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LEJTKM U 3BAOAYUN KYPCA

Llenblo gaHHOro Kypca nekumn ssnsetcs oopmMumpoBaHue y CTyAeHTOB CUCTEMbI
TEOpEeTUYECKNX 3HaHWN B obnactu ynpaeneHUss KayecTBOM B cdepe Typuama.
JIEKUMOHHBIN KypC NOMOXET YCBOUTb CTyJeHTaM OCHOBHble 3aKOHOMEPHOCTU npoLecca
obecneyeHns n ynpasneHnsa kKa4eCcTBOM YCIyr, a Takke npouecca ceptudmkaumm ycnyr
B cpepe TYpPUCTCKON OeATerNbHOCTN.

JIeKUMOHHBIN KypC «YNpaBneHne Ka4yeCTBOM YCryr B TypusMe» OPUEHTUPOBAH Ha
noaroToBKy cneuuManuctoB B obnactu TypMama C WUCMOSb30BaHMEM COBPEMEHHbIX
ctaHgapToB MexayHapoaHon opraHmsaummn no ctaHgaptusaumm (MCO).

Kypc nekuun paspabotaH B COOTBETCTBUM C FOCYO4aApPCTBEHHbIM CTaHAAPTOM
BbICLLUEro NpodheccnoHanbHOro obpasoBaHnsa U MOXET ObiTb PEKOMEHOOBAH HE TOMbKO
CTygeHTaM BY30B M MHbIX Yy4ebHbIX 3aBefeHWMA, HO M BCEM Xenawwum MNonyyYnTb
3HaHUA U NpaKTUYecKne HaBblkK B 06n1actn obecneveHust kKayecTsa.

3agaun Kypca:

- M3Y4MTb  3aKoHogaTesnbHble akTbl W WHble  HOPMAaTUBHbIE  aKThl,
pernameHTUpyowmne OeaTenbHOCTb TYPUCTCKMX OpraHu3auum B obnacTtu ynpaBneHus
KayecTBOM,;

- M3yuYNTb  MPUMHUMNBI  NNaHUPOBaHMS U ODBOCHOBAHWA  MOKasaTenewn,
XapakTepuaylLwWmMx KayecTBO YCNyr C Y4eTOM pas3BuUTUs Ccdepbl  TYPUCTCKOM
AeATenbHOCTY;

- M3yunTb MHGOPMALMOHHOE W MeToauMyeckoe obecneyeHne npolecca
yrnpaBrneHns n KOHTPOIs KayecTBa yCnyr TYPUCTCKUX OpraHn3aumni.

- yMeTb paspabaTtbiBaTb MNEPCMNEeKTUBHbIE W TeKylwme nnaHbl YynpaBneHus
Ka4yeCTBOM YCIyr;

- yMeTb pa3pabaTbiBaTbh 1 COBEPLUEHCTBOBATb CUCTEMbI YIPaBIIEHNSA KQ4ECTBOM,;

- YMEeTb MCMNONb30BaTb MNPUOOPETEHHbIE TEOPETUYECKNE 3HAHUS B KOHKPETHOM
NPaKTU4ECKON OEATENBHOCTH.

B xoge n3yyeHus 4aHHOro Kypca CTyAeHTbl AOMKHbI UMETb NpeAcTaBneHne:

- O poSiM U 3HAYEHUN CUCTEMbI YMpPaBfEHUS KAayeCTBOM B  XO3SMCTBEHHOW
AEATENbHOCTN NPeanpusaTMA KU OpraHu3auun, B TOM 4uCre opraHusaumin cdepbl
TYPUCTCKOWN OEATENBHOCTY;

- 00 OCHOBHbIX HanpasfeHNAX COBEPLUEHCTBOBaHUS npouecca YynpaBneHus
Ka4eCTBOM YCnyr C y4eTOM TEHAEHUMI pa3BUTUS PbIHKA;

- O MNEePCNEKTUBHbLIX MeTodax YnpaBfieHUs Ka4eCTBOM YCiyr C UCMNOSib30BaHNEM
COBPEMEHHbIX MHPOPMAaLIMOHHO-MOUCKOBbLIX CETEN.

Mo okoHYaHUKN U3y4eHUs Kypca CTYAEHTbI OIMKHbI 3HATb:

- Gas3oBble MNOHATUA M TEPMUHbI, CBSI3aHHble C AEATENbHOCTbIO TYPUCTCKUX
opraHusauun B o6nacTtu yrnpaBrieHnsa Ka4ecTBOM;

- obwue ceegeHns o6 obbekTax ynpaBreHns Ka4eCTBOM B TYpU3ME;

- METOAbl N UHCTPYMEHTbI YNPaBeHUs Ka4yeCTBOM;

- 0C0BeHHOCTU cepTudmkaumm B obnactun Typusma.

OucumnnuHa «YnpasneHne KavyecTBOM YCIyr B Typu3Me» OTHOCUTCHA K LMKITY
crneumanbHbIX AOUCUMMIWMH MOArOTOBKM crieunanucta no cneymanbHoctn 100201
«Typmnamy». [lporpamma gucuMnivHbl  OPUEHTUPOBaHaA Ha 6Ga3oBble  3HAHWS,



lepaBneHme ANCTaHUMOHHOTO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IMd)VIKaLI'VIVI

YnpaBaeHue KauyecTBom ycayr B Typusme

cchopmupoBaHHble npu ndydeHun pucumniamnd OOIM: «MeHeoKMEHT B TYpUCTCKOWM
NHAyCcTpum», « MapKeTUHr B TYPUCTCKON MHOYCTPUM», «OKOHOMMKa» 1 Ap.

OcBoeHMe [JaHHOW AUCUMNSAUHBI  MO3BOSMIMT  YCBOWTb OCHOBHbIE  MOHATMS,
Tpebyemble B AanbHenWweM Npyv WU3ydeHUUM Taknx AUCUMNNNH:  «MHHOBALMOHHBIN
MEHEe)KMEHT B TYPUCTCKON MHAYCTPUM», «Peknama B TYpUCTCKOM MHAYCTPUMY» U Ap.

YKkasaHHble CBS3M W codepXaHue OUCUUNIMHBI «YNpaBneHne KavyecTBOM B
Typuame» [alT CTygeHTaM CUCTEMHOE NpeacTaBfieHME O KOMMSIeKCe M3yvaeMblX
ancumnnuH B cootBetctBum ¢ FOC BIO, 4yto obecneymBaeT COOTBETCTBYHOLLMI
TEOPETUYECKMN YPOBEHb WM MPAKTUYECKYKD HanpaBfiEHHOCTb B CUCTEME OOyyeHus u
Oyaywien oeaTenbHOCTU cneynanucra.
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NEKUUSA Ne1

AKTya.anOCTb I'Ip06neMbl Ka4dyecTBa ANA TYPUCTUYHECKUX

opraHusauum

B coBpeMeHHbIX YCMNOBUSAX Y)KECTOUEHUST KOHKYpPEeHUnn 1 rnobanunsauumn 6usHeca,
KOrda pbIHOK MPoM3BOAUTENS 3aMEHEH PbIHKOM MoTpebuTens, oCO6eHHO BaXkHO OIS
opraHusauum Typuama obecneynTb KOHKYPEHTOCMOCOBHOCTb cBouX ycnyr. B
3Ha4YNTENbHOM Mepe OHa 3aBUCUT OT KayecTBa CaMMX YCIyr, HO Takoro KadecTsa,
KOTOpoe onpefenseTrca noTpebutensckum cnpocoM. B CBA3M € 3TUM BbhPKMBaAeMOCTb
TYPUCTUYECKMX OpraHu3auum BO MHOMOM 3aBMCUT OT WX peakuunm Ha ObICTpo
MeHsiIoLmMeca 3anpocbl NoTtpebuTenen, MNOCTOSHHOIO BHEOPEHWS WHHOBAUMA B
NpoLecChbl NPOEKTUPOBAHMSA HOBbIX YCAYr, UX NPOABWXEHUSI HA PbIHOK U peanu3auunu.
CtpemneHne Kk ObICTpOOEWNCTBMIO B MNpouecce aHanmsa BHelWHen cpeabl U
0OCNYy>XMBaHUA KITMEHTOB $BMSETCS B COBPEMEHHbLIX YCMOBUSX BaXHbIM (QaKTOPOM
NOBbILEHWST KOHKYPEHTOCMOCOBHOCTN OpraHM3aumi Typuama, 4To 3acTaBnsieT ux Bce B
BonbLuen cTeneHn UCnonb3oBaTb COBPEMEHHbIE MH(POPMALNOHHbBIE TEXHOMOMMN.

Jllobaa TypucTuyeckaas opraHmsauusi B YCIOBUSIX KOHKYPEHTHOW 60pbbbl
CTapaeTcsl HaWTu CBOW NyTb K MOTpebutento, MCcnonb3ys BeCb BO3MOXHbIA apceHarn
NOAXOAOB M MeTOAOB, NO3BoOnsWMX obecneunTb en AanbHenlwee pasBuTUE WU
apekTnBHyto gestenbHocTb. C  3ToM Uenbl  paspabaTtbiBalOT  cTpaTeruio,
HanpaBneHHylo Ha obecrneyeHne yOooOBNETBOPEHHOCTM MOTpebutenenm n ynydweHue
KayecTBa nNpefoCTaBnsieMblX YCAyr C WUCMNOSIb30BaHMEM CUCTEMHOrO noaxoga K ero
yrnpaBrieHunio.

OpraHusauumn Typusma, He yaensiowme BHMMaHWUS BoMnpocaMm kKadecTBa, 6yayT
NPOCTO pa3opeHbl, UM He MOMOIYT HUKaKMe MPOTEKUMOHUCTCKUE Mepbl rocygapcrsa.
[ns obecneyeHns kavecTBa ycnyr, NpeAoCTaBnsieMblX TYPUCTUYECKON OopraHu3auunen,
HYyXXHbl He TONbKO COOTBETCTBYKOLlAd MaTepuanbHas 6as3a M 3aMHTepeCcOBaHHbIN,
KBanuuUMpoBaHHbIN NepcoHar, HO 1 YeTKoe ynpaBreHne kayectsoMm, GasupyroLleecs
Ha COBPEMEHHbIX KOHLIEMUMSIX.

Kaxxgon TypucTMyeckonm opraHusaumm Ornis ycnewHoh u ycToMyYuBOoW paboThl
HeobxoaMMo peanu3oBaTtb 3anfiaHUPOBaHHbLIN 0ObeM ycnyr, obecnevnTb UX HU3KYIO
cebecTtonmocTtb, cobniogatb YCTAHOBMEHHbIE CPOKM MpU NpeaoCTaBNeHUM YCIyr,
pobuBatbca Tpebyemoro ypoBHs kayectBa. Ho nwbble Mepbl, CBA3aHHble C
MOBbILEHMEM KadecTBa, TPebylT CylwecTBEHHbIX 3atpaTt, 4YTO npuxoguT B
npotuBopeyne ¢ TpeboBaHMeM CHwxeHuss cebectommocTM. Ho, kak [okasan
aMepuKaHCKMM uccnegoBaTenb B obnactu kadectsa O.[JeMuHr, npu onpeaeneHHbIX
YCNOBUSAX MOBbIWEHME KayecTBa MOXET CMOoCOOCTBOBAaTb CHWKEHWMIO CebecToMMOCTM
yCnyr, yBeNMYEHWIO NpoJax W 3aBoeBaHMo Oonbluer OONM pblHKA, YTO MO3BONSAET
opraHusauuu nony4atb 6onbwe nNpubbinM K HaNpaensaTb €€ Ha AdanbHenwee
noBbllWeHne KavecTBa ycnyr. lNogobHas LenHaa peakums BO3HMKaET Npu BHEAPEHUN B
ynpaBreHne Kka4yeCTBOM CUCTEMHOrO Noaxoda, OCHOBAaHHOMO Ha KOHLUenuuu BceobLero
ynpaBneHus kadectBoMm, 0Gasupytowienca Ha npuHumnax 3.[emuHra. Ho paHHasa
KoHUenuMs He MoxeT OblTb ObICTPO peanu3oBaHa oOpraHu3auusamu Typusma, B
YAaCTHOCTM, M3-32 HU3KOW OPraHU3aumoOHHOM KynbTypbl U OTCYTCTBUSA [OCTaTOYHbIX
3HaHUN y pyKoBOAUTENEN TYPUCTCKUX KOMMAHUMW MO METOAONOMMM U TEXHOMNOrmu
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MCNONb30BaHMA COBPEMEHHOINo MexaHuama ynpasneHud. [1o3aToMy MOCTOsSiHHOEe
obyyeHune ynpaBrieH4YeCcKoro nepcoHasna n 0CBOEHNE OCHOBHbIX MPUHLMMNOB NOCTPOEHNS
OpraHuM3aunoHHOM  KynbTypbl MNepefoBbiX OpraHM3auun MNo3BONUT  MpeodorieTb
TPYOHOCTH, CBSA3aHHbIE C BHEAPEHUEM CUCTEMHOrO NoaxoAa K ynpaBSieH U0 Ka4eCTBOM.
Heobxoaumo ©Gonee rnyboko uM3y4yaTb W LUIMPOKO BHEAPATb  MeXxaHW3Mbl,
paspaboTaHHble W aKTMBHO [OEWCTBYKOLME B TYPUCTUYECKUX  OpraHu3auunsax
NPOMBILLNEHHO-PA3BUTLIX CTpaH, ©Oonee akTMBHO Yy4yacTBOBaTb B  OLEHOYHbIX
perMoHanbHbIX, HaUMOHalbHbIX W  MEeXAYHApOAHbIX KOHKypcax. BbonblwuHCTBO
opraHusauunn cepbl Typuama He UCMNOSb3YIOT 3TOT KOHKYPCHbIN OLLEHOYHbIN MeXaHU3M
B CBOEN OeATENbHOCTU, YTO He cnocobCTByeT pacnpoCTpaHEeHW0 NepeaoBoro, B TOM
yncne 3apybexHoro, onbiTa B 0b6nactu kayecTsa.

