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1. IIEJIV ¥ 3AJTAYM OCBOEHUS JUCIUTLIMHBI (MOIYJIA)

1.1. I_IeJ'IﬂMI/I 0CBOCHHUA JUCHUIIJIMHBI «yl'[paBJ'leHI/Ie Ka4yeCTBOM YCIyYI' B TYPU3ME»
ABJACTCA: 3HAKOMCTBO C METOJAaMHM OpraHu3aluy YIpPaBJICHHUA Ka4€CTBOM YCIIYyT HpeI[HpI/IHTI/Iﬁ HUHAYCTpHUU
TypusmMa NOYTEM CO3AaHUA CHUCTCMbl MCHCPKMCHTA MW OLCHKHW KadcCTBa, O6GCHC‘IHB3IOIHGI>'I ITOBBINICHUEC
KOHKypeHTOCHOCO6HOCTI/I Opranuvsanuvn Ha TYPUCTCKOM PBIHKC.

1.2. 3apa4u ocBOCHUSA TMCHUILVIMHBI «YTIPABJIeHHE KA4eCTBOM YCJIYI B TYPU3Me»:

- q)OpMI/IPOBaHI/Ie HAaBBIKOB MNPHUHATHA HCCTAHAAPTHBIX pCIHeHI/Ifl, HalpaBJICHHBIX Ha I[OBBIIICHUC
KaueCTBa YCIyr, YIpPaBJICHUA KAa4YC€CTBOM YCJIYT, IMIEPCOHAJIOM, 3HAHHE MCTOAOB OLCHKHUKAYCCTBA U
PEe3yJBTATUBHOCTHU TPY1a IIEPCOHAIIA IPEANPUATHS TYPUHILYCTPHH;

— OBJIAACHUC MCTOAaMU pa60Tm C NNEpCOHAJIOM, METOAAMHU OLICHKH Ka4Y€CTBA U PE3YyJIbTATUBHOCTH TPYyJa,
Y1ipaBJICHUA CHCTEMOM KadecTBa OpraHu3aIuun.

2. MECTO JUCIIMIIJIMHBI B CTPYKTYPE OIIOII

2.1. Y4yeOHass aucuumuinHa (MOAYJb) «YNpaBjleHHEe Ka4ecTBOM YCJIYI B TypHU3Me»
OTHOCHUTCS K 00s13aTeIbHOM YacTH U OcBauBaeTcs B 1 cemectpe.

Onwupaercs Ha BXOIHBIE 3HaHUS, (OPMHUpPYEMbIE IIKOJIBHON MporpaMmoil. «BxomHbIMI
3HAHMSAMH, YMEHUSMU U HAaBBIKAMU JUIS JUCLUUIUIMHBI «YINIPaBJIeHHEe KA4eCTBOM YCJIYyI B TypH3Me»
SBJIAIOTCSL  3HAHME 0a30BbIX TEPMHUHOB M  OCHOBOIIOJIATAIOIIMX IOHSTHUH, CBA3aHHBIX C
po¢eCCHOHATILHOM AEATENIbHOCTBIO, YMEHUE paboTaTh ¢ UCTOUHUKAMU, AaHAIU3UPOBATh (PaKTUUECKUI
MaTepHuall, HaBbIKM paboThl ¢ uH(popMmanmend, KoMaHAHOH paborel. KoHnenTtyanpbHOe BHEIpEHHE
JUCLUUIUIMHBL B Y4YeOHbIM IUIAaH MPOJAMKTOBAHO IPOYHOM OCHOBBI JJSl IMOJATOTOBKH OyAyIIHMX
cnenuanucToB. OHO HE TOJBKO OTBEYAET HA BBHI30BbI COBPEMEHHOCTH, HO U 3aKJIaJbIBAET OCHOBBI JJIS
YCIIEIIHOM Kapbepbl CTYIEHTOB, MUX BCECTOPOHHETO Pa3BUTUS M aJanTallid B NPOQECcCHOHATBHOM
Mupe. DTO UHUIMATHBA, HAaNlpaBJiIeHHAas Ha (JOPMUPOBAHHE KAUECTBEHHBIX CIIEIUAINCTOB, CIIOCOOHBIX
CIPABIIATHCS C U3MEHEHUSIMU U TPEOOBAaHUSIMHU, CTOSIIIUMHU Tepe]l HUMU B X OynyIei 1esTeaIbHOCTH.

2.2, las udydeHus JAHHOH y4eOHOW NMCUMIUIMHBI (MOIYJIs) HEOOXOAMMBI CJeAyIolIne
3HAHUS, YMCEHHUsl, HABBIKH, (opMHpyeMble NpPeJIIeCTBYIOIMMH Y4eOHBIMH JHCHUILIHHAMUA
(MopyJasimm):

— «Menedoicmenm 6 mypusmey

3HaHus: DKOHOMHUKA TypHU3Ma, MapKETUHI TYPUCTUYECKHX YCIYT, IIPABOBOE PEryJIUPOBaHUE
TYPUCTUYECKON JEATENIbHOCTH, reorpadusi TYpUCTHUECKUX HaNpaBICHUH, OCHOBBI T'OCTHHUYHOIO
MEHEI)KMEHTA, TICUXOJIOTHSI MOTPEOUTENHCKOTO MOBEACHUS, MEKKYIbTYPHbIE KOMMYHHUKAIIUHU, STHKA
JIeJIOBOT0 O0IIeHUs], OyXraaTepcKuil yueT u (PMHAHCOBBIN aHAU3, UCTOPUS U KYJIbTYPOJIOTHS, METObI
CTaTUCTUYECKOT0 aHajin3a, MHQOPMAIMOHHBIE TEXHOJOTHMH B TypU3ME, CHUCTEMBbl OpOHHpPOBAHUS,
YIIPaBJIEHUE MIEPCOHANIOM, CTPATETUYECKUII MEHEPKMEHT, pPUCK-MEHEKMEHT, OCHOBBI CTPAXOBAaHMSI B
Typu3Me, AOKYMEHTOOOOPOT, MHHOBAallMM B TYPUCTUYECKOW HWHAYCTPUHU, DKOJOTUYECKHI TypHU3M,
YCTOMYMBOE Pa3BUTHE TYPUCTUYECKUX JECTHHALUM.

VYwMmenus: [lnaHupoBaHHe TYpUCTUYECKOM J1€ATENBHOCTH, pa3pabdoTKa TYypUCTUYECKUX
IPOAYKTOB, KaJbKYJSIHMs CTOMMOCTH TYpPOB, BEICHHE IE€pPEeroBOpoB, paboTa ¢ KIMEHTaMH,
pazpelieHne KOHMOIUKTHBIX CUTYalluid, OpraHu3alisl MEpOIpUsITHI, aHaJIN3 PhIHKA, IPOTHO3UPOBAHKE
crpoca, (OpPMHUPOBAHME LIEHOBOH MOJUTHUKH, MPOABIKEHHE TYPUCTHMUYECKHX YCIYT, YIpaBlieHUE
KaHajaMHi cObITa, MpOBEIEHUE IMpe3eHTaluil, paboTa C BO3paXKEHUSAMHU, YIpaBICHHE KOMAaHJIOM,
NPUHATHE YIPABICHYECKUX pEUIeHWH, opraHuzanus pabouero mporiecca, OleHKa 3((eKTHBHOCTH
OM3HEC-TIPOLIECCOB, CTPATETNYECKOE IUTAHUPOBAHKE, YIIPABICHHE KaueCTBOM OOCITyKUBaHHUS.

HaBbiku: Bragenuss meroavkamMu aHainu3a TYPUCTHYECKOIO PBIHKA, TEXHHUKAMM IPOJAXK
TYPUCTUYECKHUX YCIYr, MHCTPYMEHTaMHM LHM(POBOr0 MapKETHHra, HAaBbIKAMH pPabOThl B CHUCTEMAax
OpoHupoBaHus, mpueMaMu 3(P(PEeKTUBHOM KOMMYHUKAllMM, METOJAaMH  OIICHKH  KauecTBa
OOCIIy’)KUBaHMsI, TEXHOJOTHSAMHM  pPa3pabOTKM  TYpPUCTHUECKUX  MapUIpyTOB, HHCTPYMEHTaMH
IIPOEKTHOTO YIPaBJICHMUS, METOaMHU ONITUMHU3ALNH OU3HEC-TIPOIIECCOB, HaBbIKaMU
JOKYMEHTO000pOTa, IpUeMaMH YIpPaBJIEHUS MEPCOHAIOM, METOJaMU aHTUKPU3UCHOIO YIPAaBJICHHS,
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TEXHOJIOTUSIMU obOecriedeHus! 6e30MacHOCTH TYpUCTOB, MHCTpPYMEHTaMH (DMHAHCOBOTO TUIAHUPOBAHMS,
METOJIaMU OIICHKH PHCKOB, HaBBIKAMH pPa0OTHl C TIPABOBBIMH JOKYMEHTaMH, TEXHOJIOTUSIMU
BHEJPEHUS WHHOBAIIMI, METOJaMH MOBBIIIEHUS KOHKYPEHTOCIIOCOOHOCTH TYPUCTUUYECKHUX YCIYT.

2.3. Ilocaenywniue yueOHbie TUCHHUIIMHBI M (MJIH) MPAKTHKH, 1JI51 KOTOPBIX HE00X0IMMBbI
3HAHUS, YMEHHs, HABbIKH, (JopMHUpYyeMble JAHHON Y4eOHOI JMCIUIIIHHOMN (MOoLyIem):

— «Texnonozus ynpaenenus 6 cpepe mypuzmay

- «bpanoune mypucmekux decmunayuii»

3. INTAHUPYEMBIE PE3YJIbTATbBI OBYYEHUS TO JUCIUIIJIMHE (MOAYJIIO)

[Tpomiecc OCBOEHUsS IUCHUIUIMHBI (MOIyJs) HampaBlieH Ha (HOPMHUPOBAHHE JIIEMEHTOB
cnenyromen(nx) komrereHuuu(uii) B coorBerctBUU ¢ ®I'OC BO m OIIOII BO mo panHOMY
HAIPABJICHUIO MTOATOTOBKHY / CIICIIHATEHOCTH

a) Obwenpogeccuonanvuvie (OIIK):

OIIK-1. CnocobeH ¢hopMUpPOBATh TEXHOJIOTHYECKYIO KOHIEHINIO TYPUCTCKOW OpraHu3aIii,
OpPraHU30BBIBATh BHEIPEHUE TEXHOJIOTHYCCKUX HOBAIIMIA U MPOTPaMMHOI0 oOecIiedeHus B cepe
Typu3Ma.

OIIK-2. Cioco0eH OCyIIECTBIATh CTPATETHUECKOE YIIPABIEHUE TYPUCTCKOM IEATEIbHOCTHIO Ha
Pa3IMYHBIX YPOBHSX yIPABICHUS.

OIIK-3. CniocobeH pa3pabaTbiBaTh U BHEAPSATH CUCTEMBI YIIPABIICHUSI KAYECTBOM YCIYT B chepe
Typu3Ma.

Tab6uamnna 1. JlekoMno3unusi pe3yJibTaToB 00y4eHHs

Kon u [TnanupyemMbie pe3yabTaThl 00y4YeHHs IO AUCIUTIIHHE (MOYIIIO)
Kon HalMEHOBaHUE
KOMIIETEHIIH WHJIUKATOpa
1 A P 3uatb (1) YMmets (2) Bnanets (3)
u JOCTUXKEHUS
KOMTMETEHIINHI




OIIK-1

OIIK-1.1.
Dopmupyet
TEXHOJIOTHUECKY
0 KOHLEMIHIO
TYPHUCTCKOM
OpraHM3alvd Ha
OCHOBE
BBISIBJIICHHBIX
MOTPEOHOCTSIX B
M3MEHEHUSIX

COBpEMEHHBIE
TEXHOJIOTUYECKHE
KOHIETIIHH B
Typu3Me,  METOMbI
BBISIBIICHUS
noTpedHOCTEH B
W3MEHEHUSX,
MIPUHIUIIBI
(dbopMupoBanus
TEXHOJIOTHYECKOMN
KOHIETIITIH
TYPUCTCKOU
OpraHM3aIlNH,
WHCTPYMEHTHI
aHalM3a  KadecTBa
yciyr,  (GakTophl,
BITUSIIOLIHE Ha
TEXHOJIOTUYECKHE
W3MEHEHUS B
TYpUCTCKOI chepe

aHaJIU3UPOBaTh
TEXHOJIOTHYECKHUE
MOTPEOHOCTH
TYPUCTCKOU
OpraHu3allkH,
BEISIBIIATH
HEO0XOIUMOCTh B
TEXHOJIOTHYECKUX
U3MEHEHUSIX,
dbopmupoBath
TEXHOJIOTHYECKYIO
KOHIICTIIIHTO
TYPUCTCKOU
OpraHu3aIlNH,
OIICHUBATh BIIHMSHUE
TEXHOJIOTHIECKUX
W3MEHEHUMN Ha
Ka4ecTBO YCIIYT,
OTpeesaTh
MPUOPUTETHBIC
HaIpaBJIeHUs
TEXHOJIOTHYECKOTO
pa3BUTHUS

METO/IaMU
JIMarHOCTUKHU
TEXHOJIOTHYECKOTO
COCTOSTHUS
TYPUCTCKOM
OpraHu3allH,
UHCTPYMEHTAMHU
BBISIBJIICHUS
noTpeOHOCTEH B
M3MEHEHHUSIX,
TEXHOJIOTUSIMU
dbopMupoBaHUS  H
KOPPEKTHUPOBKHU
TEXHOJIOTUYECKOU
KOHIETILINH,
HaBBIKAMHU
BIIUSIHUS
TEXHOJOTUUECKUX
M3MEHEHUI Ha
Ka4eCTBO YCIIYT,
METO/IaMHU
MHTETpaluu
TEXHOJIOTHUECKHUX
MHHOBAaIUH B
JEATEeIIbHOCTh
TYPUCTCKOU
OpraHu3alu

