITENBHOCTH TPEANPUATHS 10 OKa3aHUIO0 CEPBUCHBIX YCIIYT.
PaccmotpeTh ciekTp okaspiBaeMbix yciyr B coorBeTcTBUU ¢ OKBOIJI n OKII/I, onieHuth QaxTopsi,
BIIUSIONINE Ha KAYECTBO YCIIYT, TAKWE, KaK CPOKH, YCIOBHS, KBATH(HUKAIUS TIEpCOHATIA | T.I1.

Ha ocHoBe TmpoBeACHHOrO aHaNMW3a BBIJACIWTH OCHOBHBIC, O0O€CIEUMBAIONIHE,
BCIIOMOTaTelIbHbIE TPOLIECCHl M TPOLECChl yrpaBieHusa. JlaTh MX XapakTEPUCTHUKU, BBIIACIUTH
OCHOBHBIX TIOTpEOUTENECH W ONPENeIUTh KPUTCPUU WICHTU(DUKANNN, HA3HAYUTH BIIAJICIIBIICB
MPOIIECCOB.

YeTko U JOTMYHO ONMCATh Ka)XIbI MPOLIECC, COCTOSAIIMM M3 AJIEMEHTOB: BXOJ, BBIXO,
pecypc M YIpaBIsIONIee BO3ACHCTBHE, KAKOBA OPUEHTAIMS HA MOTPEOUTENS M CBS3h C PBIHKOM
TOBapoB U yciyr. Pa3zpaborarh cucreMy mokasaTeneid 17 ynpaBlIeHHUs MPOLECcCaM U JOCTHKEHUS
HaWBBICHIEH YJIOBJIECTBOPEHHOCTHU KIIUEHTOB.

Kpamxue memoouueckue ykazanus

Pewenue 3a0au 1 u 2 6 coomsemcmsuu ¢ 3a0aHuem GulNOJHAEMCS UHOUBUOYATLHO
NPUMEHUMENLHO K KOHKPEMHOMY NpeOnpusimuio, 8blOPAHHOMY CHYOEHMOM ULU NPeOlONCEHHOMY
npenooasamenem. C paszpeuwieHus npenooasamensi 3a0aAHUE MONCEN BbINOJHAMbCA MATbIMU
epynnamu no 08a-mpu udenogexa. Kadxcoas u3 peuwileHHbIX 3a0a4 OYeHU8aemcs UcXoos u3s
maxcumanvrou oyenxu 10 6annos.

IHlxana oyenxu

Ne Bamner* Onucanue

5 10 3aaHue BHINOJIHEHO B TIOJTHOM 00bEMe B COOTBETCTBUH C YCTAHOBJICHHBIMH TPEOOBAHUSIMU

4 3.9 3agaHue BBIOIHEHO B OJHOM 00bEMEe B COOTBETCTBUH C yCTAHOBICHHBIMH TPEOOBaHUSIMU, HO M€
I0TCSl HETOUHOCTH HEMPUHIUITHATIBHOTO XapaKkTepa

3 6-7 3agaHue BBIOIHEHO B TIOJTHOM 00beMe B COOTBETCTBHH C yCTAHOBJICHHBIMH TPEOOBAHUSIMH, HO HME
J0TCS HETOYHOCTH U OIIHOKH MPUHIUITHATBHOTO XapaKTepa

5 35 3agaHue BBINOJIHEHO HE B ITOJTHOM 00beMe (TporeHT BhinonHeHus 30- 50 %), Ho B COOTBETCTBHH C
YCTaHOBJIEHHBIMH TPEOOBaHUSIMHU

1 0-2 3aanve BBITOIHEHO He 0oee, ueM Ha 30 % Wiy HE BBIIIOJIHEHO HOJHOCTHIO

5.5 3aganus 09 penreHus Keic-3axaun

Keiic-3agaua Ne 3

3ananme 1:

Hcnonb3ys nuarpammy Ilapero, ycraHoBUTe HampaBieHHs Haubosiee 3PPEeKTUBHOTO
perieHust TpoOJIeMbl KauecTBa yCIyT, OKa3bIBAEMBIX MOTPEOUTENSIM B COOTBETCTBUH C MCXOIHBIMU
JAHHBIMM, 33JJaHHBIMU TPENIOJaBATEIIEM.

ITpumep ucxoaHbIX AaHHBIX: CHCTEMaTHYECKUII KOHTPOJIb Ka4e€CTBA OKA3bIBAEMBIX YCIIYT
[0 perucTpauuu U odopmiieHuIo OUIeToB U Oaraxa B adponopty «XXX» Ha HNPOTSHKEHUU JIBYX
MECSIIIEB MTO3BOJIMII BBIABUTH ClleAylollee. BpeMs oxuiaHus aBUanaccakupoB B 04€peId COCTABUIIO
5 MUHYT, HIMpUHA 30HBI ouepeu oxkuaaHus — 80 cM, NacCa)kUpoInoToK cocTaBuil 20 YeIOBEK.