K OCHOBHbIMM 3afadYamMu opraHusauui Typusama B 0bnactu ynydweHnsa KkadecTtsa
yCcriyr M WUCMonb30BaHUs CUCTEMHOro nNoaxoda K YNpaBreHUo KavyeCTBOM MOXHO
OTHeCTu cnegytouime:

- OOCTWXEHWEe onpedesieHHOro YpPOBHS KadecTBa NPefoCTaBIieHUs TYPUCTCKUX
yCnyr, KOTOpPOe NO3BOSISEeT NPOBECTU X JOBPOBONBHYO CEPTUPUKALMIO;

- BHEOpEeHME 1N cepTUdnKaLns CMCTeMbl MeHeIKMEHTa KayecTBa, OCHOBaHHON Ha
TpeboBaHuAX MexayHapoaHbix ctaHgapTos MCO 9000: 2000;

- COBEpPLUEHCTBOBAHME CUCTEMbl KayecTBa C NPUMEHEHNEM MPU3HAHHbBIX CUCTEM,
pa3BMBaoOLLNX KOHLENUMIO BCeobLLero ynpasneHns ka4ectBom (NyTeM UCNosib30BaHUSA
KpUTepues HaLMOHanbHbIX MPeMUI MO Ka4yecTBY nnu metogonorumn «Lectn cnrmy);

- caMooLeHKa OeATeNbHOCTN TYPUCTUYECKMX OpraHu3auuin Ha OCHOBE KpUTepueB
Mpemun MNpasutenbctea Poccuinckon denepaumm no kavyecTsy U ApYrnx KOHKYPCOB Mo
KauyecTsy.

OCHOBHbI€ MOHATUA U onpegeneHnAa B obnacTtu ynpaBlieHus

Ka4eCTBOM

OCHOBHblE MOHATUSA N TEPMUHBI B 061aCTM ynpaBrieHns KayecTBOM MponucaHbl B
TOCT P NCO 9000-2011 «Cucrtembl MeHemxmeHTa kadectBa. OCHOBHbIE MOMNOXEHUS U
cnoeapby, a Takke B [OCT P 50646-94 «Ycnyrm HaceneHuto. TepMuHbl U
onpeneneHns».

FOCT P UCO 9000—2011. Bce TepMuHbI, NpMBEAEHHbIE B AAHHOM CTaHAapTe,
pasbutbl Ha pasgenbl, OTHOCALIMECHA K KayecTBy, MEHEeKMEHTY, oOpraHu3auuu,
npoueccam U NpoayKkuMu, XapakTepucTukam, COOTBETCTBUIO, OOKYMEHTauuKn, OLEHKe,
ayauTy (nposepke), obecnedyeHnto kayecTBa npoueccoB namepeHund. OctaHoBUMCS Ha
onpeneneHMm Hambonee BaXKHbIX TEPMUHOB C TOYKM 3pEHUS N3y4aemMoro npeamerTa.

KayecTtBO — cTeneHb COOTBETCTBUS MPUCYLLUMX XapaKTEPUCTUK TpebOoBaHUAM.
MoXeT NpPUMEHATLCS C TakMMK MpunaraTenbHbIMW, Kak Mfoxoe, Xopollee Wunu
OTNMYHOE. TepMUH «NPUCYLLM» B OTINYME OT TEPMUHA «MPUCBOEHHbLIN» O3HA4yaeT
«umerowmnca B Yem-Tox». [lpexge Bcero 3TO  OTHOCUTCA K MOCTOSAHHbIM
XapaKTepUCTMKaM.

UToObl YACHUTH OMNpedeneHne TepMMHA «KavyecTBO», HEOOXOOUMO pPacKpbITbh
cofepXaHne NOHATUIN «XapaKTepucTukar», «TpeboBaHne» N «CTENEHbY:
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xapakmepucmuka — OTNIMYUTENBHOE CBOMWCTBO, @ XapaKTepuUCTUKa KavyecTBa —
XapakTepucTmka, npucylias npoaykumMu, npoueccy Wnu cucteme, BbiTeKawowas u3a
TpeboBaHus;

mpebogaHue — nNOTPEOHOCTb UMM OXMAAHWEe, KOTOPOE YCTaHOBMNEHO, OObIYHO
npegnonaraetca wnu saenseTca  obsasatenbHbiM.  TpeboBaHMe MOXeET Kpome
nepeyvncneHHbIX 06 bEeKTOB OTHOCUTBLCS K NOTpedUTensam n ApyruM 3anHTepecoBaHHbIM
CTOpPOHaM B AeATEeNbHOCTM OpraHusaumu (Bnagenbuam, paboTHMKam opraHusauumu,
B6aHkupam, accoumaumm nnm obLuecTay);

cmerneHb — Mepa, CPpaBHUTESNbHAs BenuMyuHa Yero-Hmbyab. NpuMeHUTEenbHO K
KayecTBy TeX WM WMHbIX OOBLEKTOB CTENeHb O3Ha4yaeT YacTU4HOE, HenonHoe
COOTBETCTBUE npeabsBnsemMbiM TpeboBaHUAM. OTclopa n HenonHas
YAOBMETBOPEHHOCTb, HANpMMep, NoTpedbuTenen.

YooenemeopeHHocmb nompebumesieli — BOCNpusTME NOTpebUTENnaMM
CTeneHu BbINONHEHMSA nx TpeboBaHui. XKanobbl noTpebutenen ABnAKTCA NokasaTenem
HU3KOW WX YOOBNETBOPEHHOCTW, OOHAKO OTCyTCcTBME Xanob He obssaTensHo
npegnonaraeT BbICOKYH CTENEHb X YOOBNETBOPEHHOCTM.

Jliobas pesaTenbHOCTb MMM KOMMMEKC OEATENbHOCTM, B KOTOPOW MCMOMb3yTCA
pecypcbl, paccMaTpuBaeTCs Kak npouecc.

lMpouyecc — COBOKYNHOCTb B3aMMOCBSI3@aHHbIX UMW B3aMOLENCTBYHOLMNX BUOOB
AesaTenbHocTH, npeobpasyowmx Bxoabl B Bbixodbl. Bxogamm B npouecc 06bl4HO
ABNAOTCA BbIXOAbI OpYyrMx npoueccoB. [lpoueccbl B oOpraHvsauuu, Kak npasuno,
NNaHMPYHTCA N OCYLLECTBAKTCA B YNPaBsieMbIX YCNOBUSAX.

lMpodykyusi — pes3ynbTaT npouecca. MNpoaykumMst cornacHo gaHHOMY CTaHZapTy
MOXEeT BbICTyNnaTb B BWAE YCMyrM, TEXHUYECKMX U NPOrpaMMHbIX CPenacTs,
nepepabaTtbiBaeMbiX MaTepuUarnos.

MeHeOxmeHm u ynpaesieHUe — WOEHTUYHblE TEPMUHbI, MO KpamHen mepe, K
coumanibHOMy  ynpaBfeHuto, TO €eCTb CO3HaTeNnbHOMY, LereHanpaBrieHHOMY
BO3AENCTBMIO Ha COLMANbHYK CUCTEMY B LIENIOM WKW €e OTAEeNbHble 3NeMEHTbl Ha
OCHOBE UCMOMb30BaHWUSI MNPUCYLLUMX CUCTEME OOBEKTMBHBLIX 3aKOHOMEPHOCTEN U
TeHgeHumn. M3 obnactm couuwanbHOro ynpaeneHuss Ham Onwke ynpaBneHue
(MeHeKMEHT) opraHmM3aLumm.

OpezaHuzayuss — rpynna paboTarwmx, OCHALWEHHbIX HeobxoanmbiMn
cpeacTBaMu C pacnpegeneHnem OTBETCTBEHHOCTU, MOMHOMOYMIA U B3AaUMOOTHOLLEHWN.
Hanpumep, B KkadecTBe oOpraHuM3auMuM MOXET BbICTynaTb KOMMaHWSA, Koprnopauus,
dupma, npegnpuatre, ydpexaeHue, bnarotBopuTenbHas opraHu3auus, npeanpustue
PO3HMYHON TOProBMM, accoumauus, a Takke Mx nogpasgeneHns unm kombuHaums m3
HUX.

MeHnedxmeHm kayecmea —  CKOOpPAMHMPOBAHHAsA  OEATEeNbHOCTb MO
PYKOBOACTBY W yNpaBfieHW0 OpraHu3auven npuMeHuTeNnbHO K KadvectBy. [aHHas
AesaATenbHOCTb 0ObIMHO BKIOYaeT pa3paboTky NONUTUKM U uenen B obnactu kayecTsa,
nnaHMpoBaHME KayecTBa, YnNpaBfieHMe KayecTBOM, obecrnedeHne KadectBa MU
yny4lieHne Ka4yecTBa.

Monumuka e ob6rnacmu kaYecmea — OOWME HamMepeHuss M HanpaBneHue
AEeATENbHOCTU opraHm3aumm B obractu kayectBa, ouumanbHO CHOPMYnMpOBaHHbIE
BbICLUMM pyKOBOACTBOM. [lonuTtmka B obnactu kadecTtBa cornacyetcss ¢ o6uien
NONUTUKOW opraHm3auum n obecneuynmBaeT OCHOBY AN NOCTAHOBKW Lienen B obnactu
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kayecTBa. MpUHUMNLI MEHEOXXMEHTA Ka4YeCTBa, U3NOXEHHbIE B HACTOSILLEM CTaHAapTe,
MOTYT CNY>XUTb OCHOBOW AN pa3paboTkm nonmTukn B obnactu kavyecTtsa.

lenu e obnacmu kayecmea — uUenu, KOTOpPbIX JOOBMBAIOTCA MMM K KOTOPbIM
cTpemsaTca B obnactu kayectBa. Llenn o6bivHO H6asmnpytoTca Ha NONUTUKE opraHn3aumm
B obnacTtu kadecTBa M ycTaHaBnMBalOTCA N9 COOTBETCTBYHOLUNX OYHKLMIA U YPOBHEN
opraHvsauum.

Pe3ynbmamueHocmb — CTeneHb peannsaumm 3annaHMpoBaHHON AEATENbHOCTH
N OOCTWXKEHMS 3anfaHNPOBaHHbIX Pe3ynbTaToB.

AppekmueHocmb — CBA3b  Mexay  OOCTUTHYTbIM  pesynbTatoM WU
MCNOSb30BaHHbIMU pecypcamum.

lNpocnexueaeMocmb — BO3MOXHOCTb NPOCHEANTb UCTOPUID, NMPUMEHEHNE UK
MeCTOHaxoX4eHue Toro, YTo paccmaTpuBaeTCs.

Cucmema — COBOKYMHOCTb B3aUMOCBSI3aHHbIX W  B3aMMOOEWNCTBYHOLLMX
SMNEeMEHTOB.