OLCHKH




OIIK-1.2. METOIAMHA
PazpabatsiBaeT IJIAHMPOBAHHUS
Tporecc pa3pabaThiBaTh IUIaH | HHHOBAIIMOHHOMN
BHCIPCHITA BHEIPEHUSA JEATENLHOCTH,
MHHOBAUHOHHBIX 1 g opanmonHble MHHOBALIMOHHBIX TEXHOJIOTUSIMU
TCXHOJIOTHH B o
TEXHOJIOTUU B | TEXHOJIOTHIA, azanTanuu
JCATCIIBHOCTDH o
TpeampHATH Typu3Me, METOIUKHU | OLIEHUBATh MHHOBALUI K
TypH3Ma pazpaboTku TOTOBHOCTh YCIIOBHSIM
npoiiecca MPEANPUATHUS K | KOHKPETHOTO
BHEJIPEHUS WHHOBAIIUSM, IPEANPUATHSA,
WHHOBAlLIUW, JTambl | alallTUPOBATh UHCTPYMEHTAMHU
BHEJIPEHUS WHHOBAIMOHHBIC OIICHKH
TEXHOJIOTUYECKHUX TEXHOJIOTHH K | 93ppexTuBHOCTH
HOBaIlUW, KPUTEPUU | crienuduke WHHOBAIMOHHBIX
OILICHKH TYPUCTCKOTO TEXHOJIOTUH,
3¢ (HEeKTUBHOCTH IpEeANpUITHS, HaBbIKAMU
MHHOBAaLMOHHBIX MIPOTHO3UPOBATh yIpaBICHUS
TEXHOJIOTUH, BIIMSIHUE WHHOBALUN | MPOEKTAMU o
METO/bI Ha KadecTBO YCIYT, | BHEIPEHUIO
MIPEOOICHUS pa3zpabaThiBaTh WHHOBAIUH,
COMPOTHUBIICHUS MEXaHU3MBbI TeXHUKAMHU
M3MEHEHUSM VIIPaBJICHUS MUHAMH3AIIU
MHHOBAllMOHHBIMU PHUCKOB npu
poIeccamu BHEJIPCHUH
WHHOBAIMOHHBIX
TEXHOJIOTHI
OIIK-1.3. MPUHITUIIBI METOJIaMHU
o pa3zpabaThIBaTh IJIaH
pTraHn3ycT OpraHu3anuu OpraHu3aluu
T — BHEJIPEHUS
pon npolecca nporuecca
BHE/IPCHUS TEXHOJIOTHYECKUX
BHEJIPEHUS HoBAi BHEJIPCHUS
TEXH TUYCCKHU o~
CXHOJIOTHHCCKH | 7oy HOTOTHUECKUX ’ HOBAIlM{, HaBBIKAMU
X HOBAIUi . OpTaHU30BBIBATH
HOBAIHH, paboThI c
HUIIpOTrpaMMHOI0 npouecc BHCAPCHUA
oGecrcuenns B | COBPEMEHHOE HPOTpAMMHOTO COBPEMEHHBIM
MPOTrpaMMHOE POrpaMMHBIM
chepe Typusma porp obecrieueHus, porp
o0ecrnieueHue B oOecnieyeHneM B
chepe Typusma, | o oPATHHPOBATE Typu3Me
P yp > | mesITENbHOCTD y ’
METObI TeXHUKAMHU
nepcoHana npu
YIIPaBJICHHUS . | oOyueHus
BHEJIPSHUH HOBAITUH,
U3MEHEHUSIMU, nepcoHarna,
MPOBOJIUTH
(hakTopsI WHCTPYMEHTAMH
o0yueHne mepcoHana
YCTEIIHOTO KOHTpOJIA Tpoliecca
paboTe ¢ HOBBIMHU
BHEJIPEHUS BHEJIPCHUS
. TEXHOJIOTHSIMH,
HOBallUl, KPUTEPUU TEXHOJIOTHYECKHUX
OIICHUBATH 9
OIICHKH HOBaIlMi, METOJaMHu
pe3yIbTaThI
s dexTuBHOCTH OIIEHKH BIIUSHUS
BHEJIPEHUS
BHEJIPEHUS TEXHOJIOTHYECKHIX
TEXHOJIOTHYIECKUX -
MPOTPaMMHOTO - HOBAIUi Ha
HOBAIUH
obecrieueHus KaueCTBO yCIyT




OIIK-2

OIlK-2.1.
CriocobeH
MIPOBOJIUTH
000CHOBBIBATh
BEIGOD CTPATETHH | MeTObI UCCIICIOBAHMS METOIaMH
D | PCCIGROBIL | L PHHICOR, | TYDHCTICHX KO
oome. "% | Typucrexux aiznmn OBaI")Fb ’ I/IZIr():T MeHTzE)MI/I ,
OCHOBC PBIHKOB, THIIBI p Py
WCCIIEI0BAHUSI . MOTPeOHOCTH U | CTPaTErH4eCcKoro
CTpaTeruil pa3BUTHUS
LIEJICBBIX TvpiaMa. KopTepuy | OKAAAHAS aHaju3a, TeXHUKaMU
TYPHUCTCKHX P » KpHTEp noTpeduTenei, 000oCHOBaHUS
LIHKOB BBIOOpA CTpaTeruu
p 000CHOBBIBAThH CTPAaTErnYeCKUx
pazBUTHS, N
BEIOOD CTpaTeruu | pericHui, HaBbIKaMU
B3aUMOCBS3b
pa3BUTHS  TypH3Ma, | pa3paboTKu
CTpaTeruu pa3BUTHUS .
OIICHUBATh BJIMSHUE | CTPATCTHH Pa3BUTHS
u KadecTBa .
BBIOpaHHOU c y4eToM
TYPUCTCKUX YCIYT, .
CcTpaTeruu Ha | TpeOOBaHMI K
METO/bI
KauecTBO YCIIYT, | KAYeCTBY YCIIYT,
CEerMCHTAIHU
I bopMyITHpPOBATH METOJIAMH  OILICHKHU
CTpaTEeruYecKue a3 dekTuBHOCTH
TYPUCTCKUX PHIHKOB .
eI [0 Pa3BUTHIO | BHIOpaHHOM
KauecTBa yCIyr CTpaTeruu
OIIK-2.2. aHAJIM3UPOBATH
Crocoben BH/JIBI pecypcos pecypcHEH METOJIAMH  OILICHKHU
TYPUCTCKOM €CYpPCHOI'0
o00cHOBLIBATY nﬁ CTpHH HoTeHImaT EOT};I})IuHana
et omarta i} I/IiLII/IpHBI’ TYPHCTCKOH UHCT MeHT’ElMI/I
HMCIO0JIb30BaHUE p JeCTHHAIINH, PY
pecypcoB  Juisi | pallMOHAJIBHOTO TUTAaHUPOBAHUS
pa3zpabaThiBaTh
obecrieueHust pecypcononbzoBasu | o pECYpPCHOTO
YCTOHYHBOIO AR TYPHIME, | ATBHOMO obecreuenus,
Pa3sBUTHA KpUTEPUHU p TEXHOJIOTUSIMU
Typu3Ma . HCITOJIB30BAHUS
YCTOWYHUBOTO CCVDCOB panuoHAITBHOTO
pa3BUTHUSL TypHU3Ma, peeypeos, pEeCypCOmoNb30BaHU
OIICHUBATH BIIUSHUE
B3aUMOCBSI3b A, HaBBIKAMH
pecypcHOro
pecypcHOTo pa3paboTku
obecreueHus Ha
obecrieueHus u porpamm
KauecTBO yCIIyT, <
KadecTBa YCTOWUYUBOTO
BHEJIPATH
TYPUCTCKUX YCIYT, pa3BUTUSL TypH3Ma,
pecypcocbeperaromu
METO/IbI OIICHKHU MeTOodaMH
e TEXHOJIOTHH,
s dexTuBHOCTH ONTUMHU3ALUU
dbopmupoBath
HCITOJTH30BaHUS MOTEH pECYPCHOTO
pecypcoB . obecrieueHus
YCTOWYHUBOTO

pa3BUTHS TypU3Ma

KayecTBa yciayr




OIIK-2.3. WHCTPYMEHTAMU
Hcnonbsyer METOIBI IIPUMEHATE METOIBI | CTPATETUYECKOr0
METO/IbI CTPATETMYECKOT0 CTPATErUYECKOr0 MJIAHUPOBAHMUS,
CTPAaTCTMHECCKOTO | iagppoBaHus B | IUIAHMPOBAHMS, METOaMu
IJIaHUPOBAHUSA U
aHHpOBa TypH3Me, pazpabaTbiBaTh MIPOTHO3UPOBAHUS
IPOrHO3UPOBAHK N
. | TEeXHOJIOTHH MPOTHO3BI PA3BUTHSL | TYPUCTCKOU
A TYPUCTCKOU o
nesTenbrocT Ha | TIPOTHOSHPOBAHI TYPUCTCKOM JeSITeIbHOCTH,
PA3THYHBIX TYPUCTCKOM JICITCILHOCTH, HaBBIKAMU
YPOBHSAX JeSITeIbHOCTH, aJanTUpPOBAThH pa3paboTku
yIIpaBJICHUSA YPOBHHU yHIPaBJICHUSA | MCTOJAbL CTPATCTUUCCKUX
B TypU3Me, | TJIAHUPOBAHUS K | IPOTPaMM C y4e€TOM
B3aHMOCBSI3b pa3IUYHBIM YPOBHSIM | TPEOOBaHMIA K
CTpPaTEru4ecKoro yIpaBJieHHUS, Ka4eCTBY YCIIyT,
TJTAHUPOBAHUS U | HHTETPUPOBATh TEXHUKAMHU
yIpaBIICHUS TpeOoBaHUS K | amanTamnuu
Ka4eCTBOM  YCIIYT, | KAYECTBY YCIyr B | CTpaTerui K
MIPUHIIUIIBI CTpaTEeruyecKue Pa3IMYHBIM
dhopmMupoBaHHUS IJIaHBI, OIICHUBATH | YPOBHSIM
CTpaTEerun4eCcKux pE3yNbTaThI yIpaBlIeHHUs,
MPOTpaMM pPa3BUTHS | peaau3anuu METOJJaAMU  OILICHKH
TypusMa CTpaTEerHYeCKUX a3 dekTuBHOCTH
IUIAaHOB CTpaTEruYECKUX
IJIAHOB
OMK-3.1. IIPUHLIUIIBI " | pazpabaTeIBaTh METOAMH
Cnocoben P pasp pa3paboTKu
paspaborats  u | METOJIBI KOHIICIIITUIO CHCTEMbI
TIpaBJICHUS CHCTEMBI
A zcla‘ll)eCTBOM TIpaBICHUS YHpaBJIeHis
Vpase CTPYKT , i ia‘II)CCTBOM KateCTROM,
TIPpAaBJICHUA
yip PYKTYPY MHCTPYMEHTAMH
Ka4eCTBOM 3JIEMEHTBl CUCTEMBI | TYPUCTCKUX  YCIYT,
BHEJIPCHHSI CUCTEMBI
TYPUCTCKUX YIIpaBJICHUS dbopmHpoBaTh
CIIVE yIpaBJIEHUS
yeay Ka4yeCTBOM MOJIUTUKY U II€NH B
TYPUCTCKUX YCI obnacT  Kkauectsa, | o iCCTBOM,
M}(;I:KI[ a OI[H}LIJC & BHEJIPSATH CI/ICTeM’ TEXHUKAMH
yHap p Y| Boneuenus
CTaHIapThI yIpaBJIeHUS
nepcoHazia B
KadecTBa, KauyeCTBOM Ha
OIIK-3 . TIPOIIECChI
MPOIIECCHBIN MPEINPUATHSIIX
MOAX0/, B | TypH3Ma, OICHUBATh YHpaBJIeHis
yP ’ Ka4eCTBOM,
yIIpaBICHUHU pPe3yJIbTaTUBHOCTH
HaBBIKAMH
KauyeCTBOM, CHCTEMEI
JTIOKYMEHTHUPOBaHUS
0COOEHHOCTH YIPaBJICHUS
CHCTEMEI
pazpaboTku H | KAYECTBOM,
yIpaBiIeHUs
BHEAPCHUS OCYIIECTBIISATH
KaueCTBOM,
CHCTEMEI HETPEepPhIBHOE
METOJaMH OILICHKH H
yIIpaBIICHUS COBEPIICHCTBOBAHUE
COBEpUIEHCTBOBAHUS
KauyeCcTBOM B | CUCTEMEI
TypH3Me aBJICHUS CHCTCMBT
yp yrp yIpaBJIEHUS
KauyeCTBOM

Ka4y€CTBOM




OIIK-3.2
HaBBIKaMH PabOTHI C
Cnocoben HOPMaTHBHBIE MPUMEHSTH
HOPMATUBHBIMH
HCII0JIb30BaTh JIOKYMEHTBI 110 | HOpPMAaTHBHbIE TOKYMEHTAMH o
HOPMATHBHbIC KaYyeCcTBY B | JOKYMEHTBI 1o Ka‘lg/CTB METONAMI
AOKyMCHTEI IIO TypU3Me, KayecTBy B JU—— z,maul/m
KadecTBy, HPHHIIUIIB] IPaKTHYECKOi . HCTEKHX -
CTaHaapTHU3aIun
AapTHsan CTaHJapTU3alMUd U | JeATEIbHOCTH, yp yemyr,
U cepTU(UKALUH npoueaypamMmu
. | ceprudukanuu B | UCIIOJIB30BATh
B Typuereron TYPUCTCKOM CTaHIapThI mipu | [OATOTOBKH K
MHAYCTpUH P P P ceprudukanmu,
WHIYCTPUH, paszpaboTke
UHCTPYMEHTAMHU
MEXAYHapOJIHbIE U | TYPUCTCKUX  YCIYT, BHOIDEHHS!
HallMOHAJIbHbBIE OpraHU30BBIBATH P .
TpeOOBaHUIA
CUCTEMBI npotecc
CTaHJapTOB B
CTaHJapTHU3alUH, cepTuduKauu
IpOLIE1ypbl TYPHCTCKHX  yCIIyT, | o o PHOCTR
p yp yp yciyr, TYPUCTCKOIR
cepTuduKanu MHTEPIPETUPOBATH
TYPUCTCKUX YCII TpeOOBaHMS opramisatui,
yP YCIYL, | TP TEXHUKaMHU
HOPMAaTHUBHO- HOPMAaTHUBHBIX
pa3paboTku
[paBoByl0 0a3zy B | JIOKYMEHTOB, .
BHYTpPEHHEH
oOnmacTu  KadecTBa | pa3pabaTbiBaTh .
TYPUCTCKUX YCII BHYTpPEHHHUE HOPMATHBHON
P yemr YTb JOKYMEHTalluu 110
CTaHJapThl KayecTBa
KauecTBY
8HK 3.3. paszpabaThiBaTh
CYICCTRIACT CHUCTEMY KOHTpOJS | METOAaMH KOHTPOJIS
KOHTPOJTb U | METOJBl  KOHTPOJIS
KadyecTBa KadyecTBa
MOHHUTOPHHT KadecTBa YCIYT, | ook Ve TVDHCTCKHX Ve
KaueCTBa YCIYT B | IPUHIIUITBI yp youyr, yp yeuyr,
OpraHu30BbIBATh UHCTPYMEHTAMH
cepe TypHsMa OpraHM3alHuH P by
MOHUTOPHUHT MOHUTOpPUHIA
MOHUTOpPHHTA
KauecTBa, YZIOBIETBOPEHHOCTH
Ka4yecTBa, .
aHaJIU3UPOBaTh notpeduTenei,
MoKa3aTesu
pe3yabTaThl HaBBIKAMH cOopa U
KayecTBa
KOHTPOJIs U | aHaJIu3a JaHHBIX O
TYPUCTCKUX YCIYT,
MOHUTOPUHTA, KauecTBe YCIIyT,
WHCTPYMEHTHI
BEISIBIIATH TeXHUKAMHU
U3MEPEHUS
HECOOTBETCTBUSL U | U3MEPEHUS
KadecTBa YCIIyT, .
pa3zpabaThIBaTh roKaszaTenei
TexHosjoruu cbopa
KOPPEKTUPYIOIINE KauecTBa, METOJaMu
u aHanm3a
MEpOTPUATHS, pa3zpaboTku
nHpopmanuu 0
UCII0JIb30BaTh KOPPEKTUPYIOIIHUX U
Ka4yecTBE YCIyT
METO/IbI MpeAYIPEXKIAOMIHNX
CTaTUCTUYECKOTO NEeNCTBUN
KOHTpOJISI KauecTBa

4. CTPYKTYPA U COAEP KAHUE JUCHUIIJIMHBI (MOAYJIS)

OOmast TpyI0eMKOCTh IUCHUIUIMHBI B COOTBETCTBUM C YYEOHBIM IUIAHOM COCTaBISCT 3
3aueTHble eauHUIE (108 yacoB).