3anannue 2.

Hcxonnas cutyauus: Ilpm oOka3aHuUM CEPBHUCHBIX YCIYT Ha KOHKPETHOM HpEANpPHUITHU
BO3HHUKAIOT MPOOJIEMBI, KOTOpBIE HeoOXoauMo paspemuTh. K Takum mnpobiemMaM MOTYT
OTHOCHUTBCS, HAlpuMep, CHIDKEHHE KauecTBa OKa3blBa€MbIX YCIYr, TEKy4YecTb KaJpoB,
YMEHBIIEHHE KOHKYPEHTOCIIOCOOHOCTH YCIIyT, HEYOBJIETBOPEHHOCTh KIIMEHTOB U T.II.

Jns onpenenenus (QakTHYECKHX MPHYUH BO3HUKHOBEHHS TPOOJIEM BBIIIOJHHUTH AHAIN3



JESTEIIbHOCTH KOHKPETHOTO MPEANPUSATHS I pa3pabOTKU TEXHOJIOTHH MOUCKA HCTUHHBIX MMPUYUH
JAHHBIX TpooseM, it d(PPEKTUBHOTO WX pa3penieHus U MOCTPOUTh NPHUYUHHO-CIICICTBCHHYIO
quarpamMmy Wid «pbiOuil ckenet». [IpeAacTaBUTh alropuT™M MOCTPOCHHS AMATPAMMBI, BBIACITUTH
ATalbl, ONPEACIUTh IIOKA3aTENM KadyeCTBa, KOTOPBIE AHAIM3UPYIOTCS, OINPEICIUTh IJIaBHbBIC
dakTopbl M BO3ACHCTBYIOIIME HAa HUX MNpUYMHBL. HaHecTH BCIO HEOOXOIMMYIO TEKCTOBYIO
WH(GOPMAIIMIO U TPOBEPUTh 3aKOHUYEHHOCTh COCTaBICHHOW MPUYMHHO-CIEICTBEHHOW AHarpamMmbl
WcukaBbl, o0ecnieunBaronield CMHCTEMHBIN TTOIXO0/1 K pa3pelIeHUI0 BO3HUKAIOUTUX MPOOIIEM.

Kpamkue memoouueckue ykazanus

Pewenue 3a0auu 6 coomeemcmeuu ¢ 3a0anuem 1 8binOIHAEMCA MATLIMU SPYINAMU O 08a-
mpu yenoseka. Pewenue 3aoauu 6 coomeemcmsuu ¢ 3adanuem 2 8binoIHAemMcs UHOUBUOYATbHO
NPUMEHUMENILHO K KOHKPEMHOM) Npeonpusimuio, 8blOPAHHOMY CMYOEHMOM UNU NPeOsloNCEHHOMY

npenooasamenem. C paspeulenus npenooagamesis 3a0aHUe MOXNCem GbINOIHAMbCA SPYANAMU NO
08a-mpu yenosexa.

Illkana oyenxu

Ne Bamner* Onucanue

5 10 nquarpamma Ilapero u cxema McrkaBa mocTpoeHbl BEPHO, M YETKO 000CHOBAHBI HATIPABICHHS
pelieHus npooIeMbl KauecTBa

4 8.9 Jquarpamma [lapero u cxema McrkaBa MOCTpOEHBI BEPHO, U MPEUIOKEHBI HAIPABICHHS PELICHHS TIP
00J1eMbl Ka4ecTBa, HO OHU HEJOCTATOYHO YETKO OOOCHOBAHBI

3 6-7 Auarpamma HapeTo u cxema McukaBa TIOCTPOCHBI BEPHO UJIK UMECT HE3HAYUTEIIBHBIC HEAOYCTEI, U
MPEUIOKEHBI HAITPABJICHUS PECILICHUSA HpO6J’I€MI>I Ka4yeCTBa, HO OHU HHUKaK HE 000CHOBAHBI

b 35 Jquarpamma [lapero u cxema McukaBa MOCTPOEHEI ¢ HEKOTOPHIMH HETOUHOCTSIMH, HE MPEIUIOKEHBI
HaINpaBJIeHUs PELIEHHs TPOOIEMbI KauecTBa

1 0-2 JAuarpaMmma HapeTo u cxema VcukaBa coaepikar OIIHUOKHU MIPUHOUITHAIBHOTO XapaKTepa, [Ipu 3TOM
HET HpCI[HO)KCHI/Iﬁ I10 HAIIPABJICHUIO PEIICHUA HpO6J’I6MLI Ka4deCTBa UJIM 3aJaHUC HE BBIIIOJITHCHO
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