O[VH 13 OCHOBHbIX NOAXOA0B K CUCTEMaM MeHe)KMeHTa KayecTBa — CUCTEMHbI
noaxog.

Cucmema MeHedXMeHmMa Kadecmea — CUCTeMa MeHeKMeHTa [Aans

PYKOBOACTBA M ynpaBreHus opraHn3aumen NpuMeHUTENBHO K Ka4ecTBy.

FOCT P 50646-94. B paHHOM [OOKyMEHTe cogepxatcsa  TEepMUHBbI,
pacnpedeneHHble No pasgenam: oblme NoHATUS, CTaHAapTbl U HOPMATUBbI, MOHATUS B
obnacTtu ctaHgapTusaumm paboT, NoOHATMA B 0bnactu cepTudurkaumm ycnyr, NOHATUS B
obracTtu ynpaBreHus Ka4eCTBOM YCHyr.

lMpuBegem oThenbHble onpefeneHns u3 AaHHOro cranHgapTta, Havbornee 4acTo
ncnonb3dyemble B cdrepe ycryr, B TOM YUCIEe U OTHOCUTESbHO YnpaBreHns Ka4eCTBOM.

Ycnyea — pesynbtaT HenocpeacTBEHHOrO B3aMMOAEWCTBUS WCMOMHUTENS U
notpebutens, a Takke co6CTBEHHOW OeATENbHOCTU UCNONHUTENS MO YAOBMETBOPEHUIO
notpebHocTn notpebutens. MNo dyHKUMOHANBLHOMY Ha3HaYEeHMUIO YCIyr, OKasblBaeMble
HacerneHwio, MOApa3densloTCd  Ha  MaTtepuanbHble (N0 YAOBMNETBOPEHUIO
MaTepuanbHOBObITOBLIX NOTpebHoCcTen noTpedbuTens) n coumanbHO-KyIbTypHbIE (MO
YOOBNETBOPEHUIO AYyXOBHbIX, WHTENNEeKTyanbHbIX MOTpebHOCTEN M nogaepXaHuio
HOpMarnbHOW XN3HeaeATenbHOCTU NoTpebuTtens).

MNpedocmaeneHue ycnyau —  [EATENbHOCTb  WCMOMHUTENS  YCNyrw,
Heobxoammas anga obecneyeHus BbINOMHeHWUs ycnyr. [pegocTaBneHne ycnyrn MOXHO
nogpasgenuTb Ha OTAenbHble 3Tanbl (obecneyeHne HeobxoauMbIMKM pecypcamu,
TEXHOMOMMYECKNUA MPOLLECC WCMOSHEHUS!, KOHTPOSb, WCMblTaHWE, NpUEeMKa, OLEeHKa,
npouecc obcnyxvBaHus).

TexHoOs102UYECKUU NMPOUECC UCMOJIHEHUS ycJly2u — OCHOBHAas YacTb npouecca
nNpeaocTaBneHns yCryrn, CBA3aHHas C U3BMEHEHMEM COCTOSIHUSI OObeKTa yCryru.

Ycnoeusi obcnyxueaHusi — COBOKYMNHOCTb (DaKTOPOB, BO3AEWCTBYHLUMX Ha
noTpebuTtens ycnyru B npouecce ob6CcnyxmBaHus.
'pynna 0OOHOPOOHLIX ycny2 — COBOKYMHOCTb YCIyr, XapakTepu3ylLNXCcs

obwumM ueneBbiM U/MNN PYHKUNOHAMNbHBIM Ha3HayeHnem. [aHHbIn TepMUH KMeEeT
CYLLIECTBEHHOE 3Ha4eHne B 06racTu OLEHKM KadecTBa ycnyr un ux ceptudukaumm. 3
rpynnbl  OQHOPOAHbLIX YCnyr BbiOMpalOT aHanor Yycrnyrm, Ha OCHOBE KOTOPOro
OonpeaensinT ypoBeHb KadecTBa HoOBOW ycnyrn. [Ona rpynn O4HOPOAHbLIX yCnyr
€034alTCAa CUCTEMbI cepTUdMKaLnN.
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Kayecmeo ycnyau — COBOKYMNHOCTb XapaKTepUCTUK YCMyru, onpegensiowmx ee
CMOCOBHOCTb YAOBMNETBOPATb YCTAHOBIEHHbIE WM npegnonaraemMble NOTpebHOCTU
notpeburens.

Kayecmeo o6cnyxueaHussi — COBOKYNHOCTb XapaKTepuUCTUK npouecca u
ycnosun obcnyxmnBaHusi, obecneymBaromMx yaooBNETBOPEHME YCTAHOBMEHHbLIX WK
npegnonaraemMbix NOTpebHoOCTEN NOTpebBUTENS.

lMokazamenb kaYecmea ycnyau (obcnyxueaHusi) — KONMYECTBEHHAS
XapakTepucTmka OfHOrO0 WU HECKOSbKMX CBOWCTB  ycnyrn  (obcnyxuBaHus),
COCTaBnALWMX ee (ero) kKayecTBo.

YpoeeHb kKaYecmea ycnyau  (obcnyxueaHus)) —  OTHOCUTENbHas
XapakTepucTMka KadvectBa ycnyrm (oGCnyXvMBaHWS), OCHOBaHHAA Ha CpaBHEHUU
(haKTUYECKMX 3HAYEHMI NoKa3aTenen ee (ero) kKa4ecTsa C HOPMATUBHBLIMU 3HAYEHUAMMU
9TUX NoKasaTenen.

Koumponb kayecmea ycnyau (obcnyxueaHusi) — COBOKYMHOCTb Ornepauui,
BKIIOYalOLas NpPoOBEeAEHNE WU3MEPEHWUA, UCMbITAHUIA, OLIEHKY OOHOW WM HECKOSbKUX
XapakTepuctuk ycnyrn (o6cnyxmBaHusl) U CpaBHEHME MOSYYEHHbIX Pe3ynbTaToB C
yCTaHOBMNEHHbIMU TPeOOBaHNSMMU.

Cucmema kadyecmea ycrly2 — COBOKYMHOCTb OpPraHU3auMOHHOW CTPYKTYpbl,
OTBETCTBEHHOCTM,  npoueayp, MpoueccoB W  pecypcoB, obecneynBatoLlas
ocyLlecTBrneHne obLLero pykoBoACTBa Ka4eCTBOM YCIyT.

Pa3nunyHbie noaxoabl K cogepxaHU NOHATUA «Ka4eCTBO»

CyuiecTByeT MHOXECTBO OMNpeaeneHnin NOHATUIO «KadveCcTBO», HO BONbLLUMHCTBO U3
HUX NOOXOOMT K NMpoayKuuu, Hexenun K ycnyram. Npodeccopom [MapBapackon LUKOSbI
6usHeca [1. MapBuMHOM ObIfl0 NPeasioXKEeHO HECKONbKO NMOOXOO0B TPAaKTOBKM KayecTBa,
AN BO3MOXHOIO MX MCNONb30BaHusA B chepe Typusma.

TpaHcueHOeHMHbIU MnoOx00 OCHOBaH Ha WCKIKYMTENbHOM COBEpPLUEHCTBE
o0bekTa, Ka4eCTBO KOTOPOro OLIEHMBAETCA Ha Ype3Bbl4alHO BbLICOKMX CTaHaapTax,
oTpaxatrwux TpeboBaHusa kK gaHHOMY 06bekTy. CornacHo JaHHOMY NOAXOAY, KadecTBO
nogobHoro ob6bekTa MOXHO OLEHUTb HA OCHOBE HAKOMMEHHOrO OnbiTa OLEHLUMKAMWU.
OueHnBaemMble OObEKTLI HE MMEKT aHaANoroB U CyLECTBEHHO MPEBbLILWAT MUPOBLIE
OOCTMXKEHME B KOHKpPEeTHOM obnactu. TpaHCUeHOEHTHbIM noaxod MoOXeT ObiTb
MCMonb30BaH B OLEHKe KadecTBa ycnyr roctmHuy, Hanpumep B OAD, CTOMMOCTb
HOMEpOB B KOTOPbIX HaxoauTcs Ha yposHe 10000 gonn. CLUA 3a cyTku.

Mo0x00, OcCHOBaHHbLIU Ha npPodyKkme, WUCNoNb3yeT nNpPeanonoXeHne, 4To
OLEHMBAEMbIN OOBLEKT UMEET U3MepPSieMble XapakTEPUCTUKW, HA OCHOBE KOTOPbIX
NnosIBNAETCs BO3MOXHOCTb OOBEKTMBHO OLEHUTb KayecTBO obObekTta. Ho AaHHbIN
noaxon He TMO3BOMSeT YydUTbiBaTb pasnuMuusa B MNOXENaHusX, WHTepecax WU
npeanoYTeHUsX OTAENbHbIX NOTpebuTenen. [JaHHbIM NOAXOA LWMPOKO NPUMEHSETCA Npn
OLEeHKe KayecTBa TYPUCTCKMX W TOCTMHMYHBIX YCNYr, Hanpumep, Npuv NPUCBOEHUN
KaTeropum roctTuHMuam uU mx Homepam B COOTBETCTBMM ¢ CucTemMonm Knaccudukaumm
rocTuHuy, gencteytowen ¢ 2005 r.

lMoOx00, OCHOBaHHbLIU Ha MHeHuUsix nompebumeneli, Ha CTENeHU uX
yAOBETBOPEHHOCTN UCMONb3yEeMbIM NPOLYKTOM, OnpeaensieT Ka4ecTBO C TOYKM 3pEHNS
notpebutens. OH CyObeKTUBEH, yYNTbIBAET MHOTOCTOPOHHOCTb MHEHUI NOTpebuTenen
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OTHOCUTENbHO oueHnBaemoro obbvekta. OtaenbHble aBTopbl (Kpyrnos M.IM., Wuwkos
.M.) npupaBHMBAOT Ka4yeCTBO OLIEHMBAEMOro obbekTa K YAOBMETBOPEHHOCTU UM
notpebutensmun. Mo mHeHuto BaymrapTena J1.B., noagxoq MoXeT HanTn Ucnonb3oBaHue
n B obnacTtu Typuama.

lMpou3eodcmeeHHbIl nNo0x0d paccMmaTpMBaeT KayeCTBO KakK pesynbrar
pa3paboTkm M npomusBoncTBa. [lpyM 3TOM paccMaTpmBaeTCsl, HACKOSIbKO pe3ynbraT
Npoun3BoACTBa COOTBETCTBYET BHYTPEHHUM CTaHAapTaM opraHusauuu, onpeneneHHbIM
ncxogsa M3 ee noTpebHOCTM B MOBbILWEHMM MPOU3BOAUTENBHOCTU W COKpaLLEHUN
nsgepxek npoussoacTea. [aHHbI NOAXOA4 HE Yy4MTbiBaeT NOTpebHOCTU M npeanoyTte-
HUS KNMEHTOB, KaYeCTBO OCTaeTCsl BHYTPEHHEN 3aJadven, KoTopas NnoMoraeT ynpocTUTb
KOHTpOMb Npon3BoacTBa. Ecnu paccmaTtpuBaTth 3TOT NOAX0A K TYPUCTCKUM ycryram, TO
MX Ka4eCTBO B AAHHOM Cryvyae onpefensitoT UCXOA4A M3 KadecTBa TEXHONOrm4yeckoro
npouecca UCNONHEHUST AaHHbIX YCIyT.

IModxo00, opueHMupPoOB8aHHbIl Ha co30aHUe UeHHOCMuU, BKNOYaeT LEHHOCTb U
LeHy B onpegeneHne kadvectBa. KadectBo onpegensetrcsa kak 6anaHc mexay
NCMOSTHEHNEM M MPUEMITEMON AONSA KNMEHTa LEHOW, T.€. MakCMMaribHOe COBEPLLUEHCTBO
npoaykra, KoTopoe MOXeT cebe no3BoNuTb opraHusauus. [JaHHbIM nogxond HaxoauT
npUuMeHeHne B cdpepe ycnyr, B TOM 4yucne u B obnactm Typmama U rOCTUHWUYHOrO
BbusHeca.