TpymoeMKOCTh OTHETBHBIX BHJIOB Y4eOHON paOOTHI CTYACHTOB 3a04HOM (POpMBI 0O0ydeHUS
npuBeneHa B Tabnuue 2.1.
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Taouauna 2.1. TpynoeMKocTh 0T/AeJIbHBbIX BUI0B Y4eOHOH padoThl 10 popmMam o0yUeHust

Bun yae6Ho# 1 BHeyueOHOM paboThI JUTS 3209HOM (HOPMBI
00ydeHUs

O0BbEM AUCHUILIMHEI B 3aUE€THBIX €IUHULIAX 3
O0BeM TUCLUILUIAHEI B aKaJEMAYECKHUX 4acax 108
KoHTtakTHas paboTa oOydaromuxcs ¢ npenoaaBaTesieM (BCero), 795
B TOM 4HcIIe (4ac.): ’
- 3aHATUS JIEKIIUOHHOTO THIIA, B TOM YHUCIIE: 2

- MpaKTH4YecKasi MOAr0TOBKA (€CIIv MPeAyCMOTPEHA) -
- 3aHATHUSA CEMHHAPCKOTO THMAa (CEMUHAphI, MPAKTHYECKHE,
1abopaTOpHbIE), B TOM YHUCIIE: 4

- IpaKTUYeCcKast MOJArOTOBKA (€CIU MPEeTyCMOTpEHA) -
- KOHCYJIbTanus (mpea3K3aMeHalMoHHas ) 1
- IPOMEKYTOYHAs aTTeCTalUs O AUCIUIIMHE 0,25
CamocTosTenpHas paboTta o0ydaroniuxcs (Jac.) 100,75
dopma IpOMEKyTOUHOM aTTeCTalMK 00yJaroIIerocs sksamen — 1 ceectp
(3auet/aK3amMeH), cemectp (bI)

COI[ep)KaHI/IC JUCHUITIIMHBI,

CTPYKTYpUPOBAaHHOE IO TemaM (pa3fenaM) C yKa3aHUEM

OTBEJICHHOTO HAa HHUX KOJIMYECTBA aKaJEMHYECKHX YacOB M BHAOB YYEOHBIX 3aHATUUA U
CaMOCTOSITENTbHOM paboThL, A1 KaxKA0W (hOpMbI 00yUeHUs MpeCTaBlIeHo B Tabnuie 2.2.

Tadauna 2.2. CTpyKTypa U coepkaHue TMCHUUILIHNHBI (MO1YJIs1)

0714 3a04HOU hopmbl 00yUueHus

KonTakTHas padora, gac. ®opma
M 113 JIP TCKYLIETO
" KOHTPOJIA
K| CP § ycneBachocm,
Paznesn, Tema TUCITUTIIMHEBI P , &
B B B o hopma
(MomyJist) [ | 4ac | =
J |1a |13 | tu | JP |14 | g 2 | HPOMEXYTOUHO
T T MM | = U aTTecTaluu
[no
cemecmpam]
Tema 1. 1 16 | 17 | Tecr.
«TeopeTnueckue OCHOBBI
yIpaBJIeHHUs! KaueCTBOM B
TypU3ME»
Tema 2. 1 16 | 17 | Tecr.
«MexayHapoIHbIe 51
HallMOHAJBHBIE  CTAHJAPTHI
KaueCTBa B TYPU3ME»
Tema 3. 1 16 | 17 | Kpyruslii cTon
«CucreMsl MeHeDKMEeHTa
KauecTBa B OpraHu3alMsIX
TYPUCTCKON MHIYCTPUH
Tema 4. 1 16 | 17 | Onpoc
«MeTtoapl OILICHKU u
KOHTPOJIA KauecTBa
TYPUCTCKUX YCIIYT»
Tema 5. 1 16 | 17
«YnpaBieHue Ka4eCTBOM
TYPUCTCKOM JECTUHALIUNY
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KonrakTHas pabora, Jac. dopma
I 113 JIP TCKYLICTO
K | cp § KOHTPOJISA
Pa3znen, TeMa qUCIUTLIMHBI P| , g | YclepacMoctH,
(Moysist) B B B | [ |gac| 2 popma
J |1a [II3| tu | JP |14 | g 2 | MPOMEKYTOUHO
TII1 TII1 M | =~ U aTTecTaluu
[no
cemecmpam]
Tema 6. 1 20, | 21,
«/IHHOBAIIMOHHBIE ITOIXOMIEI 75 | 75
K YIPaBJICHUIO Ka4eCTBOM B
TYpPHU3ME»
KounTpoJb npomMe:kyTo4HOM 0,25 SK3AMEH
aTTecTaluu
Koncyabranus 1
4 10 | 10
HToro 3a Bech nepuos 0,7 8
5

Tadnmua 3. MarTpuuma cooTHeceHUsl Ppa3/iesioB,

U hopMHUpyeMBbIX KOMIIeTEHIIUI

TeM Y4eOHOH JUCHUILIHHBI (MOIYJIfA)

Paznen, tema
JTUCIUIUIAHBI (MOJTYJIS)

Ko xoMmmereHnmuun

Komn-Bo
4acoB

OIIK-1

OIIK-2

OIIK-2

OO01uee
KOJIMYECTBO
KOMIIETEHIINN

Tema 1.
«Teoperndeckue OCHOBBI
YIIPaBJICHUS KAYECTBOM B
TypU3Me»

17

+

+

+

3

Tema 2.

Ka4eCTBA B TYPU3ME»

«MexayHapoHbIe U
HalOHAJIbHbIE CTaHAAPTHI

17

Tema 3.

TYPUCTCKOM MHyCTPUN»

«Cucremsbl MCHCIP)KMCHTA
KadeCcTBa B opraHu3anusax

17

Tema 4.

KadeCTBA TYPUCTCKHUX YCIIYT»

«MeToabl OLIEHKU U KOHTPOJIA

17

Tema 5.

TypHCTCKOﬁ JACCTHHAITUD)

«YnpaBieHue Ka4eCTBOM

17

Tewma 6.

TYpU3ME»

«VITHHOBAIMOHHBIE TOAXOIBI K
YOpaBJICHUIO KAaueCTBOM B

21,75

KoHTpOoJIb MPpOMeKYTOUHOM
arTecTalnu

0,25

KouncyabTanus

UTOroO

108
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Kparkoe conepxxkanue Kaxaoi TeMbl JUCHUIIAHBI (MO1YJIA)

Tema 1: TeopeTnueckne 0CHOBBI YIIPABJIE€HUS KA4YeCTBOM B TypH3Me
[TonsiTHE KauecTBa TYPUCTCKUX YCIYT M €r0 OCOOCHHOCTH. DBOJIONUS KOHIEIIINHN YIIpaBICHUS
kauecTBoM. Crienuguka kauectBa B chepe Typusma. KauecTBo kak GpakTop KOHKYPEHTOCIIOCOOHOCTHU
Typuctckoil nectuHauuu. OCHOBHBIE MOJENM KaudecTBa yciayr (mozenb I'poHpooca, Mozenb
SERVQUAL, monens Kano). B3anMocBs3p KkauecTBa TYPUCTCKHUX YCJIYT M YJIOBJICTBOPEHHOCTH
noTpeduTeneii. JDKOHOMHYECKHE AacleKThl KadecTBa TYPUCTCKHUX yciyr. KadecTBo Kak 3JIeMEHT
CTPaTErnyecKoro yrnpaBJiIeHUs TYPUCTCKOM JIeCTUHAIIMEH.

Tema 2: MexayHapoaHble 1 HAMOHAJIbHbIE CTAHJAPTHI Ka4eCTBA B TypU3Me
Cucrema MexJIyHapoaHON craHmaptusanuu B Typusme. Cranpaptsl cepun ISO 9000 u ux
MPUMEHEHUE B TYPUCTCKON MHAYycTpuH. Crelnaau3upoBaHHbIe CTAHIAPThI AU UHYCTPUH TypU3Ma U
rOCTENIPUUMCTBA. HannoHanbHBIE CHCTEMBI CTaHAAPTHU3ALMU TYPHCTCKUX yCiyr. JloOpoBoibHBIE
CUCTEMBI CepTU(UKAINK B TypU3Me. DKOJIOTHUECKUEe CTaHAApThI B Typusme. CTaHIapThl TOCTYITHOCTH
TypucTCKuX ycuyr. IIpoGnempl rapMOHM3aUMU MEXIYHApOAHBIX M HAIMOHAJIBHBIX CTaHIAPTOB.
Brnusinue cranmapTuzanyy Ha pa3BUTHE TYPUCTCKUX JAECTUHAIUH.

Tema 3: CucreMbl MEHEIKMEHTA Ka4eCTBA B OPraHU3aUMAX TYPUCTCKON HHIYCTPHHI

KoHnuenmus u npuHUUNBl MOCTpoeHUs: cucteM MeHekMmeHTa kauectBa (CMK). IlpoueccHsiit
IIOAXOJ B YIPaBICHHMM KadecTBOM TypucTckux ycuyr. Jloxkymenranma CMK Ttypucrckoro
npeanpusitas. Baenpenne CMK Ha npennpuatusx TypUCTCKOH WHAYCTpuH. CepTHHUKAIHS CHCTEM
MEHEeJKMEHTa KauecTBa. MIHTerpupoBaHHbIE CUCTEMbI MEHeDKMeHTa B Typusme. Ocobennoctu CMK
JUIS pa3IMYHbIX CETMEHTOB TYPUCTCKOM MHIYCTpPHUM (CpeACTBa pa3MELEHUs, NPEeInpUsITUs MUTAHUS,
TPAHCHOPTHBIE YCIIYTH, 3KCKYPCUOHHOE OOCITyKUBaHHE). DKOHOMUYECKas 3PPEKTUBHOCTh BHEPEHUS
CMK. Ponb nepconana B pynkunonupoanuu CMK.

Tema 4: MeToabl OLIEHKM M KOHTPOJISI Ka4eCTBa TYPHUCTCKHUX YCJIYyT

Knaccugukaius MeTo10B OLleHKH KayecTBa yciyr. KoanuecTBeHHbIE M KaUeCTBEHHBIE METO/IbI.
OObeKTUBHBIE M CYOBEKTHUBHBIE ITOKA3aTeIN KayecTBa. MeTo/ 1 aHKeTHpOBaHUs ToTpeduTeneit. Merox
"Taiinpiii rocts" (Mystery Shopping). DkcrnepTHble MeTOIbl OLEHKH. BeHUMapKuHT B cucTeMe
kauecTBa. CTaTUCTHUECKHE METO/bl KOHTPOJS KayecTBa (KOHTPOJIbHBIE KapThl, Auarpammsl [lapeTto,
IPUYMHHO-CJIE/ICTBEHHbIE JUarpamMMbl). AyIUT KadecTBa TYPUCTCKMX YCIyr. MeToJbl OLEHKH
SKOHOMMYECKON 3((HEKTUBHOCTH MEPONPUITUNA MO TMOBBIIIEHUIO KadecTBa. Crnenuduka OLEHKU
KauecTBa Ha YPOBHE TYPUCTCKOM JECTHHALIUH.

Tema S: YnpasieHne Ka4eCTBOM TYPHCTCKOM JeCTUHALMU

Konuenmus kauectBa TypucTCKON nectuHau. MakTopsl, BIUSAIONIME HA BOCIIPUSATHE KauecTBa
nectuHauuu. IlokazaTenn kayecTBa TypUCTCKOM aecTuHAnuu. CHCTEMBI YIpPaBJIEHUS KadyeCTBOM Ha
ypoBHe aectuHauuu. Ponrs DMO (Destination Management Organization) B obecriedeHHH KayecTBa.
Koopaunamust aeATeNnbHOCTH YYAaCTHMKOB TYPUCTCKOTO pBIHKA 10 OOECIEeYeHMI0 KadyecTBa.
WNudopmanronHoe obecrieueHne ynpaBlieHUsT KadeCTBOM JIECTHHAIMHU. YTpaBiieHHe 0e30MacHOCTHIO
KaK KOMIIOHEHT KayecTBa JecTHHauuu. CepTudukanus TypucTCKUX AecTHHAaUui. bpenn nectuHanum
KaKk OTpakeHue KauecTBa. Jlyuine MUpOBBIE NPAKTUKH YIPABIEHUS KadeCTBOM TYPHCTCKHUX
JIeCTUHALIUN.

Tema 6: IHHOBanMOHHBIE MOAX0/ABI K YIIPABJICHHIO Ka4eCTBOM B TypH3Me
[{udpoBble TEXHOJIOTMM B YNPABIECHUU KAaue€CTBOM TYPHUCTCKUX yciayr. CHUCTEMBI ylpaBiIeHUsS
OT3bIBAMHM M pemyrtanueil B wuHTepHeTe. bonpmme panneie (Big Data) B anaimze kadecTBa
oOcnykuBaHMsl. VICKyCCTBEHHBIM MHTENJIEKT M NPEAUKTHBHAS AHAIWTUKA B YIPABICHUU KauyeCTBOM.
[lepconanuzanus kak (akTop TOBBILICHUS KauecTBa oOcimyxuBanus. KoHmenuus "yMHOMN
nectuHanuu" (Smart Destination) u ee BIMsHHE Ha KAadyeCTBO TYPHCTCKOTO OIbITa. YTIPaBJICHHUE
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KaueCTBOM B YCJIOBHUSX YCTOWYMBOTO TypusMa. VIHHOBallMOHHBIE METOAbI OOY4YEHHS IMepcoHana AJis
MOBBIIIEHUST KadyecTBa oOciykuBaHus. [eiiMuukanus B ynpaBieHUH KadecTBOM. llepcrexkTHBHBIC
HaIlpaBJICHUs Pa3BUTHS CUCTEM YIIPABJIEHUs KaU€CTBOM B TYpU3ME.

5. METOJJMYECKUE YKA3AHUSI MO MPENOJABAHUIO
1 OCBOEHUIO JUCLUILJIMHBI (MOLY.JI5T)

5.1. Yka3anus 1Jis1 npenojaBaresieil 10 OPraHu3aliii ¥ NPOBeieHUI0 YYeOHbIX 3aHATHI
10 JIMCUHUIIIHHE

Oprann3aliOHHO-METOMYECKOW 0a30i MpOBENCHUS JEKIMOHHBIX, CEMHUHAPCKUX 3aHATUH
ABJIsieTCAd Y4eOHbIM IUIaH crenuanbHocTH. Ha ocHOBe Hero o0beM 4YacoB ayAMTOPHBIX 3aHATHUM,
OTBEJICHHBIM JJI KaKJ10M y4eOHON MUCIMIUIMHBI M MEXIUCLUUIUIMHAPHOTO Kypca, JEIUTCS Ha 4achl
JIEKLMOHHBIX, MPAKTUYECKUX, JAOOPAaTOPHBIX M APYrHX 3aHATUH COOTBETCTBYIOIIMMH Kadeapamu, ¢
yKazaHueM (popM KOHTPOJIS TEKYLIEH U UTOrOBOM aTTecTallui 00ydyaeMblX.

IIpenonaBaTensb, Ha3HAYEHHBIM Ui YTEHUS JIEKIUH, 00s3aH 10 Havyasa ydeOHOro mpolecca
MIOATOTOBUTh Y4€OHO-METOJIMYECKUE MaTepuasbl, HEOOXOAUMBIE AJii MPOBEACHUS JIEKIMOHHBIX U
ceMuHapckux 3aHaATud. K HMM oTHocsaTcs: pabouass mporpamMma y4eOHOW JAUCHUIUIMHBI HIIH
MEXIUCUUIUIMHAPHOTO  Kypca; METOAMYECKHE Marepuaibl JUIsi [MPOBEACHUS CEMUHApPCKHUX
(TIpaKTUYECKUX U JIp.) 3aHATHUH.

PazpaboTaHHbIN KOMIUIEKT y4eOHO-METOJMUECKUX MAaTEPUAIOB IPEAOCTABIISETCS B OyMaKHOM
U DJIEKTPOHHOM BHUZE, OOCYXJaeTcsi M YTBEpXKAaeTcsl Ha 3acelaHuu Kadeapsl Iepe] HadaioM
y4eOHOTO roja.

IIpenonaBaTens 0053aH NPOBOJUTD JICKIIMOHHBIE 3aHATHS B CTPOTOM COOTBETCTBUU C TOI0BBIM
y4eOHBIM rpa)uKOM U YTBEPKICHHBIM HA €T0 OCHOBE PaCIMCAaHUEM JICKIIHA.

IIpu pa3zpaboTke METOAMKM CEMHMHAPCKMX 3aHATHUI BaXHOE MECTO 3aHHMMAaeT BOINPOC O
B3alMOCBS3U MEXJy CEMUHApOM U JIEKIHEH, CEMUHApPOM M CaMOCTOSITEIbHONH pabOTOM CTY/AEHTOB, O
XapakTepe U crnocobax Takoil B3auMocBs3u. CeMuHap HE JOJDKEH MOBTOPATH JIEKIHIO, U, BMECTE C
TE€M, €ro PYKOBOJUTENI0 HEOOXOJAMMO COXPAaHUTh CBSA3b NPUHIUMHAIBHBIX IOJOKEHUHN JIEKIMH C
COJIEP’KAaHUEM CEMHHAPCKOTO 3aHATHS.

Kak npaBumno, cemuHapy npeamecTByeT JeKIus 0 TOH ke TeMe.

OOs3arenbHBIM B Hayajle JIEKIIMOHHOIO, CEMUHApCKOTO 3aHATHUS MPOBOJIUTCS 5 MHUHYT
KOHTPOJIb 3HaHWH, 0043aTeIbHBIM SBJISIETCS IPOBEACHHE TPOEKTHON padOThl B KOMaH/IE.

[IpenonaBaTens, NPOBOJSAIIMN JICKIMOHHBIE M CEMUHApCKUE 3aHATHUS, O053aH BECTH y4YeT
MOCEIIaEMOCTH CTYJEHTOB - MO JKypHajaM Trpymnn. B ciydae HESBKM CTYIEHTOB Ha JEKIHUIO
Iperno/iaBaTesb 00513aH He3aMeITUTEIbHO HHPOPMUPOBATh YUEOHBIH OTAE.

B xoJ1e ocBO€HUS AUCHHUIIINHBI JJa0OPATOPHBIE 3aHATHS HE TPEYCMOTPEHBI.

B mporuecce nmpakTHueckux (CEMMHApCKHX) 3aHATHHA, Hapsady ¢ (GOpMUpOBAHHEM YMEHUU U
HABBIKOB, 00O0OIIAIOTCSA, CHUCTEMATH3UPYIOTCS, KOHKPETU3UPYIOTCS TEOPETHYECKHEe 3HAHWUA,
BbIpabaThIBAETCSI CHOCOOHOCTh HCIOJB30BATh TEOPETUYECKHE 3HAHMSA Ha IPAKTHKE, Pa3BUBAIOTCS
UHTEJJIEKTyallbHbIE YMEHUSI.

Ha npaktuyeckux (CEMHHApCKUX) 3aHATHSAX IO JIUCLUUIUIMHE TNPUMEHSIOTCS CIEAYIOLINE
(bopMbI pabOTHI:

1) ®poHTanbHas - Bce CTYACHTHI BHIIOIHSIOT OJIHY U Ty )K€ padoTy;

2) T'pymmoBas - ofiHa ¥ Ta e paboTa BBITOIHIETCS IPYIIaMU U3 2-5 4eoBeK;

3) WuauBHayanmbHas - KaXIbI CTYJCHT BBIIOJIHACT WHANBUAYATBHOE 3a/1aHUE.

CTpykTypa NpaKkTUYECKUX 3aHATHI MO IUCIUIUIMHE B OCHOBHOM OJMHAKOBA: BCTYIUICHHE
npernoJiaBaTens, padboTa CTyJCHTOB 110 3aJaHHsIM IpenogaBareis, KoTopas TpeOyeT TOMOIHUTEIbHBIX
pa3bsICHEHUH, COOCTBEHHO IpaKTHYeCKass 4YacTb, BKJIIOYAOLIAss pa300p KOHKPETHBIX CUTYaIuil,
pellIeHrEe CUTYallMOHHBIX 3a/1a4, TPEHUPOBOYHBIE YIIPAXKHEHUS U T.JI.

B crpykType mNpakTH4ECKOro 3aHATHS TPAJULIUOHHO BBIACIAIOT CICAYIOUIME 3Tallbl:
OpraHU3aIMOHHBIN ATall, KOHTPOJIb UCXOAHOTO YPOBHS 3HAHUH (00CyX/IeHHE BOIPOCOB, BOSHUKIINX Y
CTY/IEHTOB IIPU IOATOTOBKE K 3aHITHIO; UCXOIHBIH KOHTPOJb (TECTHI, OIPOC, MPOBEPKA MHUCbMEHHBIX
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JTOMAIITHUX 33JaHUi W T.1.), KOPPEKIMs 3HAHUU CTYACHTOB), oOydaromui dTtam (TeaarorudecKuit
paccka3, HHCTPYKIOHUH I10 BBIIIOJHCHUIO 3a[[aHHﬁ), CaMOCTOATCIIbHAsA pa60Ta CTYACHTOB Ha 3aHATHH,
KOHTPOJIb KOHEYHOTO YPOBHS YCBOCHUS 3HAHHM, 3aKTFOUNTEILHBIN 3Tall.

5.2. Yka3zanus 1J1s1 00y4a0IMXCs 10 0CBOCHUIO TUCUUIIMHBI

OOmwmii 00beM CaMOCTOSITEIBHOH pPAa0OTBI CTYIEHTOB [0 JAMCHUIUIMHE «YNpaBiieHHe
Ka4yecTBOM YCJIyr B Typu3zme» cocrapisieT 100,75 gaca.

CamocTosTenpHas paboTa OCyIIeCTBIICTCS B POpME OATOTOBKY K MPAKTUICCKUM 3aHATUSIM U
BBINOJIHEHUS MMCHhbMEHHBIX JIOMANTHHUX 3aJaHui 1o auciuiuimHe. [1o Kaxmoil Teme mpeaycMOTpeHO
BEITIOJTHEHUE OOJIBIIIOT0 KOJMYECTBA PAa3HOOOPA3HBIX YIPAKHEHWH, HAMPABICHHBIX HA 3aKpEIUICHUE
JEHCTBHUI IO OCYIIECTBICHUIO MPO(ECCUOHATBLHONU ACSITEILHOCTH B COOTBETCTBHH C TPEOOBaHUSIMU
(benepanbHBIX FOCYJapCTBEHHBIX 00Pa30BaTEIIbHBIX CTAHAAPTOB BCEX YPOBHEH 00pa3oBaHUsI.

Tabauua 4. Conepxxanue caMoOCTOATENbHOH PadoThI 00yYAOIIUXCS

Jlna 3a0unoit popmot 00yuenusn

Bormpocsl, BEBIHOCHMBIE Kon-Bo
®dopma paboThI
Ha CAaMOCTOSITETIbHOE U3YUYCHHE 4acoB
Tema 1. 16 Tecr.

«TeopeTnyeckre OCHOBBI YIIPABICHHS KAUECTBOM
B TYpHU3ME»

Tema 2. 16 .
«MexyHapoJlHble M HallMOHAJbHbIE CTaHAAPThI CemuHap
Ka4yecTBa B TYpHU3ME»

Tema 3. 16 Tecr
«Cucrembl MEHEKMEHTa KadyecTBa B

OpraHMU3aIMsIX TYPUCTCKON UHIYCTPUH

Tema 4. 16 CemuHap

«MeTonibl  OIIEHKM M  KOHTPOJS  KadecTBa
TYPUCTCKUX YCIIYT»

Tewma 5. 16 Pedepar
«YmpaBieHue KauyeCTBOM TYpPUCTCKOM

ACCTUHALIUN

Tema 6. 20,75 Occe

((I/IHHOBaI_[I/IOHHI)Ie nmoaxoJabl K  YIPaBJICHUIO
KauCCTBOM B TYPU3MCH

5.3. Buabl u (QopMbl NHUCBMEHHbIX PadOT, MNPEAYCMOTPEHHBIX INPH OCBOCHHMH
AUCHHUILINHBI, BBINOJHsAEMbIe 00y4al0IUMHUCH CAMOCTOATEIBHO

Jlns BBIMOJIHEHHS BCEX BUJOB MHCHbMEHHBIX pabOT MO AMCLUMIIMHE Ha 3aHATUSAX M JIoMa
o0yJaromuMcsi peKOMeHAyeTcs MMeTh pabodyio TeTpaab. Bce mucbMeHHBIE JOMAIIHUE 3aJaHUs
BBITIOJHSIOTCS 1O y4eOHHKaM, yKa3aHHBIM B IIEpEYHE OCHOBHOM U JOMOJHUTEIBHON JTUTEpaTyphl AJis
CaMOCTOSITENTbHON pabOThI 00yUArOIIUXCS [0 JUCIUTUIMHE.

TpeOoBaHNsI K TBOPYECKUM 32JaHUAM M MPOECKTAM
TBopueckoe 3aJaHME/TMPOSKT TMpEIoJiaracT TMPOBEPKY 3HAHMK 10 M3YYCHHOM TeMe.
TBopueckoe 3amaHME/TIPOEKT MO3BOJSIET COBEPIIEHCTBOBATH YMEHHS CTYJICHTOB aHAJTU3UPOBAThH
HAay4YHYIO JIUTEPATypy; YKPEIUIIeT Hay4yHble OCHOBBI COLIMAJILHO-TIEIarOrMUYECKUX HCCIIEOBAHMUIA;
pa3BHUBAET CIIOCOOHOCTH CTYACHTOB K Mpo(deccCHoHANBbHON pedIeKCHH, aKTyaIu3upyeT CTPEMIICHUE K
JUYHOCTHOMY U MPO(eCcCHOHAIBHOMY POCTY.
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J1J1s MOATOTOBKH K TBOPYECKOMY 3aJIJaHHIO/TIPOCKTY BHUMATEIHHO M3YUUTE MaTepHal JICKIUH,
KOHCIIEKT CEMUHAapa, JIOTOJIHUTEIIBHYIO JIUTEpaTypy, BhIyduTe TepMHUHbI U3 CloBaps o JaHHOH TeMe.
B xome mnpoBeneHus TBOpueckod paboTel BaM HE0OXOMMMO IaTh pa3BEpHYTOE IMHUCHMEHHOE
coOCTBEHHOE MHEHHME TI0 33JaHHON MpobiIemMaTuke, 00beMoM He OoJiee 2 CTpaHUII.

TBopueckoe 3amaHHE/TIPOEKT JIOJKHA OBITH BBIIOJHEHA B pemakrope Microsoft Word.
Heo6x0auMo BBINIOIHEHHE CIEAYIOIUX apaMeTpPOB: OTCTYIIBI CIIpaBa, ClieBa, CBEPXY, CHU3Y — 2 CM.,
mpudT — Times New Roman, 12. TBopueckas paboTa MPUCHUIACTCS MPEIOAABATEIIIO 110 JICKTPOHHON
MOYTE B COOTBETCTBUHU CO CPOKOM, YKa3aHHBIM B pa0oyeM IUIaHE CTyAeHTa. TBopueckas paboTa, HE
BBIIIOJIHEHHASI B CPOK, OlleHHBaeTcs B 50 0ayuios.

TpeGoBanus K NPpoOBeIeHUIO Kelic - 3a/1a4u
[TpoGiieMHOE 3amaHWe, B KOTOPOM MPEIIaral0T OCMBICIUTH PeallbHYI MPodhecCHOHATBHO-
OPUEHTUPOBAHHYIO CUTYAIINIO, HEOOXOAUMYIO ISl PEIICHUS JAHHON MPOOIEMBL.
IIpoBeneHue Keiic - 3a1a4u BKIIOYAECT:
® 03HAaKOMJICHHE C TPOOJIEMHON CUTYyalIUeH;
e O00BSCHEHHE AITOPUTMA JICHCTBUH 110 BHITIOJHCHHIO KeiC-3a/1a4;
® [I0Ka3 aJIropuT™Ma JEHUCTBUM, B MPOLECCE KOTOPOIro IPENOJaBATENb JEMOHCTPUPYET Kak
MPaBWJIBHO BBIMIOJHATH KEHC-3a/1a4y;
e IIOJIBEJICHHWE UTOTOB BBIITOJHEHMS KEHC - 3a/1a4H.

Ilopsinok npoBeeHUsi TECTHPOBAHUS

KoHTtponbHOe TecTupoBaHHE TPOBOAUTCS JJIsl OLIEHUBaHMs Hanbosee 00X 3HAaHUH CTyJeHTa
10 OTAEJIBHBIM TEMaM.

Tect — 3TO COBOKYIHOCTb YCJIOXKHSIOIIMXCS BONPOCOB B TecToBOl (opme. Bapuantsl
TECTOBBIX 3a/IaHUN MO0 KypCy BKJIIOYAIOT TOJIbKO ()OpMYy HOMEp OJIMH: BHIOOP OJHOTO NMPaBUIBHOIO
BapHaHTa OTBETA.

J171s MOATOTOBKM K TECTUPOBAHUIO HEOOXOAUMO OJIM3KO K TEKCTY 3alIOMHUTh MaTepUal JIEKIIMH
U TPAKTHUYECKOTO 3aHATUS, OCHOBHBIE TEPMHUHBI M IOHATUSA 1O JaHHOM Teme. [lomomp mnpu
MOArOTOBKE K TECTUPOBAaHUIO MOKeT oka3aThb CloBapp TEpMUHOB U y4yeOHbIE MOCOOWS,
PEKOMEHI0BAaHHBIE K JTAaHHOW TEME MPAKTUYECKOTO 3aHATHS.

TecroBoe 3amanue B (hopme BbIOOpa OJHOIO BapHaHTa OTBETA IPEAINOIAracT BBIICICHHE
(YKazaHHBIM B NpOTpaMMe CIIOCOOOM — MOJUEPKUBAHMEM WJIM JAPYrMM) BEpHOIO OTBETa B TEUYEHHUE
YKa3aHHOT'O BPEMEHH.

IHoaroroBka K 3K3amMeHy

OK3aMeH — ABIISETCS WUTOTOBOM (hOpMOI OIleHMBAaHMS 3HAHUM CTYIEHTa M0 BCEMY KYpCY
M3YYEHHON TUCHMIUIMHBL DK3aMEH NPOBOIUTCA B MUCHMEHHOW (opme, ouHO. [ MOAroTOBKM K
9K3aMeHy MOHAJ00UTCS MaTepHal Kypca JIeKIMi, KOHCIEKTbl MPaKTUYECKHX 3aHSITHH, CIOBapb
TepMHUHOB. [Ipy BEICOKOM ypOBHE MOATOTOBKY K MPAKTUYECKUM 3aHATUSAM U COCTAaBICHUM KOHCIIEKTOB
JIOTIOJTHUTENBHON JIUTEPATyphl K KaKJIO0M Teme, MOXHO HM30ekaTh OOpalleHUs K JOMOIHUTEIbHBIM
UCTOYHMKAM 3HAHUM NpU MOATOTOBKE K OJKk3aMeHy. [losb30BaHME KOHCIEKTOM WM APYTHMHU
HOCHUTEJIIMU MH(OPMaIUK Ha 3K3aMEHE CTPOTO 3aIlPELIeHO.

WtoroBass oneHka MO AMCUUIUIMHE OYIET YYMTHIBaTh pE3yJNbTaThl TBOPYECKHX padoT,
TECTUPOBAHUS U SK3aMEHa.

6. OBPASOBATEJIBHBIE U HTH®POPMALIMOHHBIE TEXHOJIOI'MHU

6.1. O0pa3oBaresibHbIE TEXHOJIOTUH

OOydeHne 1Mo MUCIHILTAHE MPEANONIaracT u3ydeHne Kypca Ha ayIUTOPHBIX 3aHATUSX (JICKIIHH
Y TIPAKTUYECKHE 3aHATHS) U CAMOCTOSATEILHON pabOThI CTYICHTOB.