MpuBeoeHHble NoAxoAbl K OMNpeaeneHntd COAep)XaHUsl MOHATUS  «KadeCTBO»
pasnnYalTCa C Y4eTOM OCHOBHbIX (OYHKUMI OpraHu3aumn, BKAKYAs MapKETUHT,
npon3BoacTBO U npoektupoBaHue. OpueHTauma Ha notpebutens 6Gonblie
COOTBETCTBYET MapKeTuHroBon yHkuuun. Wccneposatenn n paspaboTymkm HOBbIX
ycnyr 6onblue Ucnonb3ytT NOAXOA, OPUEHTUPOBAHHBIA Ha NPoAyKkT. B cBow ouepenb
NPON3BOACTBEHHbIA NOAXO4 NpPeacTaBndAeT MHTEpec Ans cneuvanuctoB Mo npo-
N3BOACTRY. CoBpeMeHHbIM YCroBUSIM oonble COOTBETCTBYET noaxoa,
OPMEHTUPOBAHHLIN Ha noTpedbuTensi, 4To U 3adMKCMPOBAHO B MeEXOYHAPOOHbIX
ctangaptax MCO 9000. OgHako 3TO He MCK4YaeT BO3MOXHOCTM MCMONb30BaHUS
opraHusauusamMm n gpyrmx nogxogoB. B Gonee BbIrogHOM MONOXEHUM OKa3blBalOTCA
opraHusauuu, NCnosb3yoLne 0gHOBPEMEHHO BCE 3TU NOAXOAbI.

NEKUUNA Ne2

OCO00GEeHHOCTN TYPUCTCKUX YCIYT KaK 00 beKTa ynpaBrieHUs

Ka4eCTBOM.

B Typusme noa o06bekmoM ynpaesieHusi Ka4YecmeoM [OH/MMaeTcsl
AeATEeNbHOCTb MO MpPefoCTaBfeHN0  MaTepuanbHO-BELLECTBEHHbIX CPeAcTB U
06bekToB, 06CNYyXMBaHME B MyHKTax NpebbiBaHUS UNN Ha MapLUpyTe, UNN OTAEeNbHbIe
KOMMOHEHTbI U npouecchl. (PasnuuyaloT KOMMOHEHTbl obecrneyvyeHns U KOMMOHEHTbI
obecnyxuBaHusi. KomnoHeHmbl obecriedeHuss — pasHoobpasHble maTepuanbHble W
[AyXOBHble Bnara npegHasHayeHHble 4ns obecneyveHns XnsHeaesTenbHOCTM YernoBeka
BO Bpemsi oTAblxa unu nytewecTtsusi. KOMMIoHeHmMb! 06CAyXu8aHUsi — COOTHOCSATCSI C
npouedypaMu noTpebneHns MaTepuanbHblX W OyXOBHbIX Gnar 1 npeanonaratoT
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HenocpeacTBEeHHOe B3aMmogencrTeune npounssoanTens c notpebutensamm
KOMMOHEHTOB).

B obnactu Typnsama n roctTuHM4Horo 6usHeca obbekTamu ynpaBneHus Ka4ecTBOM
SABNSOTCA criegyowme:

- KOHKpEeTHble YyCnyrn, BXogslmne B TYPUCTCKMMA MNPOAYKT, a TakkKe YCnyrn, He
BXOASALLME B TYPUCTCKUIA NPOAYKT, HO KOTOPbIMU MOXET MOS1b30BaTbCA TYPUCT;

- TYPUCTCKME MNpPOAYKTbl W CUCTEMA NpPedoCTaBNeHUa YCnyr, a Takke WX
KOMMOHEHTbI;

- KOHKpEeTHble npouecchl, CBA3aHHble C pa3paboTKon TYPWUCTCKOro MNPOAYKTa,
NPOABUXEHNEM €ro Ha PbIHOK U C 06CMYXMBaHNEM TYPUCTOB;

- TYPUCTUYECKNE OpraHn3aumm, roCTUHNYHbIE, PECTOPaHHble U pasBrieKkaTernbHble
opraHvsauun, 0300pPOBUTENbHbIE W CMNOPTUMBHbLIE YYPEXOAEHUS U yUpeXOeHUs,
nucnonb3yemble AN MNOCELEHUs UM BPEMEHHOro  npebbliBaHus,  3aHATble
npeaocTaBneHneM ycnyr pasHon HanpaBneHHOCTMW.

OcoBeHHOCTN TYPUCTCKMX YCNYr Kak 00 beKTa ynpaBneHns Ka4eCTBOM.

1. lMokynaTenu He CTaHOBATCA BnagenbuamMu NOKynaemblX ycryr, a MoryT
NoNb30BaTbCA UMM Kakoe-TO BPEMSI.

2. HeocasaemocTb ycnyr cBdA3aHa OKpyxawouwen o6CTaHOBKOM U C
NnepcoHanom, KOTOpbI BXOAUT B KOHTAKT C TypucTamum Npu nx obcnyxmBaHuu.

3. BoBneueHune notpebutens B npouecc o6cnyKmBaHums.

4. Ob6cnyxuBaloWwmMn nepcoHan W gpyrve nogu BbICTYNAT Kak 4acTb
npoayKTa TYPUCTUYECKNX OpraHmM3aLni.

5. HeBo3MOXHOCTb 06ecneunTb MOCTOSHCTBO MCMONb3yEeMbIX PECYPCOB U
nosnly4aemMblx pe3ynbTaToB.

6. CnoXHOCTb OLEHKM Ka4YecTBa yCnyr Typuama notpedurenem.

7 OTcyTcTBME 3anacos.

8. BaxHOCTb BpemeHHoro gakropa.

9 Mcnonb3oBaHue pasHbiX KaHanoB pacnpeneneHms TypucTCKOro npoaykTa.

CprKTypa TYPUCTCKOIo npoaykKrta

[Moa TypuCTCKMM MPOAYKTOM MOHUMAaETCs pes3ynbTaTt AeATENbHOCTU OpraHnu3aunm,
KOTOPbIM npeariaraeTcs PbiHKY M cO34aH AN YAOBNeTBOPEeHUs HyX4 u notpebHocTen
notpebutenen. lMpooykTOM oOpraHu3auuMm SBNSeTCH ToBap WNW Yycnyra, pasnuyus
Mexay KOTOpbIMW TpyAHO MpOBecTW, noToMmy 4To nwobor ToBap 3ayacTyio
COMNPOBOXAaeTCcsA pasHOoObpasHbIMK ycnyramu.

Cuutaetcs, 4To ecnu Gonblle NONOBWHBLI LIEHHOCTW MNpoAyKTa NpuxoguTcs Ha
CEPBUCHbIE 3MNEeMEHTbI, TO AaHHbIN NPOAYKT MOXHO OTHECTU K ycnyre.

CTpyKTypa TYpuUCTCKOro npoAyKTa fnpu ero peanusaumm TypucTy BKOYaeT B cebs
OCHOBHOW NPOAYKT, AOMOSHUTErbHbIE YCNYrM UM CUCTEMY MpefocTaBneHnss ycryr
(puc.1). MeHepxepbl TYpUCTUYECKOM OpraHu3auuMm npu ynydweHun Kadectsa U
MOBbILWEHNM LEHHOCTU [AEeWCTBYLWNX YCnyr Ang notpebutenen, a Takke npu
pa3paboTke HOBOIo TYPUCTCKOrO NPOAYKTa OOIDKHbI y4MTbIBaTb 3TW €ro CocTaBnsoLme.
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TYPUCTCKUM IPOJYKT

OCHOBHOM JOTIOJTHUTENIbHBIC cucrema
IPOJIYKT YCIIyTH MpeI0CTaBICHUS
yCIIyT

PucyHok 1 - CTpykTypa TypUCTCKOro npoaykra

[MaBHbIM cpean COCTaBMAKWMX TYPUCTCKOrO NpoAyKTa $BMASETCS OCHOBHOM
NPOAYKT, KOTOPbIA YyKa3blBaeT Ha TO, YTO B KOHEYHOM c4yeTe npuobpetaeT TypucT.
MHbiMK crnoBamu, 3a YTO TYpPUCT NNaTUT AEHbIM M YeM 3aHMMaeTcs TypucTudeckas
opraHunsauus.

[lononHuTenbHbIE YCnyrn, BXOASLWME B TYPUCTCKMA NPOAYKT M COMYTCTBYHOLLME
OCHOBHOMY MpPOAYKTY, MO3BONAT 06neryntb €ero MCrnonb30oBaHWE, MOBbLICUTb
MONesHoCTb W npuBnekaTenbHoCTb Ans  notpebutenen. [lpn  3TomM  Kaxaas
AONOMHUTENbHAA ycrnyra, B CBOK o4epedb, TpebyeT COOCTBEHHOM CUCTEMBI
npenocTaBneHns u onpeaeneHHoro YpoBHsa 06CcnyxmBaHus.

Cuctema npegocTaBneHuMst ycnyr — TMpPOLIECC OKa3aHWs OCHOBHOMW YCRyru,
KOTOpbIN MOKa3blBaeT, Kak OCHOBHOW MPOAYKT NpefoCTaBnsieTcss NoTpedbuTento, Kakyto
ponb urpaeT notpebutens B STOM MNpouecce, KakoBbl ASIMTENbHOCTb [OaHHOIO
npouecca, ero 3EKTUBHOCTb U CTUITb BbIMOSHEHUS.

[na npouecca npefocTaBneHUst OCHOBHONO MpoAykTa B Typu3aMe XapakTepHa
BbICOKas CTeNeHb BOBMEYEHUS TYPUCTOB B 3TOT MPOLECC M BbICOKAst CTENEHb KOHTaKTa
c obcnyxmBatoLwmMm NepcoHanom.

OTBETCTBEHHOCTL 3a pa3paboTKy W ynpaBfieHWEe CUCTEMOW npenoCTaBrEHUsS
YCIyr NOXMWUTCA Ha ONepauUOHHbLIX MEHEIKEPOB NMpu 00s13aTeNbHOM Yy4acTUN CryXObl
MapKeTWHra, Tak Kak MoHMMaHue notpebutenem u ux npeanovTeHUMrM BaXHO Mpu
co3gaHmm nogobHbIX 3PPEKTUBHBIX CUCTEM.

CTpyKkTypa TYpWUCTCKOrO MpOAyKTa — OCHOBa [Afs pacyeTa ero LEeHHOCTH,
MOBLILWEHNS] KayecTBa, YCUIEHUSI XenaemblX AN noTpebuTens npeMMmyllects U
COKpaLLeHNs HexxenaTerbHbIX 34EPXKEK.

Mpn paspaboTke TypucTCKOro npoaykrta Typonepatop obpaiwaetcsa K
nocTaBLLMKaM YCyr, KOTOpble Ha [AOrOBOPHbIX YCIOBUSAX MOCTaBMSKT OCHOBHbIE U
AONOMHUTENbHbIE YCIYIK, Nexalune B OCHOBE AaHHOIo NpoaykTa.

OCHOBHbIMM  yCcrniyramMy npu  9TOM  SIBASIKOTCS  TPAHCNOPTHbIE YCNyru, YCNyru
FOCTUHWL, M APYrnMX CPeacTB pas3MeLLeHNs], 9KCKYPCUOHHbIE N pa3BneKkaTesbHble YCnyriu,
nexatume B OCHOBE TYPUCTCKOro NpoayKTa.

[na obecnevyeHnsa LEHHOCTN U NOBbLILEHNS NPUBMEKATENTbHOCTM OCHOBHbIE YCNYIn
TypuaMa COMNpPOBOXAAKTCA MHOXECTBOM AOMOSIHUTENbHbIX YCAyr, BXOAAWMX B
TYPUCTCKNI NPOAYKT NN npuobpeTaemMbixX TYPUCTOM 3a AONOSTHUTENBHYIO NnaTy.

Otpacnn, B KkoTOpbiX paboTaloT opraHu3aumMm Typuama, OObIMHO OTHOCATCH K
3pernbIiM OTpacnsam C CUITbHOW KOHKYpPEHLUMEN, rae TpyaHO pa3paboTaTb HOBbIN NPOAYKT.
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ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

BBefeHne cylleCcTBEeHHbIX HOBLUECTB WM OCHOBHOW MNPOAYKT TpebyeT 3HaunTernbHbIX
PUMHAHCOBbLIX CPEACTB M OTpaxaeTcs Ha CTOMMOCTU TYPUCTCKOro NpoaykTa, YTo He noj
CUry marbiM U CPeAHUM TYPUCTUYECKUM opraHun3aumsam. B cBsA3u ¢ aTum opraHusaumm
Typy3ma cocpefoTaymBatoT CBOE BHUMAHWE Ha pacLUMPEHUN CneKTpa AOMONHUTENbHbIX
ycnyr, 3a CYyeT KOTOpbIX MOSBMSIETCA BO3MOXHOCTb MOBbLICUTL ANns noTpebutens
LlEHHOCTb OCHOBHOrO npoaykTa. Ho 6e3 goctaTto4HOro 060CHOBaHMSA PaCLUMPATL CNEKTP
[AOMNONMHUTENBHBIX YCIyr opraHu3aums Typuama He MoXeT cebe no3BonuTb, Tak Kak
notpebutens MOXeT He BOCMPUHATbL Mpeararaemble HOBLUECTBA UM He OyaeT ux
onna4veathb.