NurepaktuBHas Jsekuus. llpeamosiaraer meron  BU3yalM3aldM, II0KAa3  IPE3EHTALMM,
WCIIOIb30BaHUE OOpaTHOW CBSI3M, PEAKIMU ayAHUTOPHUU Ha MPOOJIEMHO ITOCTaBJIECHHBIE BOIPOCHI,
HABOJISIIIUE BOIIPOCHI, IKCIIPECC-TECTUPOBAHUE, MUHU OMPOC.
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WNuTtepaktuBHBIA cemuHap. [lpeamonaraeT WCIONb30BaHUE KIACCHYECKUX (opM ormpoca,
KOTOPBIE COUETAIOTCS C BOIPOCOM K MPEIOIaBaTeNIo Mo MpobiieMe, KOTOpast BEI3BIBAET 3aTPyAHEHHE B
IIOHUMaHHH.

OO6pa3zoBarenbHble TEXHOJIOTHH CEMHHApa: IPYINIOBBIE JUCKYCCHUH, METOJ| «PaBHBI 00y4aer
paBHOro», paboTy B KOMaHJaX, pa3padOTKa KOMaHIHBIX IIPOEKTOB, JUCKYCCUH, pELICHUe
¢dunocockux KercoB, UTPOBBIE METOUKH, MO3TOBOM HITYpPM.

Komnoksuym. Ilpennonaraer KpaTKuii YCTHBII OTBET Ha IIOCTABJIEHHBIE BONPOCHI 10
MPOMJICHHBIM TEMaM.

Hucnyr. O0cyxaeHns KoManJaMu B (opMe TUCKYCCUU MUCbMEHHO MOATOTOBJIEHHOIO JOKJIa1a
MIPOEKTA IO BEIOPAHHOM MPOOJIEMHOM CUTYalluy UK BOIIPOCY.

TectupoBanue. Ilpeanosnaraer nucbMEHHbIE OTBETHI HA IOCTABJICHHBIE B TECTaX BOIPOCHI.
TectupoBanue MPOXOMUT MO KAKIOW MPOWIECHHOW TeMme (WM TPYIIE TeM), BKIIOYaeT B ceOs
BHUMATEJIbHOE YTCHHE y4eOHOro MaTepHraa, KOTOPbIH YKa3bIBaeTCs B IIPEABAPUTEILHOM 3aaHUH.

KonrponpHas pabora: mUChbMEHHas MPOBEpKAa yMEHWI NMPUMEHSATH MOJTYYEHHBIC 3HAHUS IS
peleHys 3a/1a4 ONpeIeIEHHOr0 TUIA IO TEME WU Pa3Jiely.

Tabauua S. O6pa3oBare/ibHbIE TEXHOJOTHH, HCIOJIb3yeMble IIPH PeaTu3anuu Y4eOHbIX 3aHATHI

Paspnen, Tema dopma yueOHOro 3aHATHS
JUCLUIUIMHBI (MOZYIIS) Jlexuus [TpakTrueckoe JlaGoparopHas
3aHsTHE, CEMUHAp pabora

Tema 1. Ob63opnas nexyus | Tect. He
«Teopernyeckue OCHOBBI npeoycmMompeno
yIIpaBJIEHUs] KAUe€CTBOM B
TypU3Me»
Tema 2. O630pnas nexyust He
«MexayHapoHbIe " Cemunap npeoycmMompeHo
HallMOHAJIbHBIE CTaH/apThl
KAauecTBa B TYPU3ME»
Tema 3. Ob63opnas nekyua | Tect He
«Cucrembl MEHE)KMEHTA npeoycmMompeno
KauecTBa B OpraHu3aUsaX
TYPUCTCKON MHIAYCTPUN
Tema 4. O630pnas nekyua | CemuHap He
«MeTonibl OLEHKH U KOHTPOJS npeoycmompeno
KauecTBa TYPUCTCKUX YCIYI»
Tewma 5. Ob30pnas nexyus | Pedepar He
«YmpasieHue KaueCcTBOM npeoycmompero
TYPHUCTCKOMN TECTHHALII
Tema 6. O630pHas nexyus | Jcce He
«IlHHOBallMOHHBIE TOJAXOIBl K npeoycmMompeno
YIIPaBJICHHUIO KauyeCTBOM B
TypU3Me»

6.2. UnopManmoHHbIE TEXHOJIOTHH

— HCIIOJIb30BAaHHE BO3MOXKHOCTEH HWHTEpHETa B y4eOHOM Ipoliecce (MCIOJIb30BaHHE caiiTa
mperojaBaTesis (pacchlika 3aJaHui, MPEIOCTaBIICHUE BBITOJIHCHHBIX Pa0OT, OTBETHI HA BOIPOCHI,
03HAKOMJICHHE 00YJaIOMIUXCs C OIICHKAMU U T. 11.));

— HCIIOJIb30BAHHUE DJIEKTPOHHBIX YYCOHUKOB U PA3TUYHBIX CANTOB (HAMpUMEp, IEKTPOHHBIX
OMOIMOTEK, KYPHAJIOB | T. JI.) KAK HCTOYHUKOB WH(OpMAITUH;

— HCIIOJIb30BAHUE BO3MOKHOCTEH 3JIEKTPOHHOM MOYTHI MPENOo/1aBaTeNs;
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— WCIOJIb30BAaHUE CPEJCTB MpEICTaBlICHUS y4eOHON WHGpOpMamuu (IIEKTPOHHBIX YUEOHBIX
OCOOM U MPAKTUKYMOB, IPUMEHEHNE HOBBIX TEXHOJOTUHN ISl TPOBEACHUS OUHBIX (TPaAULIMOHHBIX )
JIEKIUI ¥ CEMUHAPOB C UCIIOIb30BAHUEM MPE3CHTALNH U T. 11.);

— HCIIOJIb30BAaHME MHTETPUPOBAHHBIX 0OpPA30BATENBHBIX CpEl, I'Zie IJIaBHOW COCTaBJISAIOLICH
ABJIAIOTCS HE TOJBKO MPUMEHSEMble TEXHOJOTMH, HO U CcojAep)KareibHas dYacTh, T. €.
nH(OPMAIIMOHHBIE PECYPCHl (IOCTYN K MHPOBBIM WHGOPMAIMOHHBIM pecypcaM, Ha 0a3e KOTOPBIX
CTPOUTCS Y4eOHBIN TIpolLiecc);

— WCIOJIb30BAaHHE BHPTyanbHOUW oOydaromeid cpensl (LMS Moodle «3nexTponHOe
o0pa3oBaHKe») WU UHBIX HH(POPMAIIMOHHBIX CHCTEM, CEPBUCOB M MECCEHKEPOB]

6.3. IIporpammHoOe o0OecnedyeHue, coBpeMeHHble MNpodeccHOHAIbHbIE 0a3bl JaHHBIX
U MH(GOPMAIMOHHBbIE CTIPABOYHbIE CHCTEMBI

6.3.1. [IporpaMmMHoOe o0ecnieyeHmne

HanMeHoBaHUE TPOrPaMMHOTO 00ECIeYSHHUS Hasnavenue

Adobe Reader [Mporpamma j1st IPOCMOTPA IMEKTPOHHBIX
JIOKYMEHTOB

Eﬁg qli/log r&gHCTaHHHOHHOFO obyuenus Bupryanbnas obygarommas cpeia
Microsoft Office 2013 ITakeT ohuCHBIX TPOrpamMm
OpenOffice ITakeT 0(UCHBIX TPOrpamMM
7-zip ApxuBatop
Microsoft Windows 7 Professional OmneparroHHas CHCTeMa
Kaspersky Endpoint Security CpelICTBO aHTHBHPYCHOMW 3aIUTHI
Mozilla FireFox Bpayzep
Google Chrome bpaysep
Opera Bpayzep

6.3.2. CoBpeMeHHble TpodecCHOHATLHBIE 0a3bl [JaHHBIX W HH(OPMANMOHHBIE
CIPaBOYHbIE CHCTEMBI

Haumenosanue cospemennvix npogheccuonanbHuix 6a3 OaHHbIX,
UHPOPMAYUOHHBIX CHPABOUHBIX CUCTEM

VHuBepcaibHasl _CIPaBOYHO-UHPOPMAIIMOHHAS [TOJHOTEKCTOBas 0a3a  JAaHHBIX IEPHOJUYECCKUX
m3nannii 000 «MBUCy http://dlib.eastview.com Hms norvzosamens: AstrGU Ilapons: AstrGU

9J‘IeKTpOHHLIe BepCI/II/I HepI/IO,[[I/I‘IeCKI/IX I/IBZ[aHI/Ifl, pa3MeH1éHHBIe Ha CaI>'ITe I/IH(i)OpMaLII/IOHHI)IX pecprOB
www.polpred.com

OnexktpoHHblii KaTamor Hayunoit 6ubmmoreku AI'Y nHa 6aze MARK SQL HIIO «Mudpopm-cuctem»
https://library.asu.edu.ru/catalog/

OnektpoHHbIi Katanor «Hayunsie sxypransl AI'Yy https://journal.asu.edu.ru/

KopnopatuBHbiii poekT AccouManuy peruoHaibHbIX OuOMuoreyHsix koHcopunymoB (APBUKOH)
«MexperuoHanbHas aHanutuueckas pocnuch crareity (MAPC) — cBoaHas 0aza JaHHBIX, coJleprKalas
MOJIHYK0 aHanuTU4YecKyro pocnuch 1800 Ha3BaHMN KYpPHAJIOB II0 pPAa3HbIM OTPaCisIM 3HAaHHM.
Y4acTHUKM NPOEKTa MPEAOCTaBISIOT IPYr APYTY 3JIEKTPOHHBIE KOMMM OTCKAaHUPOBAHHBIX CTAaTEl W3
KHUT, COOPHUKOB, )KYPHAJIOB, coJiepxanuxcs B poHaax ux oudbmmorek. http://mars.arbicon.ru

Crnpasounas npasoBas cuctema Koncynprantlnroc.

ConepKHUTCSI OrPOMHBIA MacCUB CIIPAaBOYHOW NMPaBOBOW HMH(OpPMAIMM, POCCUNCKOE U PETMOHAIBHOE
3aKOHOJATEIbCTBO, CY/I€OHYIO MTPAKTUKY, (PMHAHCOBBIC M KaPOBbIe KOHCYJIbTAIlUU, KOHCYIbTALUN IS
OIOJKETHBIX OpraHM3aluii, KOMMEHTapUM 3aKOHOAATENbCTBA, (OPMBI JOKYMEHTOB, IPOEKTHI
HOPMAaTUBHBIX IIPABOBBIX AKTOB, MEKIYHAPOAHBIC IPABOBBIC AKThI, IPABOBBIC AKThI, TEXHUYECKHE
HOPMBI U mpaBuia. http://www.consultant.ru



http://asu.edu.ru/images/File/dogovor_IVIS1.pdf
http://asu.edu.ru/images/File/dogovor_IVIS1.pdf
http://dlib.eastview.com/
http://www.polpred.com/
https://library.asu.edu.ru/catalog/
https://journal.asu.edu.ru/
http://mars.arbicon.ru/
http://www.consultant.ru/
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7. ®OHJ]1 OUEHOYHBIX CPEACTB JJIs1 NIPOBEJAEHHNA TEKYHIEI'O KOHTPOJISA
N IMPOMEXYTOYHOU ATTECTAIIH 11O JUCIUIIJIMHE (MOZY JIIO)

7.1. acnopT ¢oHIA OLIEHOUYHBIX CPEACTB

IIpy mpoBeneHUM TEKYLIEr0 KOHTPOJS M IPOMEXKYTOUYHOM arTecTaluud 10 JAUCLUIUIMHE
«MeToabl Hccile10BAHUSI NUINEBOr0 ChIPbSi M NPOAYKTOB MNHUTAHMS»  IpoBepsercs
c(OPMHPOBAHHOCTH Y 00YUYAIOUIMXCS KOMIIETEHIINH, YKa3aHHBIX B pa3zelie 3 HAaCTOAICH MPOrpaMMBbl.
OranHOCTh (OPMHUPOBAHUS JAHHBIX KOMIETEHIIMA B MPOILECCE OCBOEHUS 00pa3oBaTEbHOMN
IIPOrpaMMBbl OIPENEISAETCS MOCIEI0BATENIbHBIM OCBOEHUEM JUCLUIUIMH (MOAYJIENH) U IPOXOXKACHUEM

IIpaKTUK, a B IIPOHCCCEC OCBOCHUA AUCHUILIMHBI—

IMOCICAOBATCIIBHBIM JOCTHIXXCHHUEM PE3YJILTATOB
OCBOCHUSA COACPIKATCIIBHO CBA3AHHBIX MCKIY co0oii pa3aciioB, TEM.

Ta6anna 6. CoorBeTcTBHE pa3eioB, TeM AUCHMILUINHBI, Pe3yJ1bTATOB 00y4eHus!

MO JUCHUIJIMHE W OLIEHOYHBIX CPEICTB

KonTtpomupyemslii pazzien, Tema JHCHUILUIAHBI Konx xoHTpOmpyemon HanmenoBanue
(Monyiist) KOMIIETCHIIMH OLICHOYHOI'O CPEJICTBA

Tema 1. OIIK-1, OIIK-2, OIIK- | Tecr.
«TeopeTndeckue OCHOBBI yIIPABICHUS KaueCTBOM | 3
B TYpU3ME»
Tema 2. OIIK-1, OIIK-2, OIIK-
«MexayHapoIHble M HaUUMOHAIbHBIC CTAHAAPTHI | 3 CemuHap
KayecTBa B TYpU3ME»
Tema 3. OIIK-1, OIIK-2, OIIK- | Tect
«Cucrembl MEHEKMEHTA KayecTBa B|3
OpraHM3alMsIX TYPUCTCKOM HHIYCTPUH»
Tema 4. OIIK-1, OIIK-2, OIIK- | Cemunap
«MeTroznpl  OLEHKM M KOHTpOJIA  KadecTsa | 3
TYPUCTCKUX YCITYT»
Tema 5. OIIK-1, OIIK-2, OIIK- | Pedepar
«Y1paBiieHHE Ka4yeCTBOM TYPUCTCKOH | 3
JECTUHALIUN
Tema 6. OIIK-1, OIIK-2, OIIK- | DOcce
«/IlHHOBallMOHHBIE  TOAXOABl K  YIPABICHUIO | 3
KAauyeCTBOM B TYpU3ME»

7.2. Onucanue nmokasarejed M KPUTEPHEB OLCHUBAHUS KOMIIETEHIMI, ONMCAHUE LIKAJ
OLICHUBAHMS

Tab6uanna 7. IlokazaTean olleHUBAHNUSA Pe3yJI1bTATOB 00y4eHHUsI B BU/e 3HAHUN

[Ikana
Kpurepun onennBanus
OLICHUBAHHUS
JEMOHCTPUPYET TIIYyOOKOE 3HaHHE TEOPETUYECKOro Marepualia, yMeHHe
5 00OCHOBAHHO M3J1araTh CBOM MBICIIU IO 00CYXJIa€MbIM BOINPOCaM, CIIOCOOHOCTh
«OTJAUYHO» | MOJHO, NMPaBUJIBHO M apryMEHTUPOBAHHO OTBEYaTh HAa BOIPOCHI, NMPUBOAWTH
IIPUMEPBI
4 JNEMOHCTPUPYET 3HAHUE TEOPETUYECKOTO MaTepHalla, €ro IOCIeN0BaTEIbHOE
«XOpOIION U3JIOKEHHUE, CHOCOOHOCTh TPHUBOJUTH TPUMEPHI, JIOMYCKAeT eIWHUYHBIC
OLIMOKH, MCIIpaBIIsieMbl€ TIOCIIE 3aMEeUaHMsl IPENoaaBaTelis
3 JEMOHCTPUPYET  HEMOJHOE, (parMeHTapHOe  3HAaHME  TEOPETHYECKOIro
«yZIOBJIETBOpH | MaTepHuaia, TpeOyroliee HaBOAAIIMX BOMPOCOB IPENoJaBaTeisi, IOMYCKaeT
TEIBHO» CYIIECTBEHHbIE OHIMOKM B €ro H3JIOKEHHWM, 3aTPYAHAETCS B NPUBEIECHUHU
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Ixanma