Typuctuyeckaa  opraHusauus  [OOfmkHa  AndpdpepeHuMpoBaTb  BO3MOXHbIE
AONOSNHUTENbHbIE YCNYr MO UX BO3AEUCTBUIO Ha NoTpebutens.

[lononHuTenbHbIE YCryrM MO OTHOLIEHUIO K HUM noTpebutenen moryt ObiTb
pasgeneHsl Ha ABe rpynnbl (pyc.2).

JIOTIOJIHUTENBHBIE YCIYTH

/\

<«

@aKTOpBI TUTHEHBI @akTOpbl YCUIICHHS

/\

PakTopsI dakTopsI

paBEHCTBA MIPEBOCXO/ICTBA

PucyHok 2 - [lononHuTenbHble ycnyrn

K nepBov rpynne OTHOCATCS [AOMOMHUTENbHbIE YCAYrK, XapakTepusyemble
akmopamu euzaueHbl. Ecnn Takue ycnyrm OTCYTCTBYKOT WM OKa3bIBAKTCH HUXKe
onpeaesieHHoro KayeCTBEHHOro0 YPOBHS, 3TO NPUBOAUT K HEYOOBIETBOPEHHOCTU
notpebutensa. ®akTopbl rUMMEHblI, €CNNU OHW MPUCYTCTBYKOT, BOCMPUHUMAIOTCS
Typuctamu Kak AosmkHoe. Ho ecnu opraHuMsaumsa okasbiBaeT 3TW YCIyrM Ha HU3KOM
YPOBHE, TO 9TO MOXET MPUBECTU K YXYALUEHUIO NOSTOXEHNA OpraHn3aumm Ha pblHKe.

Ko BTOpowm rpynne AOMNOSHUTENbHbLIX YCHYr OTHOCATCHA YCnyrm € pakropamu
ycunenusa. Wx otcytctBue MoOXeT OblTb He 3ameyeHo notpebutensamu. Ho wmx
NPUCYTCTBME CNOCOOCTBYET MOBLILLEHWUIO UX YAOBNETBOPEHHOCTU. PaKTOpbl yCUNEHUs
MOXHO pasgenuTb Ha QakTopbl paBeHCTBa (TypucTU4ecKass  opraHusaums
COOTBETCTBYET CpedHeMy YpOBHK OOCHyXuBaHUS B CBOeW oTpacnun) u ¢akropbl
npeBocxoacTea (TypucTUdeckasi opraHu3aums ¢ NOMOLLBbI 3TUX haKTOPOB MOBbILIAET
LEHHOCTb CBOEr0 NPoAyKTa A0 BbICOKOrO UM YHUKASTbHOIO YPOBHS).

Bornee BbicOKkasi cTeneHb yAOBNETBOPEHHOCTM NOTpebuTenen OCTuraeTcs B TOM
cny4yae, ecnv rnpUCyTCTBYIOT BCE BO3MOXHbIE (DAKTOPbl MTMIMEHbl, a hakTopbl YyCUNEeHUs
HaXOAATCA Ha YPOBHE, MPEBbILLAOLLEM OXUOAHUSA KNUEHTA.

OpraHmszauun TypuamMa [OOFfKHblI pPasyMHO MOAXOAUTb K MCMNOMb30BaHUIO
AONOMHUTENBHbIX YCAYT, YYMTbIBAst 4S5 KOHKPETHbIX CErMEHTOB pblHKa HEOBXO0ANMOCTb
BBEAEHMSA (DaKTOPOB MMrmeHbl U hakTopoB YCUNEHUA B 3TUX ycryrax Ansd NoBbIWEHUS
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ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

Ka4yeCtBa W UEHHOCTU TYPUCTCKOro npoaykra, YyCuUneHmnda ero KOHKYPEHTHbIX
npenMmyLiecTB.

NNEKLUAA Ne3
Knaccudmkauma meTtonoB ynpaBrieHUs Ka4eCTBOM B
Typusme
MeTO,EI, ynpasneHna KadeCtBOM — 3TO COBOKYMHOCTb MNpuUemMoB WU cnocoboB

BO34ENCTBMS Ha ynpaBnsieMbli OObEKT A5t AOCTMXKEHNS Lienen KayecTBa.

KayectBO 3aBMCUT OT MHOFOYMUCIIEHHbIX W  pa3HoobpasHbIX dakTopoB
TEXHUYECKOrO, 3KOHOMWYECKOrO, couunanbHO-NCUXONOrM4ecKoro xapakTepa.
OpraHunsauum, BeaywMe  nNpoayMaHHyl  MOMUTUKY  MOBbIWEHUA  KadecTBa
obcnyxMBaHUsA, MCMNONb3YKT ANs OOCTMXKEHMS NOCTaBMEHHbIX Uenen B obnactu
KayecTBa 60MbLLIOK apceHan MeToaoB, MHCTPYMEHTOB U CPEACTB.

B 9koHOMM4yeckonm nuTepatype HeT MpPUHATOM Kraccudpukaumm MeTonos,
ncnonb3yemblX Mpu  ynpaBneHum kadectBoM. B cBs3M ¢ 3TMm  npepgnaraetcs
paccmaTpuBaTb criegyolme rpynnbl METOAOB:

- METOAbI yNpaBieHnsi, 3aMMCTBOBaHHbIE U3 OOLLIErO MEHEAXKMEHTA;

- MEeTOAbI, UCNONb3yeMble AN OLEHKN YPOBHS KayecTBa YCnyr;

- MEeTOAbl OLEHKM YPOBHA KOHKYPEHTOCMOCOBGHOCTWU YCMyr, NPOLECCOB U CUCTEM
obcnyxusaHus;

- UHCTPYMEHTbI ynpaBneHns (MnaHMpoBaHUS) Ka4eCTBOM M aHanM3oM npoLecca,
chbopMmupoBaBLUNECS U UCNOSb3yeMble B 06r1acTn KavyecTBa,

- MeToabl obecneveHns n KOHTPONs KadecTBa yCnyr;

- MeTodbl OMNEHKM YOOBMETBOPEHHOCTU noTpebutenem KavyectBOM YyCnyr W
Ka4yecTBOM OOCny>XnMBaHUS.

Mpexnoe Bcero, HeobXoOMMO OPUEHTMPOBATLCA HA MeETOoAbl, UCMOSb3yeEMble B
obwem MeHemKMEeHTe, MO3BONSAKOLWME OpraHM3oBaTb paboTy nepcoHana Aans
AOCTMXeHns Tpebyemoro kayectBa obcnyxuBaHusi. B 3ToM CBA3M MOXHO BbIOENUTH
cnegyowme MetToabl:

- OpraHM3aUnoHHO-aAMUHUCTPATUBHbIE METOAbl, OCHOBAHHbIE Ha NPSMbIX SIBHbIX
yKa3aHUsX;

- 3KOHOMUYeCcKMe MeToabl, 0OyCrnoBMEHHbIE SKOHOMUYECKUMMU CTUMYaMu;

- couMarnbHO-NCUXONOrMYEeCKMe MeTOoAdbl, MPUMEHSsIEMble [Ofs  MNOBbIWEHUS
coumnarnbHOW akTUBHOCTM COTPYAHWUKOB;

- MeTodbl KOMaHAHOW paboTbl, BKMAOYAS KPYXXKM KayecTBa, HanpaBlieHHble Ha
OTKa3 OT KOHKYPEHLNN N Nepexoq K COTpyaHMYEeCTBY pabOTHMKOB.

B obnactu ynpaeneHuss ka4ecTBOM CHOpMMPOBanNnCb M COOGCTBEHHbIE MeETOAbI
NnnaHMpoBaHus, aHanuaa u ynpaesneHus. Cpean HUX MOXHO BblOENUTb MHCTPYMEHTbI
ynpaBneHus (nnaHUpoOBaHUS) Ka4vyeCTBOM, TEXHOMOMMK pasBepTbiBaHUS YHKLMIA
kadectBa (P®K), metoabl aHanmsa npouecca (MOCTOSHHOMO COBEPLUEHCTBOBAHMS),
metonq ABC-aHanu3a, a Takke wMeToabl obecrnevyeHusi M KOHTPOMNS KadecTBa,
ncnonb3yemble B 06nactu Typmama, roCTUHUYHOrO GusHeca n o6LEeCTBEHHOIO NUTaHNS.
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ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

OpveHTaumMa Ha noTpebuTens 3acTaBnsieT oOpraHusauum Typu3aMa LLIMPOKO
MCNonb30oBaTb METOAbI OLEHKWN YAOBNETBOPEHHOCTN NOTPebuTenen ka4ecTBoM yCcnyr u
KayeCcTBOM OGCNYXMBaHUSI.

Ocoboe MecTto B o06nactm kadyecTBa 3aHMMaeT MeTon 6eHuMapkuHra,
NO3BOMSIOWNIA  OLEHNBATb KOHKYPEHTOCMOCOBHOCTbL MPOLIECCOB OpraHusauumM Mo
OTHOLLUEHUIO K ee Hambonee CUNbHOMY KOHKYPEHTY, BbISIBNSATb crnabble MecTa B 3TUX
npoLecce 1 HaMeTUTb Mepbl MO YNYYLLIEHUIO NOOXEHUs AeN B OpraHn3auum.

MeToabl ynpaBneHuss nepcoHariom

K Haubonee pacnpocTpaHeHHbIM MeTodaM ynpaBrneHuss MepcoHanom B Lensx
AOCTWKeHUs Tpebyemoro kavyecTBa 06Cny>XMBaHNSA OTHOCAT:

- Op2aHu3ayUOHHO-adMuUHUCmMpamugHbie MemoObl yrpaerieHUs.

C NOMOLLIbIO JaHHbIX MeToa0B obecneymBaeTcs YeTKOCTb,
ANCUMNIIMHUPOBAHHOCTE M nopsgok  paboTtel B konnektuse.  OpraHu3aumoOHHO-
aAMWHUCTPaTUBHbIE MeTOAbl OMUMpalTCs Ha BRacTb pPyKOBOAMTENs, €ero npasa,
npucyLmne opraHnm3auumn aUCLMnIIMHy U OTBETCTBEHHOCTb. [JaHHble MeTOAbl OKa3biBaloT
npsiMoe BO3AEVNCTBME Ha ynpaBnsieMbli OOBEKT 4Yepe3 npuKkasbl, pPacnopsKeHus,
onepaTMBHbIE YyKasaHusi, OTAaBaemble MUCbMEHHO WM YCTHO, KOHTPOMb, CUCTEMY
aAMWHNCTPaTUBHbLIX CPEACTB NoAAEPKAHUSA TPYLOBON ONCUMNANHBI U T.4.

B opraHuMsaumMm BO3MOXHbI Tpu (OpMbl  NPOSABMAEHMS  OpraHM3aLMOHHO-
aAMWHNCTPATUBHbLIX METOAOB:

- obsi3aTenbHOE NpeanncaHme (npukas, 3anpeT 1 T.4.);

- cornacuTernbHble MeToabl (KOHCYNbTaLmMs, pa3peLleHme, KOMNPOMUCC);

- pekoMeHJauun, noxenaHusa (COBET, pas3bsACHEHWe, npeasioxeHne, obueHne u
T.M.).

[Ana  opraHu3aunoHHO-aAMWHUCTPATUBHLIX METOAOB  XapakTepHa  4eTkas
HanpaBfEeHHOCTb ANPEKTMB, 06A3aTENbHOCTL BLINONTHEHNSA PACNOPSHKEHUIA U yKa3aHUN,
HEBLINOSIHEHNE KOTOPbIX pacCMaTpPUBAETCA Kak NPSMOE HapyLlUeHWE MUCMNONHUTENbCKON
ANCUUNIINHBI 1 BeYeT 3a cobon onpefeneHHble B3bICKaHMS.