Kputepuu onenvuBanust
OLCHUBAHUA

IPUMEPOB U POPMYITHPOBKE BHIBOJIOB
2 JEMOHCTPHUPYET CYIIECTBEHHBIE TPOOENbl B 3HAHUU TEOPETHUECKOr0 MaTepHaia,
«HEY/IOBJICTBO | HE CIOCOOCH €ro W3JIOKHTh W OTBETUTh HA HABOJISIINE BOIMPOCHI
PUTENIbHO» | MpernoiaBaTesi, He MOKET MPUBECTH NPUMEPHI

Taouauna 8. [loka3aren onleHNBAHUA Pe3yJIbTATOB 00y4YeHUsI B BU/le YMEHUI U BJIAa/IeHUH

IMxana
Kputepuu onenuBanust
OILICHUBAHUS
JEMOHCTPHPYET CIIOCOOHOCTh NMPUMEHSATh 3HAHHE TEOPETUYECKOTO MaTepuaia
5 NP BBIMOJHEHUU 3aJaHUM, T[IOCIEAOBATEIbHO M MPABUJIBHO BBINOJHIECT
«OTJIIUYIHO» 3adaHusd, YMCCT 06OCHOBaHHO n3jaratb CBOM MBICIIN U ACJIAaTh HGO6XOIII/IMBIG
BBIBOJIBI
JEMOHCTPUPYET CIOCOOHOCTh NMPUMEHSTH 3HAHHE TEOPETHUECKOr0 MaTepuaia
4 MpU BBIMOJHEHUU 3aJaHUM, TMIOCIEAOBATEIbHO M MPABUJIBHO BBINOJHSIECT
«XOpOIION 3a/laHus, yMeeT OOOCHOBAHHO H3JIaraTh CBOM MBICIIM M JI€JIaTh HEOOXOAMMBIC
BBIBOJIBI, JIONMYCKAeT €AMHUYHBbIC OIIMOKH, HCIpaBiseMble IOCIE 3aMEYaHUs
MPENOJABATEIS
3 JEMOHCTPUPYET OTAENIbHbIE, HECHUCTEMATU3UPOBAHHBIC HaBLIKI/I,U HCITBITHLIBACT
«YIIOBJIGTBOPI/I San}QIHeHI/ISI u I[OHyCKaeT OIHI/I6KI/I HpI/I BBIIIOJIHEHUHN 3adaHHUH, BBIIIOJIHACT
TeILHOY 3aJlaHue 10 TMOJACKAa3Ke MpernojaBarens, 3aTpyaHsercs B (QOpMyTUpOBKe
BBIBOJIOB
2 HE CITOCOOCH MPaBUIILHO BBIMOJHUTD 3aTaHHS
«HEYIOBJIETBO
PUTEIBHOY

7.3. KOHTpOJ’lLHbIe 3a/IaHUA U UHBIC MaTEepUaJibl, HQOGXOJII/IMI)IC AJIA OHEHKH PE3YJIbTaTOB
oﬁyqemm o JUCHUIIJIMHE

Tema 1: TeopeTnyeckne 0CHOBBI YNIPABJICHUSI KA4€CTBOM TYPHCTCKHX YCJIYT
IIpumepHbIe TecTOBbIE 3aJaHUSA

1. KauecTBO TypHCTCKOM yCIyry - 3T0:

A) CooTBeTCTBHE YCIIYTH 3asBJICHHBIM XapaKTepUCTHKaM

B) COBOKYITHOCTB XapaKTEPUCTHK YCIYTH, ONPEICISIONINX €€ CIOCOOHOCTh
YJIOBJIETBOPSTH YCTAHOBIICHHBIE MJTH MTpeJIoIaraeMble MOTPeOHOCTH NOTPEOUTENS

C) OTcyTcTBHE HEOCTATKOB TP OKa3aHUH YCIYTH

D) CooTHOIIIeHNE 1IEHBI U TOJIyYE€HHBIX BIIeYaTICHUN

[IpaBuneHbI OTBET: B

2. Mognens H. Kano pa3aenser xapakTepuCTHKH KayecTBa yCIYyTH Ha:

A) OCHOBHBIE, JTOTIOJTHUTEITFHBIE, COITYTCTBYIOIINE

B) O0s3arenbHble, KOJIMYECTBEHHBIE, TPUBIICKATEIbHBIE

C) O0s3aTenbHbIe, OTHOMEPHBIE, TIPUBJICKATEIbHBIC

D) MarepuanbHble, IPOILECCHBIE, CEPBUCHBIE

[IpaBuneHb1 oTBET: C

3. Kakoit u3 nepeuncneHHbix nemenToB HE BXOAUT B MOzIETh KauecTBa yciuyr
SERVQUAL?

A) Hanexuocts

B) OT3BIBUMBOCTH

C) MarepuanbHOCTh

D) VHHOBAIIMOHHOCTH

IIpaBunpHbI OTBET: D
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4. UYro sBISIETCS OCHOBHBIM OTJIMYMEM TYPUCTCKOW YCIYTH OT MAaTEPHAILHOTO TOBapa C
TOYKH 3PCHHUS YIIPABICHUS Ka4eCTBOM?

A) Bouee BrICOKast CTOUMOCTB

B) HeotnenumocTs Ipon3BOACTBA OT MOTPEOICHHUS

C) Hannuue ceprudukaroB kauectBa

D) B03MOXHOCTH MHOTOKPATHOTO MCTIOIH30BAHUS

[IpaBunbHbIN OTBET: B

5. Dddexr "capadannoro paguo" B Typu3Me CBSA3aH C:

A) CKOpOCTBIO pacrpocTpaHeHus HH(OPMAIMK Yepe3 COIHATbHBIC CETH

B) BrnusiHueM 0T3bIBOB IPEIBITYIIUX KIMEHTOB HA IPUHITHE PEIICHUH HOBBIMU
MOTpeOUTEIAMU

C) MeTo10M MPOIBHKEHUS Yepe3 3HAKOMBIX

D) Oco0OeHHOCTAMH pabOThl MECTHBIX THIOB

[IpaBunpHbI OTBET: B

6. Kaiinzen kak ¢punocodus kadecTBa mpearnoaraer:

A) PanukanpHbIe MHHOBAIIMOHHBIC U3MCHCHUS

B) [TocTostHHBIC HEOOJIBIIHE YIYUIICHUS, BOBICKAIOIIUE BCEX COTPYTHHUKOB

C) CTporyro cTaHAapTH3aLKI0 BCEX MPOIECCOB

D) OpHeHTALUIO UCKITFOUYUTEIHHO Ha TPEMHUAIBHBIN CETMEHT

[IpaBunbHbI OTBET: B

Tema 2: Ctanaaprsl kKauecTBa B cepe TYpU3Ma U FOCTENPUUMCTBA
IIpuMepHBbIe BONPOCHI IUIsI CeMHHApa

1. KaxoBbl OCHOBHBIE OTJINYMS MEKAYHApPOAHBIX cTanaaptoB cepuu [ISO 9000 ot
OTpacjeBbIX CTAaHJIapPTOB KauecTBa B Typu3me?

2. Kak crangapte! "3Be3qHOCTH" TOCTUHULL BIAMSIOT HA BOCIPUSTHE KauecTBa TYpUCTaMuU
U3 Pa3HbIX CTPaH U KyJIbTyp?

3. [Tpoananuzupyite poiib JOOPOBOJIBHON CepTU(HHUKAIIMHN B TIOBBIIICHUN KaueCTBa
TYPUCTCKUX YCIIYT Ha KOHKPETHBIX pUMeEpax.

4. Kakue npeumyiiecTBa 1 HEJOCTaTKU CYLIECTBYIOT Y CUCTEM KJIAaCCU(UKALIUN CPEJICTB
pa3MelleHus B pa3HbIX CTpaHax?

o. Kaxum 06pa3oM coBpeMeHHbIE CTaHAAPThI KAUYECTBA YUUTHIBAIOT IKOJIOTHUYECKHE
acIIeKThbl TYPUCTCKOM J1eATeNbHOCTH?

6. Kak cooTtHOCSTCS TpeOOBaHUSI CTAaHAAPTOB U 0XKUJIAHUSI TYPUCTOB K KAUECTBY
o0cy>)KuBaHus?

1. B uem 3akimtoyaroTcsi 0COOEHHOCTH BHEJIPEHUSI CTAaHAAPTOB KaueCTBa Ha MaJIbIX
NPEINPUATHIX TYPUCTCKONW HHyCTpUN?

8. [IpoBenuTe cpaBHUTENBHBIN aHAIN3 CTAHAAPTOB OOCITYKUBAHUS B CETEBBIX U
HE3aBHCHUMBIX TOCTHHULIAX.

9. Kak Bnusier nudpoBusanus Ha pa3pabOTKy U BHEAPEHUE CTAHJAPTOB KayecTBa B
Typusme?

10. OneHnTe nepcrneKTUBBI Pa3BUTUS MEXTOCYAAPCTBEHHOM rapMOHU3allMU CTaHIapTOB

KadeCTBa B TypHCTCKOfI HHAYCTpHUH.

Tema 3: MeToabl OLICHKH Ka4eCTBA TYPHUCTCKHUX YCJIYT
IIpumepHbIe TECTOBBIE 32 JaHUS

1. Mertopn "Taitnblit mokynarens" (Mystery Shopping) B Typu3Me NPUMEHSETCS IS
A) BrisBiiennst He1OOPOCOBECTHBIX KIIMEHTOB

B) OOBEeKTHBHOMW OIIEHKHM KaueCcTBa OOCTYKUBAHUS C MO3UIIUU TOTPEOUTENS

C) TectupoBaHHst HOBBIX TYPHUCTCKHUX MPOTPaMM

D) [TpoBepku pabOTHI KOHKYPEHTOB

[IpaBunbHEIN OTBET: B
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2. NPS (Net Promoter Score) usamepsier:

A) YPOBeHb y10BIETBOPEHHOCTH KIMEHTOB

B) ['0TOBHOCTB KJIMEHTOB PEKOMEH/10BaTh KOMIIAHUIO JAPY3bsIM U 3HAKOMBIM

C) YacToTy MOBTOPHBIX OKYITOK

D) KonnuecTBo xanob KIMEeHTOB

IIpaBunpHbIN OTBET: B

3. KayecTBeHHBIE METO/IbI HCCIIEOBAHUS KaueCTBA TYPUCTCKUX YCIYT BKIFOYAIOT:
A) AHKeTHpOBaHUE OOJIBIIIOTO YKCIIA PECIIOHICHTOB

B) AHanu3 CTaTUCTUYECKUX JaHHBIX

C) I'myOuHHBIE HHTEPBBIO U (POKYC-TPYIIIIBI

D) W3mepeHue BpeMeHH 00CITy)KUBaHUS KIHEHTOB

[IpaBuibablil oTBeT: C

4, WNunekc ynosnerBopennoctu norpeduteneit (CSI) paccuuThiBacTCsl Ha OCHOBE:
A) ToabKO MOJTOKUTENBHBIX OT3HIBOB

B) O1eHKH pa3InYHbIX aTPUOYTOB YCIIYTH C YYETOM UX BaXXHOCTH Il IOTPEOUTES
C) O0beMa Mpoax KOMIIaHHH

D) DKCIepTHOr0 MHEHMSI PYKOBOJICTBA KOMIIAHUU

[IpaBunpHbI OTBET: B

5. Kakoit u3 meronoB HE oTHOCUTCS K MHCTpyMeHTaM OEHUMapKUHTa B Typu3Me?
A) CpaBHeHue KIIIOUEBBIX MoKa3zateneit ¢ pexrusHocT (KPI)

B) W3yuenue ayqmux NpakTUK KOHKYPEHTOB

C) [IpoBeneHne MaccoBbIX PEKJIIAMHBIX KaMITaHUN

D) AHanu3 0T3bIBOB 0 KOHKYpEHTax Ha OHJIaiH-1IaTdopmax

[IpaBuibHblil oTBeT: C

6. Kapra "nyru kiauenrta" (Customer Journey Map) ucnomnb3yercst JUIst:

A) HaBuranuu TypucToB 1o AecTuHauu

B) Busyanuzanuu Bcex Touek B3auMOJICHCTBHS KJIMEHTa ¢ KOMIaHueH

C) OtcnexuBanus reorpaduu Ipoaax

D) Pa3pa®oTky HOBBIX TYPHUCTCKUX MapIIPYTOB

[IpaBunpHbIN OTBET: B

Tema 4: YnpasiieHue Ka4ueCTBOM Ha NPeANPUATUSIX TYPUCTCKON HHAYCTPUH
IIpumepHBIe BOIPOCHI VIS CEMUHAapa

1. KaxoBa ponp BbIcIIEro pyKoBOACTBA B (DOPMUPOBAHUM CHCTEMBI YIIPABICHUS
KAauyeCTBOM Ha TYPUCTCKOM NPEATIPUATUH?

2. Kak pa3zpaboraTts 3 ekTuBHbIE CTaHAAPTHI 00CTYKUBaHUS JI PA3HbIX
MO/Ipa3IeJIEHNI TYPUCTCKOW KOMITAaHUU?

3. B yewm 3akimtoyaroTcsi 0COOEHHOCTH YIpaBlIe€HUSI KAYECTBOM B TYpOIIEpaTOPCKOil U
TYpareHTCKO! JesTeIbHOCTH?

4. [IpoananusupyiiTe BIUsHAE KOPIIOPATUBHOM KYJIbTYphl Ha Ka4eCTBO OOCITYKUBaHUS B
TYPUCTCKOM OpraHu3aluu.

5. Kaxue metoabl MOTHBaLIMK NTepcoHana Haubosee 3 GEeKTUBHBI 11 MTOBBIIICHUS
KayecTBa 00CIy)KUBAaHUS TYpPUCTOB?

6. Kak oprannsoBars cuctremy o0yueHusi IepcoHalia C y4eTOM CE30HHOCTH TYPUCTCKOIO
Ounzneca?

7. Kaxum 06pa3oM MOKHO HCTIONIB30BaTh HU(POBBIE TEXHOJIOTUHU JJI1 KOHTPOJIS KauecTBa
yCIIyT Ha NPEANPUATUAX TYPUCTCKON MHAYCTpUU?

8. PaccMmoTpuTe MeXxaHN3MbI pearupoBaHus Ha »KajoObl U PEKJIaMallui TYPUCTOB Kak
MHCTPYMEHT IOBBIILICHUS KAYECTBA.

9. Kax omneHuTh 95K0HOMUYECKYIO 3 (HEKTUBHOCTh BHEIPEHUS CUCTEMBI YITPaBICHUS

KaueCTBOM Ha TYPUCTCKOM MPEATIPUATUH?
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10. [Tpoananu3upyiTe BO3MOKHOCTH TPUMEHEHHUS TPUHITUTIOB OCPEIKITUBOTO
npou3BojicTBa (Lean) B ynpaBieHHN Ka4ECTBOM TYPUCTCKHUX YCIIYT.