B uenom  opraHM3auVOHHO-aAMUHUCTPATUBHbIE  MEeToAbl  PYKOBOACTBA
CyLLEeCTBYIOT B )OpMe aAMUHNUCTPATUBHOIO M OPraHN3aunoHHOTO BO34ENCTBMIS.

B npaktuke ynpaBneH4yeckon AeATenbHOCTU aAMUHUCTpaATUBHOE BO3OeWCTBUE
CBSI3aHO, KaK NpaBumno, C TpeMs TMNamMmm NOAYNHEHUS:

1) BbIHYXOEHHOE M BHelHe HaBA3aHHoe. OHO COonpoBOXOAETCA HEMPUSTHbIM
4YyBCTBOM 3aBMCUMOCTU 1 MOHMMAETCHA MNOAYMHEHHBIMWN KaK HaXXUM «CBEPXYY;

2) naccuBHoe. [ns AaHHOro Tuna MNO4YMHEHUS XapakTepHO yOOBMETBOPEHME,
CBsi3aHHOE C 0CBOOOXAEHMEM OT NPUHATUSE CAMOCTOATENbHbBIX PELLEHUN;

3) oco3HaHHOe, BHYTpeHHe 060CHOBaHHOe.

B opraHusaumm opraHmsauMoHHO-agMUHUCTPATMBHbIE METOAbl PYKOBOACTBA
crnyxaT CpeACcTBOM MPSMOro BO3AEWCTBMS Ha MpoLEecC NPOM3BOACTBA, YTO MO3BOSSET
KOOPAWHMPOBATb BbIMNONMHEHME pPabOTHMKaMM OTAENbHbIX (PYHKUMA ANS  pelleHus
obLen 3agayn.

- 9KOHOMUYecKue Memoobl yrpasrieHusl.
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YnpaBaeHue KauyecTBom ycayr B Typusme

OKOHOMMYECKMM MeToLaM B yrnpaBfieHMM OTBOOUTCH LeHTpanbHOe MEeCTO, TaK Kak
OTHOLLUEHMSI YMpaBfieHNs ONpeaenslTcsa B NEepByld o4vepedb SKOHOMUYECKUMU
OTHOLIEHMSIMM U NeXalwumMm B WX OCHOBE OOBLEKTMBHbIMW MOTPEOHOCTAMU U
nHTepecammn nogen. NpUMeHUTENbHO K YNpaBneHWo oOpraHusaumen 3T MeToabl
npeacTaBnAT cob0M COBOKYMHOCTb 3KOHOMWYECKUX pbl4aroB, C MOMOLLBI KOTOPbIX
pocturaetca addekT, yaoBneTeBopsowmn TpeboBaHMSIM KOMNMEKTMBA WU JIMYHOCTMW.
OKOHOMMYECKME MeToAbl CNOCOBCTBYIOT  BbISIBIEHUIO HOBbIX BO3MOXHOCTEN U
pe3epBoOB, YTO OCOOEHHO BaXXHO B COBPEMEHHbIX YCIOBUSIX.

Mpn ncnonb3oBaHMM 3KOHOMMYECKMX METOAOB HEO6XOAMMO MNOCTaBWUTb OpraHbl
PYKOBOACTBA U TPYAOBbIE KONMMEKTUBLI B TaKME YCMOBUS, NPU KOTOPbIX OHXU MOMNK Obl
MaKCMMarsnbHO MOSIHO YYMTbIBaTb 3KOHOMUYECKNE NOCNEACTBUA CBOEW yrpaBfieH4YeCKom
N NPON3BOACTBEHHOW OEATENbHOCTW.

- coyualibHO-ricuxonoau4yeckue Memoosb! yrpasreHusl.

PesynbTtatbl Tpyda BO MHOMOM 3aBWUCAT OT LEMOro psga MnCcUMXoriornyeckmnx
¢akTopoB. YMeEHMe yuuTbiBaTb 3TU (PAKTOPbl MU C UX MOMOLLBIK LefneHanpaBlieHHO
BO34ENCTBOBAaTb Ha OTAENbHbLIX PabOTHUKOB MOMOXET PYKOBOAUTENO CHOOPMMPOBATH
KONMEeKTMB C eguHbiIMW  uensaMuM u  3agadamu. [lpoBogumble  COLMOMOrnMYeckne
nccnenoBaHMst NOKasbIBAKOT, YTO yCNexX AeATENbHOCTU XO3ANCTBEHHOIO PYKOBOAMTENS
Ha 15 % 3aBucUT OT ero NpodeccuoHanbHbIX 3HaHMM N Ha 85 % OT ymeHuna paboTtaTtb C
nogbMu.

Ka)xgomy KONnekTMBy CBOWCTBEHEH CBOW COLMANbHO-NMCUXONOMMYECKUA Knumar.
lMoaTomy cyllecTBeHHOE ycnoBne obpasoBaHUsa U pa3BUTUSA TPYLOBbLIX KOSEKTUBOB —
cobniogeHne npuHLmMna ncnxonanonormiyeckorn COBMECTUMOCTH.

MmaBHas uUenb NPUMEHEHWE 3TUX METOA0B — (OPMUPOBAHME B KOJIIEKTMBE
NMOSNIOXUTENBHOIO  COLMANbHO-NCUXONOMMYEecKoro  kKnumarta, 6Gnarogaps 4emy B
3HauuTenbHOM Mepe ©OyayT pewaTtbCss BOCNUTATENbHbIE, OPraHM3aunoHHbIE U
9KOHOMMYeckme 3agaun. [pyrumn crioBamu, NOCTaBEHHbIE NEpen KOMNEKTUBOM Lienm
MOryT OblTb AOCTUTHYTbI C MNOMOLUbIO OAHOMO U3  BaXXHEWWWUX KpUTEpPUEB
3(PPEeKTUBHOCTU 1 KavecTBa paboTbl — 4YerioBedeckoro hakrtopa. YMeHue yunTbiBaTb
«4enoBevecknin oakTop» NO3BOMNUT PYKOBOAMTENIO LieneHanpaBfieHHO BO34ENCTBOBATb
Ha KONMEeKTUB, co3gaBaTb GraronpusiTHble YCNoBusS Ans Tpyda W, B KOHEYHOM cuyeTe,
cchopMmMpOoBaTb KOMNEKTMB C €QMHLIMU LENSIMU U 3agavyamu.

- MemoObl KomMaHOHoU pabomei.

KomaHga — 9710 rpynna pabOTHUKOB, 4neHbl KkoToponm obnagatoT
Pa3HOCTOPOHHMMW HaBblKaMX U YMEHUSIMU, CTPEMSATCA K LOCTMXKEHUIO €OUHOWN Lenu u
Ncnonb3yT obLWwmMi noaxoa k paboTe.

OdbdekTnBHas komaHaHas pabota — 3TO HeoTbeMeMasa 4acTb KOpNopaTUBHON
KyNnbTypbl OpraHvM3auuMmM M OAHO M3 [MaBHbIX KOHKYPEHTHbIX MPeMMyLLEecTB TaMm, rge
Heobxogmmo rpynnosoe yyactue. KomaHgHaa pabota gofmkHa cTaTb HEOTbEMIIEMOWN
YacTblo OeATENbHOCTU B 06nacTu Typuama, rae Benvk oobem pabot obcnyxusaroLwero
nepcoHana.

B obnactm kayectBa WUCNOMb3ylT pasnuyHble TUMNbl KOMaHA, BKMAOYas
cnegyowme:

- KOMaHdbl NO pelleHno npobnem, KoTopble cO3[alTca B noapasneneHunsx
opraHuMsauuun ang peweHnsa NnocTaBneHHbIX 3a4ay B 00n1acTy KayecTBa;
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- camoynpaBsnsieMble KOMaHAbl, cocTosime w3 paboTHMKOB, KOTOPbIM
NpeaoCcTaBNATCA NOMIHOMOYMS MO BbIMNOMHEHMIO U KOHTPOSO onpeaeneHHon paboThbl;

- MPOEKTHbIE KOMaHAbl, CO34aBaeMble ANS peanu3aumm onpeaeneHHoro npoekTa.

Ocoboe  3HayeHne komMaHoHaa  pabota  npuobpetaeT B YCROBUSX
PYHKUNOHUPOBAHNS CUCTEMbI MEHE)XMEHTa KadecTBa, KOraa OHa WCnonb3yeTcs
NPakTUY4EeCKN Ha BCEX YPOBHAX ynpaBneHus. B gaHHOM cnydae komaHgHas paboTta
cnocobeTByeT 6Gonee nonHOMY yAOBNETBOpPEHUO MOTpebHocTen noTtpedutenen,
TBOpYeCcKOMy nogxogy K paborte, cosgaHuio  GnaronpusaTHOrO  coumarnbHO-
MCUXOMNOMMYECKOr0 KNMMaTta B  KOJIEKTMBE, MOBbLILEHNI0 OTBETCTBEHHOCTU 3a
NOpyyYeHHOe Oerio U peLleHuo NocTaBreHHbIX 3adad, 6onee 6e3bonesHeHHOMY BoC-
NPUSTUIO HOBLLECTB M MU3BMEHEHMIO HanpaBneHHOCTN paboThbl 1 T.4.

NEKUUA Ne4

MoHATMA «KavyecTBO yCnyr» U «yAOBJIeTBOPEHHOCTb

norpedurtenen»

YOoBNeTBOPEHHOCTb  MOTpebutenen  KavyecTBOM  MNPefoCTaBfEHHbIX — eMmy
TYPUCTCKUX YCIyr onpeaensaeTca COOTBETCTBMEM ITUX YCNyr TeM CTaHAapTaMm, KoTopble
Yy Hero cgopmMupoBanncb Ha MOMEHT TMOKYMKM TYpUCTCKOro npoaykra, T.e. ero
oxuaganmsamn. OTcioga npy COOTBETCTBUM yCnyr ChopMUpPOBaBLUMMCS Y noTpebutenen
cTaHgapTaM y HUX (hopMupyeTcsi NO3MTUBHOE BOCMPUSTME, NMPU HECOOTBETCTBUN — He-
raTuBHOeE.

B psige paboT NOHATMS «KayecTBO YCRyr» U «yOOBETBOPEHHOCTb NoTpedbuteneny»
CYUMTaOT MAEHTUYHBIMKW, HO MpUM 3TOM NOL YAOBNETBOPEHHOCTbI noTpebutenen
MOHMMaAIOT LIEHHOCTb NpPUoBpeTeHHOro nNpoaykra Ans notpebutens 3a onpegeneHHyro
LeHy, T.e.

Q=Yn=KL, (1)

roe Q — noTpebuTenbckoe kayecTBO; Y, — YAOBNETBOPEHHOCTb noTpebutens;
K— UeHHOCTb ycnyrm ¢ TOYKM 3peHust notpebutens; Lf - CTOMMOCTb unu 3atparbl,
KOTOpble NMOHEeC noTpedbuTens.

B. Uantamnb n M. ButHep cuuTaloT, 4YTO MOHATME «YOOBMNETBOPEHHOCTb
noTpebuTeneny 3aHa4YnTeNbLHO Bonee WNPOKOE, YEM NOHATUE «KaYeCTBO» YCNYr, TakK Kak
BOCMpMHMMaemoe noTpebutenem Ka4ecTBo NPOAYyKTa 3aBUCUT OT €ro LieHbl U Ka4yecTBa,
a TaKkke OT LUerioro psiaa JIMYHOCTHBIX U CUTYaTUBHBIX (DakTOPOB.

[ocTwkeHne yooBNeTBOPEHHOCTM NOTpebuTenem BaXKHO He TOMbKO ANd camux
notpebutenen, HO M ANs cCamMOW OpraHuM3aumMm, Tak Kak AaeT en onpenerneHHble
npevMmyllectBa nepen KoHKypeHTamu. Cpeoum  3Tux npevmyllects  Haubonee
3Ha4YMMbIMU ANA OpraHn3aumm ABNATCA cneayloLwue:

- opMMpOBaHNE [OOSITOBPEMEHHbBIX OTHOWEHUA C noTpebutenamu, KoTopble
NPWUHOCAT npeackasyembln JOX04 opraHusaunu,

- CHWKeHWe 3aTpaT opraHusauun Ha npuBIieYeHWe HOBbIX NoTpebuTenen, Tak
KaKk yOooBNEeTBOPEHHbIN NOTpebuTtens pacnpocTpaHseT CBOE MOSNIOXUTENbHOE MHEHWEe
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00 opraHuzauun n JOBOAWUT e€ro A0 3HaKoMbIX, Konrer no paboTe, poACTBEHHUKOB U
T.4.;

- noTpebuTtenu, yooBMNEeTBOPEHHbIE KayeCTBOM Mpeablayliero obcnyxmBaHus,
Gonee TepnenuBbl K BPEMEHHOMY CHWKEHWIO KayecTBa YCNyr OpraHusauun, 4To
yAEPXKNBAET MX OT Nepexoaa Ha obcnyxnBaHme Apyron opraHmsaumen;

- MeHee YyOoBMeTBOpeHHble noTpebutenn obpalwialoT BHMUMaHME Ha 6onee
npvBrekaTeribHble NpeanoXeHUsi KOHKYPEHTOB.

P.N.Onueep, P.T.Pyct n C.Bapks cuutaloT, 4YTO oOpraHusauum LOSDKHbI
CTPEMUTLCH MOAHATb YPOBEHb YAOBMETBOPEHHOCTM noTpebutenen Tak, 4Tobbl Te
MCNbITbIBaNM YyBCTBO BOCTOpPra 3a CYeT NPUCYTCTBUSA HEOOBLIYHOCTU U HEOXMAAHHOCTU
B NpeaocTaBnsieMblX ycryrax, KOTopble AOSMKHbI:

- obnagaTb HEOXMOAHHO BbICOKMM YPOBHEM OOCNYXMBAHUS;

- cnocobcTBOBaTbL NPOSABMEHUIO Y NOTpebutenen cunbHbIX YyBCTB (yAMBIEHUS,
BO30OYXOeHus);

- OTNUYaTbCsA HanNMuMem MNO3UTUBHOIMO BNMSHUA (YAOBONbLCTBME, PafoCTb,
cyacTtbe).

CnepoBaTenbHO, opraHuMsauuMmM Typuama [OMKHbl obnagaTe COBPEMEHHbIMU
MeTo4aMM  OUEHKM  yOoOBNEeTBOPEHHOCTM  noTpebutenen, cuutass  nNocnegHux
NMOCTOSAHHLIM MCTOYHMKOM CBOMX AOXOO0B.

[Ana nony4yeHus [OOCTOBEPHOro pesyrbTaTa MNpyM OLEHKe YOOBNETBOPEHHOCTU
notpebutenen HeobxoaMmo BblbpaTb MNOAXOOALLYHD METOAMKY, OTBEYaloLLyH
TpeboBaHNAM OOBLEKTUBHOCTM M TOYHOCTU. C 3TMX MO3MLMN pacCMOTPUM BO3MOXHbIE
noaxodbl K oOnNpedeneHuo nokasateneh u MeTofoB, MO KOTOPbIM CTaHOBUTCS
BO3MOXHbIM ONpeaensaTb YAOBNETBOPEHHOCTb NOTpebuTenen.

UHOeKcHbIN meToA onpeaesieHNAa yooBrieTBOPeHHOCTHU

nortpedurtenen

B HacTosiwee Bpems Hambonee LWMPOKO MNPUMEHUMBbIM SIBRISIETCA WHOEKCHbIN
MeTop onpeneneHns yaoBneTBOPEHHOCTN NoTpeduTenen.

Pacyetr wuHOekca yOoBNEeTBOPEHHOCTM  noTpebutenen  KayecTBOM  npe-
AOCTaBNAEMbIX UM YCIyr NPOBOAAT B CneaytoLen nocnegoBaTefnibHOCTU:

- MCCreAoBaHMe 3HAYMMOCTU XapaKTepUCTUK paboTbl opraHM3aumm (nokasaTenen
KayecTBa OKa3blBaeMbIX YCNyr), T.e. yCTaHOBMNEHNe Beca (KkoadhdPULUMeHTOB BECOMOCTH)
TeX XapakTepuctuk (nokasaTenen), KOTopble B HaubonblUeh CTEeneHn OoTpaxarT
TpeboBaHusa noTpedbutenen, nx yagoBneTBOPEHHOCTb OKa3biBaeMbIiMK YCIlyramu;

- nccnegoBsaHue YAOBMETBOPEHHOCTU notpeburenen €4VHWNYHBIMK
Xapaktepuctukamm paboTbl opraHmsaumm (nokasaTensiMu KadyecTBa OKasblBaeMbiX
ycnyr), T.e. TeX WX 3Ha4YeHwWn, KoTopble OyayT yOoBNEeTBOpPATb TpeboBaHUAM
notpebutenen B onpeaeneHHoM BpeMEHHOM MHTepBarne;

- ucnonb3oBaHve Hambonee noaxogswWero MeToAa pacdeTa WHTerparnbHOro
MHOEKCa YOOBMETBOPEHHOCTU NOTpebutenem Ha OCHOBE 3HAYMMbIX XapaKTEPUCTUK
paboTbl oOpraHu3auumn (nokasatenem KadecTBa OKa3blBaeMbIX YCRyr) M UX Beca
(koadhpnuMeHTOB BECOMOCTN).

UccnedosaHue 3Ha4yumocmu xapakmepucmuk pabomsi opeaHu3auuu. Hanbonee
NpaBurbHBIM NOAXOAOM K onpefeneHutio KoagdmUUNEeHTOB BECOMOCTU XapaKTepUCTUK
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paboTbl opraHuM3aumm (NokasaTenenm KadecTBa oOkKasblBaemblX ycnyr) 6yaet
onpegeneHve yaoBNETBOPEHHOCTU [AaHHbIMW  XapakTepucTukamu (nokasaTensmm)
notpebutenen Ha OCHOBE MX OMpoca C UCMONb30BaHNEM OTKPbITbIX BOMPOCOB. Tak Kak
Manble W cpeaHne TypuUCTUYECKMEe oOpraHu3auuu pacnonaratT OorpaHuyYeHHbIMU
pecypcamu, TO HeO6X0OUMO OrpaHMYUTBCA COCTaBOM XapakTepUCTUK (MokasaTenen),
KOTopble B Haumbonbluen CTeneHn BNUSKOT Ha YAOBNETBOPEHHOCTb notpebutenen. C
9TOM Lenbio MCMNOMb3YyT pasfuyHble BapuaHTbl ONPOCHbLIX MEeTOOO0B ANS OUEHKU
KO3 PULMEHTOB BECOMOCTU paccMaTpuBaeMblX XapakTepucTuk (nokasaTenen).
Paccmotpum nogxoAbl, KOTopble MOrYT HaWTU  MPUMEHEHME B NPaKTUYECKOW
AEATENbHOCTM OpraHu3auumn Typuama.

1. NpeobpasoBaHue «ronoca noTpebutenemny», NONY4EHHOro Ha OCHOBE OTKPbITbIX
BOMpocCoB, B TpeboBaHMa noTpebutenen Kk xapakrepuctnkam paboTbl opraHu3aumm c
nocnegyLwmm orpaHMyYeHnem ymcna atnx TpebosaHnii nyTeMm UCnonb3oBaHUs MeToaa
NapHbIX CPaBHEHWA Takke Ha OCHOBE OMpoCOB MOTpebuTenen (kenatenbHO yXe Ha
apyron rpynne notpebutenen). OrpaHnymBaTb Habop TpeboBaHMMA BaXHO C
9KOHOMMYECKOM TOYKM 3peHus. LieHa HoBown ycnyrmn 6yaeT Tem bonblue, Yyem bonbLuemy
yncny TpeboBaHun noTpebutenen oHa Oymetr ygoBneTBopATb. MeTod napHbIX
CpaBHEeHUn npu 60NbLIOM KONMyecTBe nap MoXxeT ObliTb MCNOMNb30BaH COBMECTHO C
BbIGOPOYHBIM METOLOM.

MeToa napHbIX CpaBHEHWIA COCTOUT B TOM, YTO NOTpebuTensam pasgaroT KapTOYKM
C NapHbIMWN COMETAHUSAMWN YCTAHOBMNEHHbIX TpeboBaHUM noTpebuTtenen n um Tpedyetcs
Ha KaXXOoW KapToyke OTMETUTb TO TpeboBaHWe, KOTOpOoe OHW cuuTaloT Haubornee
BaXkHbIM. [Mpn GonbWOM YnCne NOMyYeHHbIX KapToyek notpebutenam npepnaraeTcs
OorpaHu4eHHasi, HO npeacTaBuTenbHas Bblibopka U3 HUX. B npoctenwem crnyyae
notpebutene Ha Kaxgow NpeasiokeHHoONW emy KapTodke 6ornee BaXHOMY AN Hero
TpeboBaHuo npuceamBaetr 1 ©Oann, a MeHee BaxHoMy — 0 6Gannos. [lpu
paBHOLEHHOCTM TpeboBaHMW Ha KapToyke noTpebuTtens kaxgoe TpeboBaHue
ouenusaeT no 0,5 6anna. B pe3dynbtate aHann3a NonyYeHHbIX AaHHbIX ONpoOca Kaxaoe
TpeboBaHMe nonyyaeT onpegernieHHoe Konnyectso 6annoB, Ha OCHOBE KOTOPOro MOX-
HO YCTaAHOBUTb paHr KaXxgoro TpeboBaHWst U C ero y4eTOM YCTaHOBUTb BaXKHOCTb (BEC)
TpeboBaHun notpebutenen.

«lonoca notpebuteneny TpeboBaHus noTpebutenen

- HeT mMbina B BaHHOM KOMHaTe, He - [lonHOCTbO  YKOMNMEKTOBAHHbIN
NOSTHOCTbIO naetcs KOMMNEKT | HOMEep Ans rocTs;
NOCTEeNIbHOro oenbs, He XBaTaeT
nonoTeHew;

- HeynobHo Bpemsi y6opkn Homepa, - Ybopka Homepa B yaobHoe Aans
pasgpaxatT OTKpbITbIe ABEPU Npu yOOpKe | rocTa Bpems;
HOMepa;

- He pabortaetr OydeTt, korga OH - Kpyrnocyto4yHasa pabota 6ydeTa
HY>KEH;

- CBOEeBpeMEHHOE W npaBuUIlbHOE
- HenpaBunbHO paccynTbiBaloT. BbICTaBIEHME CHETOB.
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Hanpumep, OTKpbITbIN BOMNPOC, KOTOPbIN MOXET ObiTb 3agaH noTpeduTento
FTOCTUHUYHBLIX YCINYr, MOXeT 3By4aTb Tak: «YKaxuTe, noxanymcra, Ha HeOoCTaTKu B
obCcny>XMBaHUN rocTen rocTuHuuen». PesynbTaTtbl onpoca notpeduTtenen roCTUHWULbI
uenecoobpasHo 3aHecTn u Tabnuuy, 06beanHUTb 6n3Kne No HanpaBNEHHOCTU OTBETHI
notpebutenen, ecnn B 3TOM eCTb HeOH6XOAMMOCTb, U 3TN OObeAMHEHHble OTBETHI
npeobpasoBaTh B TpebOBaHMA NOTpedUTENen K xapakTepnuctTmkam paboTbl FOCTUHULbI.

3ateM COCTaBnsAT BCe BO3MOXHble MapHble co4veTaHus TpeboBaHMK
notpebutenen K rocTMHuLe, 3aHOCAT Ha KapTOYKM U Kaxaomy MoTpeduTento us yxe
OMpPOLUEHHON Trpynnbl UM U3 BHOBb OPraHM30BaHHOW [PYMMbl MNPOCAT Ha KaXKaown
KapTOYKe OLEHUTb BaXXHOCTb TpeboBaHMi B Gannax no ykasaHHOW Bbille METOAMKE.
lMocne Yero B COOTBETCTBUM C YCTAHOBMEHHLIM PaHroM OTOMpaloT Hambornee BaXHble
TpeboBaHMA M [JaT pekoMeHgauunm, Ha Kakve TpeboBaHWsa Hago, Npexae Bcero,
obpaTuTb BHUMaHWE MpuM YMAy4YWEHUN KayvecTBa OKasblBAa€MbIX YCNyr wunu npu
pa3paboTke HOBOW YCIyru.