Tema S: YnpaBJiieHHe Ka4eCTBOM TYPUCTCKUX AeCTUHALMMA
IIpumepHblie TeMbl 17151 pedepaTa

1. Poms DMO (Destination Management Organization) B o6ecrieueHIH KauyecTBa
TYPHCTCKOT'O OIBITa HA TEPPUTOPHHU.

2. Cuctemsl cepTu(UKAUU KaueCTBA TYPUCTCKUX JIECTUHAIMA: MEXTyHAPOIHBIA ONBIT U
NEepPCIIeKTUBBI BHEPEHHSL.

3. Bnusinne kagectBa MHPPACTPYKTYphl HA KOHKYPEHTOCIIOCOOHOCTD TYPUCTCKOM
JECTHHAIIH.

4. VYnpaBieHne Ka4eCTBOM TYPHCTCKOTO ONBITa B UCTOPHKO-KYJIbTYPHBIX AECTUHALIMSX.

5. AYTEeHTUYHOCTH KaK (haKTOp Ka4eCTBa TYPUCTCKOM JECTHHAIMH: TIPOOIEMBI
COXpaHEHHS U TPOIBIKCHUSI.

6. Crpaterun ynpasieHHs Ka4eCTBOM B YCIOBHUSIX CBEPXTYpU3Ma Ha MPHMEpe
MOMYJISIPHBIX JAECTHHALINH.

7. ®opmupoBanue OpeHJa TYPUCTCKON TECTUHALMK KaK HHCTPYMEHT YIIPaBICHHUS
Ka4yeCTBOM.

8. Ponb MecTHOTO coo0IIECTBa B 00ECTIEYeHUH Ka4eCTBa TYPUCTCKOTO OIIBITA.

9. [{udpoBbie TEXHOJIOTHH B YIIPABICHHH KAY€CTBOM TYPUCTCKHUX JECTHHAIMI: OT YMHBIX
rOpOJIOB K YMHBIM JIECTUHALIUSIM.

10. CpaBHHTENBHBIN aHATTU3 CHCTEM YIPABJICHUS KAY€CTBOM B TOPOACKHX M CEIbCKUX

TYPUCTCKUX NCCTHUHAIUIX.

Tema 6: IHHOBanMOHHBIE MOAX0/ABI K YIIPABJICHHIO KA4YeCTBOM B TypH3Me
IIpuMepHBIE TEMBI Icce

1. Ponb HcKycCTBEHHOTO MHTENIIEKTA B IEPCOHAIM3AIINN KauecTBa OOCITYKUBAHUS B
TypHU3Me: STUYECKHUE U MPAKTUUECKUE aCTICKTHI.

2. Kak Big Data TpancdopmupyeT nmoaxoasl K yIpaBIeHUIO KAYeCTBOM B TYPUCTCKON
UHAYyCTpUn?

3. Ieiimudukarus mporieccoB 00CTyKUBAHUS: BIUSHIE Ha BOCIIPUATHE KadyecTBa
TYPHUCTCKOTO OTIBITA.

4, [lepcnekTHBBI pa3BUTHS YIIPABICHUS KAYECTBOM B KOHTEKCTE SKOHOMUKHU
BIICYATIICHUMN.

5. BosmoxHOCTH M orpaHndeHust HU(PPOBBIX MIATGOPM AJIs yIIPaBICHHS permyTaiuei
TYPUCTCKUX TPEINPUATUH.

6. brok4eiH-TeXHOIOTHH B 00€CTICYCHUH MPO3PAYHOCTH U Ka4eCTBA TYPUCTCKUX YCIIYT.

7. Konnenmus "ymuoit necturanuu” (Smart Destination) kak 0CHOBa HOBOTO TI0/IX0/1a K
YIPABJICHUIO KAY€CTBOM TYPUCTCKOTO OMbBITA.

8. Brustaue xoHIENUY yCTOWYUBOTO Pa3BUTHS Ha TpaHC(HOPMAITUIO TIPEICTABICHUN O
KauecTBE B TYpU3ME.

9. BuprtyanpHas u 1omoTHEeHHAs! PEaTbHOCTh KaK MHCTPYMEHTHI TTOBBIIICHUS KAYeCTBA
TYPHUCTCKOTO OTbITA.

10. [TpuHIUIIBI TTUPKYIAPHON IKOHOMHUKH B 00ECTICUCHUH Ka4eCTBA M YCTONIMBOCTH

TYPUCTCKOT'O MMPOAYKTA.

IIepeyeHb BONIPOCOB U 32IaHUI, BBIHOCUMBbIX HA JK3aMeH

1. OBOJIIOIMS KOHILIENIMI YIPABJIEHUS KayeCTBOM M HX IPHUMEHEHHE B
TYPUCTCKON MHIYCTPUU: OT KOHTpouIsd KauecTBa K TQM.
2. MexnayHnaponnsie ctanaapthl kadectBa [SO cepun 9000 u crnenmduka mx

BHEIPEHUS Ha MPEANIPUATHUSIX TYPUCTCKOM cepbl.
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3. Cucrema MeHEIKMEHTa KayecTBa TYPHCTCKOTO MPEANPUATHS: CTPYKTYpa,
MPOIIECChl BHEAPEHUS U TIOJICPKAHUSL.

4, Mertoo0rusi OIIEHKM KadecTBa TypucTckux yciyr: moaenn SERVQUAL,
SERVPERF, HOLSAT u ux moauuKammy.

5. [udpoBast Tpancpopmalysi MPOLECCOB YIPABICHUA KAYeCTBOM B
TYPUCTCKON MHIYCTPUU: TEXHOJIOTHU, HHCTPYMEHTBI, IEPCICKTHBHI.

6. WuauBuayanusanus 1 NepCcoHATU3alNs TYPUCTCKOTO MIPOIYKTa Kak GpakTop
MOBBIIIIEHUS €T0 Ka4eCTBA B KOHTEKCTE HU(POBU3AIIH.

7. VYnopaBineHue KauecTBOM B JKOHOMHUKE BII€YATIIEHUH: OCOOEHHOCTHU
(bopMHPOBaHUSA U OLIEHKH TYPUCTCKOT'O OIBITA.

8. Texnonoruu Big Data u aHanuTUKM AaHHBIX B CHUCTEME YIpPaBIICHUS
Ka4eCTBOM TYPUCTCKHX YCIIYT.

9. Ponb  MCKYCCTBEHHOrO HMHTEIJIEKTa M MalIMHHOTO OOydeHus B
MIPOTHO3UPOBAHUN Ka4eCTBA OOCITYKUBAHHS U YIIPABICHUH KIIMEHTCKUM OITBITOM.

10. HNurtepuer Bemed (IoT) m ero BiusHHE Ha TpaHCHOpPMALUIO IPOIIECCOB
o0ecrieyeHrs1 Ka4eCTBa B TYPUCTCKOW MHTYCTPHU.

11. Crpateruun ympaBlieHUs peNyTalMeid TYpPUCTCKUX MPEANpHUsITHH B
U poBOI Cpezie: MOHUTOPHHT, aHAJIN3, PEarupOBaHUE.

12. [Tonb3oBarensckuit KOHTEHT (UGC) Kak HHCTPYMEHT OLICHKH U MOBBIIICHUS
Ka4yecTBa TYPUCTCKUX YCIYT.

13. CucreMbl OHJIAMH-OPOHUPOBAHUS U WX BIMSHHUE HA CTaHAApPTHI KauecTBa B
TYPUCTCKON MHAYCTPHH.

14. Konnenmus "ymaoro Ttypusma" (Smart Tourism): TeXHOJIOTHYECKHE,
OpTaHU3aIOHHBIC U YIIPABJICHYECKHE aCIIEKTHl 00ECIICUeHHUS KaueCTBa.

15. TexHOIOrMM BHUPTYaJbHOW W JIOMOJIHEHHOW pPEalbHOCTH B YIPaBICHUU
Ka4eCTBOM TYPUCTCKOTO OITBITA.

16. [efimudpukanuss mporeccoB  OOCIY)XKHBAaHUS B TypH3Me:  METOpbl,
UHCTPYMEHTBHI, OlleHKa 3 (HEKTUBHOCTH.

17. VYcroilunBoe pa3BUTHE M COLMANbHAas OTBETCTBEHHOCTh KakK (DaKTOpHI
MEPEOCMBICTICHHS Ka4eCTBa B TYPUCTCKOW WHIYCTPHUH.

18. brokueiiH-TexHOMOrMM B 00€CHEUYEeHUH MPO3payHOCTH U 0€30MacHOCTH
TYPUCTCKHX YCITYT.

19. YropaBrneHue KaueCTBOM B KPHU3UCHBIX CUTYallMsAX: CTPATETHUH aJanTalud
TYPUCTCKHX TPEANPHUATHH B YCIOBHSIX HEOTPEACTICHHOCTH.

20. VHHOBaIMOHHBIE MOAXOAbl K OOYYEHHI0O M pa3BUTHIO IE€pcOHala Kak

KJIF0OUEBOM (paKTOp MOBBIIIEHUS KauyecTBa 00CIyKMBaHUSI B TYpU3ME.

Tabauua 9. Illpumepsl OLIEHOYHBIX CPEACTB € KIKYaMH PaBHJIbHBIX 0TBETOB

. Bpems
Ne [IpaBunbHBIN
Tun 3amanus dopMynHMpoBKa 3aaHus BBINIOJIHEHUS
n/n OTBET
(B MUHYTaX)

OIIK-1. CnocoGeH (popMHUpOBaTh TEXHOJIOTUYECKYIO KOHIIETIIIUIO TYPUCTCKON OpraHU3aliH,
OpPraHU30BBIBATH BHEJPEHUE TEXHOJIOTHYECKUX HOBAIMI U MPOrpaMMHOI0 o0ecriedeHus B cepe
Typu3Ma

OIIK-2. Cioco0eH OCyIIECTBIATh CTPATETHUYECKOe YIpaBIeHUE TYPUCTCKOM JesITeIbHOCTHIO Ha
pa3JIMYHBIX YPOBHSIX YIPABICHUS

OIIK-3.Cnocoben pa3zpabaThiBaTh U BHEAPSTH CUCTEMBI YIIPABJICHHS KaUeCTBOM YCIYT B cepe
TypHU3Ma

1. | 3apanue 3akpeiToro | KauectBo TypucTckoit B 2
TUIA YCIIYTH - 3TO:
A) CooTBeTCT
BHUE YCIIYTH 3asIBJI€HHBIM
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/o

Tun 3aganusa

®opMynHMpoBKa 3a1aHus

[IpaBunbHBIN
OTBET

Bpewms
BBITIOJTHEHHUSI
(B MUHYyTax)

XapaKTepUCTHKAM

B) COBOKYITHO
CTh XapaKTEPUCTUK
YCITYTH, OTPEACISIFOIINX
ee CrocoOHOCTh
YIIOBJICTBOPSTH
YCTaHOBJICHHBIC WU
npernoiaraeMbie
OTPEOHOCTH
nmoTpeouTens

C) OtcyTcTBH
€ HEeJIOCTaTKOB TIpU
OKa3aHUU yCITyTH

D) CoorHore
HUE IICHBI U IIOJTYYCHHBIX
BIICUATICHUH

Mopnens H. Kano
pasnenser
XapaKTEPUCTHKH
Ka4ecTBa yCIyTd Ha:

A) OcHoBHbIE,
JIOTIOJTHUTEITbHBIE,
COIYTCTBYIOIIHE

B) OO6s3arens
HEBIE, KOJIMYECTBEHHBIE,
NPUBJIEKATEIIbHbIC

C) O06s3areb
HbIE, OJIHOMEPHBIE,
IPUBIICKATEIBHBIC

D) Marepuanb
HBIE, POIIECCHBIE,
CEePBHCHBIC

Yro SIBISETCS OCHOBHBIM
OTJIMYUEM TYPUCTCKOM
YCIYTH OT
MaTepHaILHOTO TOBapa ¢
TOYKH 3PEHUS
yIpaBJICHUS] KAYECTBOM?

A) Boiee
BBICOKAsi CTOMMOCTb

B) Heotnenum
OCTb TIPOM3BOJICTBA OT
noTpeOIeHus

C) Hamuue
cepTudUKATOB KayecTBa

D) Bo3moxHO
CTh MHOTOKPATHOTO
UCTIOJIb30BaHUS

Kaxkoii u3
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N Bpewms

No [IpaBunbHBIN

/i Tun 3ananus ®opMynHMpoBKa 3a1aHus OTBCT BBIIIOJIHEHUS

(B MUHYyTax)

HEPEUYHCICHHBIX
snementoB HE Bxonut B
MO/IEJIb Ka4eCTBA YCIYT
SERVQUAL?

A) Hanexunoct
b

B) OT3BIBUUBO
CTb

C) Marepuainb
HOCTh

D) WunoBam
OHHOCTb

5. O ekt "capadanHoro B - Binusinuem oT3b1BOB 2

panuo" B Typu3Me CBsi3aH | MPEIbIIYIIMX KIMEHTOB Ha
3ananue c: NPUHATHE PEIICHUI HOBBIMU
KOMOMHHPOBAHHOTO A) CKopocThIO | TOTPEOUTENSIMH
T pacrpocTpaHeHHs
(c b1OOpOM 00HO20 | HH(BOPMALIMH YePE3
eapuanma omeema | COIHUAJIBbHBIC CETH
u 060cHOBaHUEM B) Baustauem
ev1b0pa) OT3BIBOB IIPEJBIAYILINX
KJIMEHTOB Ha MPUHSATHE
peLIeHU HOBBIMU
NoTpeOUTENIMU
C) Metomom
NPOJBIKEHHS Yepes
3HAKOMBIX
D) OcobeHHoC
TSAMHU pabOTHI MECTHBIX
T'MJIOB
6. 3aganue Mertox "TaiubIii JInst 0OBEKTHUBHOM OIEHKH 3-5
OTKpBITOro TUMa | mokymatens" (Mystery KayecTBa 00CITyKUBaHUS C
Shopping) B Typusme MO3UIUH MTOTPEOUTENS
IpUMEHSIeTCs 1S Uero?

7. NPS (Net Promoter ['0TOBHOCTB KJIMEHTOB 3-5

Score) uzmepsiet uTo? PEKOMEHI0BATh KOMITAHHIO
JPY3bsIM U 3HAKOMBIM

8. KauecTBeHHbBIE METOIBI ['myOuHHBIE HHTEPBBIO U 3-5
UCCIIEIOBaHMs KayecTBa | (POKyC-TPYIIIBI
TYPUCTCKHX YCITyT
BKJIFOYAIOT 4YTO?

9. Nunekc O11eHKH pa3IMYHBIX 3-5
YJIOBJIETBOPEHHOCTH aTpuOyTOB YCIIYTH C Y4€TOM
notpebuteneit (CSI) WX BOKHOCTH JUIS
paccuMThIBaeTCs Ha noTpeOUTENS
OCHOBE 4ero?

10. Kakoii n3 meronos HE ITpoBeneHne MaccoBbIX 3-5

OTHOCHTCS K
UHCTPYMEHTaM

pPEKJIaMHBIX KaMIIaHUK
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/o

Tun 3ananus ®opMynHMpoBKa 3a1aHus

[IpaBunbHBIN
OTBET

Bpewms
BBITIOJTHEHHUSI
(B MUHYyTax)

OEHUMapKUHIa B
Typusme?

[TonHBIN KOMIUIEKT OLIEHOYHBIX MAaTE€pPHUaJOB IO AUCHUILUIMHE (MOAYI0) ((OHI OLIEHOYHBIX
CPEICTB) XpaHHUTCS B DJJEKTPOHHOM BHJAE Ha Kadeape, yTBepxkaamoomeld padouyr mHporpaMmy
JUCLUILIMHBL (MOIYJIs).

7.4. MeToauyeckne MaTepuaJibl, ONpeaesilole Npoueaypbl OLEeHUBAHUA Pe3yJbTATOB
00y4eHMsI M0 QU CHUILINHE (MOIYJII0)

Taoanna 10. TexHosiornyeckasi Kapra peMTHHIOBBIX 02/1JIOB 10 JUCHHUILIMHE (MOIYJIIO)

Komnuectso MakcuManbHOe Cpok
No Kontpomupyemsie p
iy MEpPOTIPUSATHIA KOIMMYECTRO npecTaBie
MEPOTIPUATHS 5 —
/ Gabl aJlIoB
OcHoBHoI1 010K 8 cemecTp
1. Omeem Ha 3aHAMUU 8/2,5 20
2. | Bunonnenue npaxmuueckoco 3aoanust
(Occe, paboTa ¢ TEKCTOM, 3/2 6
MEPBOMCTOYHUKOM, BU3yalIU3allUs U
ap.)
3. | KomnokBuym 1/1 1
4. | AKTUBHOE y4acTHE B JUCITYTE 1/1 1
5. | TectupoBanue 1/0,5 6anna 3a 5
KaK IbIN
MIPaBUJIbHBIN
OTBET
6. | KonrponbHas paboTa 70 2 6asnoB 3a 5
pabory
7. KomaniHbIi TpOeKT 1/5 5
Bcero 40 -
Baok 6onycos
8. | Ilocewenue 3ansmuil 2,5 2,5
9. | Ceoespemennoe gulnonneHue 8cex 3 3
3a0anuil
10. | AKTHBHOE y4acTHe B CEMHHAPCKOM 9/0,5 45
3aHITHH, 00CYKICHIUH CEMUHAPCKUX




26

KomanuectBo

MaxkcumansHOoe
No KonTpommpyemsie Cpox
i MEPOTPHUITHIA KOIMMYECTRO IpeJICTaBIIe
MEPOTIPHUATHS 5 -
/ 6asubl aJLI0B
BOTIPOCOB
Bcero 10 -
11. | Ox3amen B coorBeTrcTBHH
ITo
c
YCTaHOBJIEHHBIM paciucaiu
u Kadeapoii 10
KPUTECPUSIMHU
Bcero 50
HUroro 100
Taoauna 11. Cucrema mrpadoB (111 0THOT0 3aHATHA)
ITokazarens bann
Onosoanue Ha 3anamue -1
Hapywenue yuebnoti oucyuniunwl -1
Hezomosnocmo K 3aHAMUIO -3
IIponyck 3ansamus 6e3 y8axcumenbHOU NPUHUHbL -2

Tabdauna 12. Illkana nepeBoaa PpPeWTHHIOBBIX 0A/UVIOB B HTOrOBYI0 OLIEHKY 3a ceMecCTp
N0 AUCHUILIMHE (MOAYJII0)

Cymma OannoB Ornenka no 4-6ayuIbHOM mIKasne
90-100 5 (OTIIMYHO)
85-89
75-84 4 (xopor1io)
7074
65-69 3
60-64 (YIOBIETBOPUTEIHHO)
Huxe 60 2 (Hey10BJIETBOPUTEIILHO)

HpI/I pcam3aniui  AUCHUIIIAHBI (MOI[y.HSI) B 3aBUCUMOCTH OT YPOBHA IIOATOTOBJICHHOCTU
o6yqa}omnxcs[ MOT'yT OBITH MCIIOJIL30BaHbLI MHEIC q)OpMI)I, MCTOABI KOHTPOJIA U OLICHOYHBIC CPEACTBA,
nucxonsa n3 KOHKpCTHOﬁ CUTyalluu.

8. YYHEBHO-METOAUYECKOE U HTHOOPMAIIMOHHOE OBECIIEYEHHE

JUCHUIITIMHBI (MO YJIA)
8.1. OcHoBHas quTEparypa
1. ba
ymrapreH JI.B. Yipasnenue kauectBoM B Typusme. - M.: M3garenscto IOpaiit, 2023. - 318 c.
2. Ka

prioBa I'.A., Xopesa JI.B. DxoHoMuKa u ynpaBjieHHE KaueCTBOM B cepe Typu3Ma U TOCTEIPUUMCTBA.
- CII6.: U3n-Bo CIIGIDY, 2022. - 292 c.
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3. M
opo3oB M.A., Mopo3oBa H.C. VmpaBnenwe kadecTBOM B Typu3Mme: ydeOHOe mocoOme. - M.:
A

®denepanbHOE areHTCTBO MO Typu3my, 2022. - 256 c.

4.
myk B.B. Crappaptuzanus, cepTudukaius 1 yrnpaBieHHe Ka4eCTBOM B UHIYCTPUH FOCTEIPUUMCTBA.
- M.: UH®PA-M, 2023. - 320 c.

5. XK
ykoBa M.A. UnaycTpust Typu3Ma: MEHEHKMEHT OpraHU3allui U YIpPaBJIEHUE KaueCTBOM YCIIyT. - M.:
KunoPyc, 2021. - 342 c.

8.2. lonoiHMTEIbHAS JIUTEPATypPa

1. A
nekceeB A.A., Jlemuna T.A. "BaokueHH-TEXHOJOIMHM B OOECICUCHHHM KadyecTBa M 0O€30MacHOCTH
Typuctckux ycuyr" // Bectauk Poccuiickoro skoHOMu4eckoro yausepcurera uM. [.B. [lnexanosa. -
2022. - Ned. - C. 132-142.

2. bo
romoboBa C.A., BacunwseBa U.B. "BHenpenue NpUHIMIIOB YCTOWYMBOTO pa3BUTHS Kak (hakTop

MOBBIIIEHUS KadecTBa Typuctckux ycuyr" // Cepsuc B Poccun u 3a pybexom. - 2021. - Ne3. - C. 47-
58.

3. I'a
pees P.P., IlItbixHo /I.A. "VIHHOBallMOHHBIE METObI OLIEHKU KaueCTBa 00CIYKHUBaHHUS B TOCTUHUYHOM
ousHece" // Poccuiickue pernoHsl: B3I B Oyayiee. - 2022. - No2. - C. 78-92.

4. )|
xaHmkyrazopa E.A. "YnpaBineHue KauecTBOM TYPUCTCKMX YyCIyr B YyCIOBHSX LU(pOBOMH
Tpanchopmanuu 6usHeca" // Poccuiickue peruonsl: B3risia B Oyayiee. - 2023. - Nel. - C. 23-35.

S. Ko
meeB JI.A., Hcomeckyns O.JO. '"l'elimudpukanus Kak HHCTPYMEHT TOBBIIIEHHMsS KauyecTBa
oOCITy>)KUBaHUsI B TypUCTCKOM nHAycTpun" // KpeatuBHas skoHOMuKa. - 2022, - NeS. - C. 63-78.

6. M
akpuHoBa E.U., JIsicenko B.B. "TexHonoruu BuUpTyalbHON M JTOMOJHEHHON pEaIbHOCTU KaK (paxkTop
MOBBIIIEHUS] KadecTBa TypuUCTCKoro mponykra" // BectHuk benropojckoro yHuBepcutera
KOOTIEpalluy, SKOHOMHKH 1 TipaBa. - 2022. - Ne4. - C. 192-202.

7. Pa
eBckas E.A. "McKkycCTBEHHBIN MHTEIEKT B YIPABJIEHUN KaU€CTBOM TYPUCTCKHUX YCIYT: BOZMOXXHOCTH
u orpannuenus’” // CoBpeMeHHbIe poOIeMbl cepBrca U Typusma. - 2023. - Ne2. - C. 59-69.

8. Ca
BenbeB M.U., Hukudoposa C.B. "Cucremsl oHIaiH-OpOHMPOBaHUS: BIAMSHUE Ha CTAaHAAPTHU3ALMUIO U
KadecTBO TypucTckux ycuyr" // Cepsuc plus. - 2022. - Ne3. - C. 14-22.

9. Uy
nHosckuil A.Jl., )KykoBa M.A. "YnpaBieHrue Ka4eCTBOM B KPU3UCHBIX CUTYAIUSAX: ONBIT TYPUCTCKUX
npennpusaTuil B nepuo nanaemun COVID-19" // Bectauk PMAT. - 2021. - Ne3. - C. 7-15.

10. I
apuxkoB B.M., Koponesa N.C. "Konuenmus 'ymMHOro Typusma' Kak HOBas IapagurmMa yIpaBICHUS
KadecTBOM TypucTcKux jaectuHarmii" // Cepsuc B Poccuu u 3a pyoexom. - 2022. - Ne4, - C. 113-125.

9. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE JUCHUIIJINHBI (MOOYJIA)

JUis  mpoBeneHUs 3aHATHH 10 AMCHMIIMHE MMEIOTCS  JIEKIMOHHBIE — ayIUTOpHUH,
000OpyJOBaHHBIE MYJIbTUMEANIHHON TEXHUKOH C BO3MOMKHOCTBIO TMPE3CHTAUH O00YyJaronInx
MaTepuanoB, (pparMeHTOB (UIBMOB; AyAMUTOPUH JUISl MPOBEACHHUS CEMHUHAPCKUX U MPAKTHYECKHUX
3aHATUH, 000pyHOBaHHBIE Y4eOHOM MEOEnbI0 U CPeACTBAMU HATJISIIHOTO MPEJCTaBICHUS Y4eOHBIX
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MaTepuasoB; OMOIMOTEKa ¢ MecTaMM, OOOpYIOBAaHHBIMH KOMIIBIOTEPAMH, MMEIOIIMMHU AOCTYI K
ceru MHTepHerT.

10. OCOBEHHOCTHU PEAJIM3ALIUU JUCHUIIVIMHBI MOAYJISA) TIPU OBYYEHUHU
HMHBAJINAO0B U JIML C OTPAHUYEHHBIMU BO3MOKHOCTSIMU 3I0POBbSI

Pabovas mporpamMMa JTUCHHUILIMHBI (MOIYJIsI) IPH HEOOXOAMMOCTH MOXKET OBITh aJlalTHPOBaHA
a7st 00ydeHus (B TOM YHCIIE ¢ IPUMEHEHUEM JIHCTaHIIMOHHBIX 00pa30BaTEIbHBIX TEXHOJIOTHI) JIHIL C
OrpaHUYCHHBIMHA  BO3MOXHOCTSAMU 3O0POBbS, HWHBAJINIOB. I[HSI 3TOro Tpe6yeTC5I 3as4ABJICHUC
00y4aromMXxcsl, SBJSIFOLIMXCS JIMIAMH C OrPaHHMYCHHBIMUA BO3MOXKHOCTSIMH 3/I0POBBsI, MHBAIUIAMH,
U1K UX 3aKOHHBIX HpeI[CTaBI/ITeJIeI\/JI U pCKOMCHAAIINN HCI/IXOJIOFO'MeI[I/IKO'HeI[aI‘OFI/I‘-IeCKOf/’I KOMUCCHHU.
[Tpu o0yveHHu JIUIL C OrpaHUICHHBIMU BO3MOXKHOCTSIMH 37I0POBbSI YUUTHIBAIOTCS MX WHIUBHYyaIbHbIC
ncuxodusnueckue ocodeHHocTH. OO0ydeHne MHBATUAOB OCYILECTBIICTCS TAKKE€ B COOTBETCTBUU C
UHMBUIYaTbHOM IPOrpaMMOi peadrInTalul HHBATUAA (TIPH HAJIMYHH ).

JUist M ¢ HapymIeHHeM ClyXa BO3MOXKHO NPEIOCTaBICHHE Y4eOHOH HHpOpManuu B
BU3yallbHOH (hopMe (KpaTKUil KOHCIEKT JICKIMH; TEKCThl 3aJaHuii, Hale4YaTaHHbBIC YBEINYCHHBIM
mpupTOM), HA AYIUTOPHBIX 3aHATHIX JIOMYCKAeTCs NPUCYTCTBHE AaCCHCTEHTa, a TakKKe
CYPAONEPEBOAYMKOB M THU(IOCYPAONEPEBOAYMKOB.  TeKyIIUMid  KOHTPOIb  YCIIEBAEMOCTH
OCYUICCTBIISICTCS. B TMUChbMEHHON (opme: 00ydarouuiicss MHCbMEHHO OTBEYaeT Ha BOIPOCHI,
NHCHMEHHO BBINOJHSCT IpaKTHueckue 3aaanus. Jloknan (pedepar) Takike MOXKET ObITh IPECTABICH B
MUCBMEHHOW (opMe, MmpHu 3TOM TpeOOBaHUS K COJICPKAHUIO OCTAFOTCS TEMH JKe, a TPeOOBaHHS K
KaueCTBY M3JI0XKEHHs MaTepraa (HOHITHOCTh, KAYeCTBO PEYH, B3aUMOJICHCTBHE C ayIUTOPHEH U T. 11.)
3aMCHAIOTCA Ha COOTBCTCTBYIOIIHC Tpe6OBaHI/I$I, MMPEABABIACMBIC K TMCbMCHHBIM pa60TaM (Ka‘-ICCTBO
o(hopMIIEHHS TEKCTa U CIHCKA JTUTEPaTypbl, IPAMOTHOCTb, HATMYKME WILUTFOCTPAL[MOHHBIX MaTEPHAIOB U
T. A.). IIpomexxyTouHast arrectanusi AJs JIMI C HapyLIEHUSIMM ClIyXa MHPOBOJUTCS B IMUCHbMEHHOU
dopMe, TpU 1PTOM HCHONB3YIOTCS OOIIME KpPUTEpUH OleHHWBaHHA. [Ipm HEOOXOAMMOCTH BpeMs
IMOATOTOBKH K OTBETY MOXKCT OBITH YBCJIHUYCHO.

Jns mun ¢ HapyHoIeHWeM 3peHHsl JIOMYCKaeTcs ayAuallbHOe MpeAoCTaBieHHe MH(OPMALUH, a
TaK)X€ UCIOJb30BaHUE Ha AYAUTOPHBIX 3aHATHSAX 3BYKO3AlMCHIBAIOLINX YCTPOMCTB (IUKTOGOHOB U
T. 1.). JlomyckaeTrcsi mpHUCYTCTBHE Ha 3aHATHSAX AacCCHCTeHTa (TIOMOIIHHUKA), OKa3bIBAIOIIETO
oOyyarolmuMmcsi HEOoOXOJUMYI0 TEXHUYECKYI0 TIOMOIIb. TeKylmMid KOHTpOJb YCIIEBAEMOCTH
ocymiecTBisiercss B ycTHOM Qopme. [Ipu mpoBeaeHHMM NPOMEKYTOYHOH aTTECTallMU JUIS JIMI C
HapyIIeHUEeM 3pEHHs] TECTUPOBAaHHE MOKET OBITh 3aMEHEHO Ha YCTHOE co0eceI0BaHKe 110 BOIIPOCaM.

Jns aui ¢ OrpaHMYEHHBIMH BO3MOXKHOCTSIMH 37I0POBBS, MMEIOIIMX HapyIIEHHs OMOPHO-
ABUTAaTCIIBHOI'O arrapara, Ha ayJUTOPHBIX 3aHATHAX, a TAKXKE IMPU MPOBCACHUHN MPOUCAYP TCKYHICTO
KOHTPOJISL YCIIEBa€MOCTH M NMPOMEKYTOUHOW aTTECTAI[MM MOTYT OBITh MPEJI0CTaBICHB HEOOXOANMBIE
TEXHUYECKHUE CpeACTBa (TIEPCOHATBHBIN KOMITBIOTEP, HOYTOYK WJIM APYrOW TaKeT); MOMyCKaeTcs
MPUCYTCTBUE aCCHCTEHTA (ACCUCTEHTOB), OKA3bIBAIOIIETO 00YJYaIONIMMCS HEOOX0IUMYIO TEXHUYECKYIO
noMoIib (3aHiATh pabouee MECTO, MEPEIBUTAThCS MO AyAUTOPHUH, MPOYUTATH 3ajJaHue, OPOPMHUTH
OTBET, OOIIATHCS C TPEToIaBaTeIeM).