«onoca noTtpebutenen», MOMy4YeHHble Ha OCHOBE OTKPbITbIX BOMPOCOB,
3agaHHbIX rpynne notpebutenen, 6oinu npeobpasoBaHbl B TpeboBaHUA noTpebutenen.
3atem ObIn McnonNb3oBaH MEeTOoL NapHbIX CPAaBHEHUIN, KOTOPbIA Nokasar, YTo Hanbonee
BaXkHbIMW TpeboBaHusMn noTpebutenen okasanucb TpeboBaHus, coctosilume B yo6opke
HOMepa B ygobHoe s rocTs BpeMs U KpyrnocyToyHon pabote bydeTa (tabn. 1).

Tabnuua 1 - OueHka BaXXHOCTU TpeboBaHM NoTpebutenen

TpeboBaHus notpebutenen | BaxHocTb Panr HopmunpoBaHHbI
TpeboBaHus, TpeboBaHus n BEC
Gannbl TpeboBaHus

MonHocTblo 15 4 0,20

YKOMMJ1EKTOBAHHbIA HOMEpP

Y6opka Homepa B ypobHoe | 30 1 0,40

ANS rocTa Bpems

Kpyrnocyto4yHas paborta | 20 2 0,27

OydeTta

CBoeBpemeHHoe ni10 3 0,13

npaBunbHOE  BbICTaBNEHME

cyeToB

Ha ocHoBe pJaHHbix Tabn. 1 ObinM  paccuMTaHbl HOPMUPOBaHHbIE Beca
paccMmaTpMBaeMblX nokasaTenen, Ha OCHOBE KOTOPbIX OpraHm3aumsi MOXeT MPUHATb
pelueHne o6 orpaHM4YeHMn CocTaBa y4YMTbIBAEMbIX NOKasaTenemn.

2. [llepeyeHb nokasatenen qopmMynupyeTcs opraHuvsaumen, a notpebutens
CHavana rpybo oueHuBaeT BMWSHWE Ha HEro XapakTepucTuk paboTbl opraHusaumm
(cunbHOe BnUsiHWE, cpeaHee BnvsiHMe, criaboe BNUsHME), a 3aTeM JaeT TOYHYIO OLIEHKY
BMVSHUS 3TUX XapakTepucTuk B 6annax — no 5- unu 7-6annbHon wkane (tabn. 2).
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Kak cnegyet mn3 T1abn.2, notpebutenu ykasanu Ha CWUMbHOE BIMSIHUE TaKUX
XapakTepucTuk paboTbl opraHmsaumm, kak ybopka Homepa B yaobHoe nsi rocTa Bpems
N KpyrnocytoyHas pabota bydeTta (3Hakm «+» CTOAT B NO3ULMM KCUIbHOE BIUSIHUEY ).

OctanbHble XapaKTepPUCTUKN paboThbl opraHusauum (nonHoCTbIO
YKOMMEKTOBAHHbIA HOMEP ANt TOCTS U CBOEBPEMEHHOE N NpaBWibHOE BbICTaBNEHNE
cyeToB) uUMelT crnaboe BnusHME Ha noTpebutensa (CTOAT 3HaKM «+» B MNO3MUUK
«crnaboe BrvsHue»).

Tabnuua 2 - OueHka BaxkHOCTK TpeboBaHuin NoTpebuTtenemn

XapaktepucTtuku paboTbl opraHmsauumn CunbHoe | CpegHee | Cnaboe
BNUSIHWE | BUSIHWE | BIIMSIHUE

Kakoe BnnsiHMe Ha Bac okasblBalOT XapaKTepuUCTukM paboTbl opraHnsaumnmn?

[MoNHOCTBIO YKOMMNSIEKTOBAHHBIN HOMED +

Y6opka Homepa B yaobHoe A5is rocTa Bpems +

KpyrnocyTto4dHas pabota Oydeta +

CBoeBpeMeHHOE W NpaBWUbHOE BbICTaBMEHME +

cyeToB

OueHnTe BNMsiHME Ha Bac XapakTepuUCTuK paboThbl opraHmsaunmn, 6annol

[MoONHOCTBIO YKOMMNSIEKTOBAHHBIN HOMED 3,25

Y6opka Homepa B yaobHoe Anisi rocta Bpemsi 6,5

Kpyrnocyto4yHasa pabota 6ydeTa 4,3

CBOEBpPEMEHHOE U1 MpaBUfbHOE  BbICTABIIEHNE 2,1

cyeToB

B T1abn. 2 npuBegeHbl TakkKe YCPEeOHEHHbIE OLEHKN BIUSHUS XapakKTEPUCTUK
paboTbl opraHu3aumm Ha noTpebuTens, BblpaXkeHHble No 7-0annbHoW wWkane. 3Has
BNUSIHNE XapaKTepUCTUK paboTbl opraHM3auum Ha noTpedutenen, MoOXHO onpeaennTb
UX HOPMMpPOBaHHble Beca. [0na 3TOro Hago CNoOXuTb BCe Beca pacCcMaTpuBaeMblX
XapaKkTepUCTUK U KaxKabl BEC MNOAENUTb HA NOSTy4YEHHYIO CyMMY BECOB.

3. BnvaHue xapaktepuctuk paboTbl opraHMsauumn Ha noTpebuTtens oueHMBalT C
NCMONb30BaHMEM  PErpeccUoHHOM  3aBMCUMMOCTM Mexay nokasatenem obuien
yAOBNETBOPEHHOCTN paboTOM OpraHu3auMm B LIENOM M KaXOoW XapaKTepuCTUKOW B
OTAENbHOCTU.

OnpawwvBaeTtca npeacTaBuTenbHas rpynna noTpeduTenen, Kaxgoro 4rneHa
KOTOPOW NPOCAT OLEHUTb UX YOOBMETBOPEHHOCTb paboTon opraHmMsaummn B LLESIOM no 7-
BGannbHOM Wkane. 3aTeM NoAo0HbIE e ONpPOChl MPOBOAAT MO KaXAOMY MokKasaTtenio.
Ha ocHOBaHMM NOMyYEHHbIX OaHHbIX HaxXOOAT PErpeccUMOHHYI0 3aBMCUMOCTb Mexay
yAOBNETBOPEHHOCTbIO PaboTOM OpraHu3auMm B LENOM M KaxablM Mokasatenem B
OTAENbHOCTW.

UccnedosaHue yodosremeopeHHocmu nompebumeneu €OUHUYHbIMU
xapakmepucmukamu pabombl opeaaHu3auuu. YOOBNETBOPEHHOCTb noTpeburtenen
€ANHUYHBIMW XapaKTepUCTMKaMn paboTbl OpraHuM3auumn OnpeaensTca perynsapHo c
NCNOMb30BaHMEM OMPOCHbLIX MeToAdoB. [lepnoguMyHOCTb UMX onpedeneHns Aans
Pa3fnN4YHbIX OpraHmM3auMn COCTaBMnsieT OT OAHOro Mecsaua Ao 1 roga v 3aBUCUT OT
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M3MEHYNBOCTU PbIHOYHbIX yCJ'IOBVIVI.
nccenenoBaHnd crenedHn yaoBlieTBOPEHHOCTU I'IOTp66I/ITeJ'IFI OaHHbIMW TMOKa3aTendaMmn

(tabn. 3).

CyuiecTByeT HECKONbKO BWOOB LWIKan Ans

Tabnuua 3 - Buagbl Wwkan Ons OUEHKWM YOoBReTBOPEHHOCTU noTpebutenen

XapaKkTepucTmkamm paboTbl opraHu3aumum

Ne| Wkana Mpumep Lwikanbl [locTonHCcTBa HepocrtaTtku

1 2 3 4 5

1 | Mpeactasutens | 1. O4yeHb NNoxo. CraHpapTHas CnoXHOCTb
ckas wkana | 2. MNMnoxo. WwKana; npocToTa | HTepnpeTauuu;
(Performance 3. HopmanbHo. aHanusa. Manas
scale) 4. Xopoulo. NHAOPMATUBHOCTD,

5. OtnnyHo. ABYCMbICIIEHHOCTb B
onpegeneHnm
XapaKTePUCTUK,
KoTOpble
Heobxoanmo
ynydwartb

2 | Wkana 1. KpanHe MpocTota aHanuaa; | CrnoxHa ans
YAOBMETBOPEHH | HEYJOBNETBOPEH. | NpefocTaBrieHne NOHMMaHNSA
ocTn 2. NHpopmaumnm O | pECNOHAOEHTOB;
(Satisfaction HeyooBneTBOpPEH. | XapakTepucTukax, HeMHdopMaTUBHA, HE
scale) 3. Hn 10, HIN KOTOPbIMU coaepxuT

apyroe. noTpeduTtens WHOpMaUUM O TOM,

4.Y[OoBneTBOPEH. | yoOBNETBOPEH yTO aBnseTca

5. KpawnHe npobnemon

yOOBMNeTBOPEH Hey40BNEeTBOPEHHOCT
n.

3 | Wkana 1. Topasgo xyxe, | NpocTtoTa aHanuaa; | HenoHATHa CBA3b
OXuaaHum yem oxugan (He | oTpaxeHue MeXay OXuaaHUsMM
(Expectations COOTBETCTBYET COOTBETCTBUSA n YPOBHEM
scale), wWwkana | Moum YPOBHIO  OXMAAHWIA | NCMOMHEHNSA c
TpeboBaHun TpeboBaHUAM N | pECNOHOEHTOB. TEYEHNEM BpPEMEHMU;

T.M.). pasnuunss B YpOBHE
2. Xyxe, 4em OXXMOaHun y
oxuaan. NMOCTOSAHHbIX

3. Tak, Kak notpebutenen un Tex,
oxuaan. KTO nonb3yeTcd
4. Jlyywe, yem npoaykTom/  ycryrom
oXxuagan. B nepBbIN pas;
5. [opasno npmBoanT K
nyyuwe, yem HEKOPPEKTHbIM
oxuaan. CpeAHMM OLEHKaM.
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MpopomkeHue Tabnmubl 3

1 2 3 4 5
4 |Lkana 1. YnydweHuna He HeTt HeT nHpopmaumm o
HeobxogumocTn TpebytoTca. NBYCMbICITEHHOCTM B TOM, B YEM COCTOUT
YNyYLeHnn 2. TpebytoTcsa onpeaeneHumn npobnema u 4To
npoaykra/ ycnyrm HekoTopble XapaKTepPUCTUK, MMEHHO HY>XHO
(Improvement yNyyLleHus. KoTopble ynyywaTb.
needed scale) 3. TpebytoTcsa Heob6xoanmo
CyLLEeCTBEHHbIE yny4dwatb; NpocTa
yry4dLeHns. ans NOHUMMaHUA

PeCrnoHOEeHTOB.

Y CTaHOBOYHO-
5 lonucatenbHas
LLKana
(Propositional-
Descriptive
Scale)

Pacwundposka ans
Kaxxgoro atpubyTa
cBod. Hanpumep,
ans oueHkn paboTbl
nepcoHana:

1. MpeB3ownu
Bawun oxmnpganus,
cTapanucb
NpenBOCXUTUTL BCE
Bawum Hyxabl.

2. bbinn pagbl
YCIY>XUTb U
nomoranu, Kkorga
npocunn ob aTom.
3. OctaBunu
oLLyLLIEeHNE, 4YTO
NpocTo Aenanu
cBOtO paboTy.

4. YacTto
MrHOpUpoBanu
Bawun Hyxabl, gaxe
Koraa Bbl UX
npocunu.

Hanbonee nonHas
MHGOpMaLns o
COCTOSIHMM aTpnbyTa;
OTCyTCTBME Npobrem
B MHTepnpeTauum
pe3ynbTaToB; NpocTa
N NOHATHa Ons
pECNOHOEHTOB.

TpebyeT MHOro
BPEMEHU U BbICOKOM
KBanudukaumm
nccnegoBartens npu
NOArOTOBKE aHKeTbI.

Lkana
6 [cpaBHeHuM c
KOHKypeHTamu

1. Fopaspo xyxe,
MEM Y KOHKYPEHTOB.
2. Xyxe, yem y
KOHKYPEHTOB.

3. Tak Xe, KaK y
KOHKYPEHTOB.

4. Jlyywe, yem y
KOHKYPEHTOB.

5. [opasgo nydwe,

MEM Y KOHKYPEHTOB.

NossonseT gaTtb
OLIEHKY B CPaBHEHUU
C KOHKYpEeHTamMu npu
nx 60nbLIOM
konudecTtse; bonee
KOMMaKTHas aHkeTa.

[laeT Tornbko
OTHOCUTESbHYHO
OLIEHKY N He JaeT
abcontoTHow. Mpwu
YPOBHE «BblLLE
KOHKYPEHTOB» HE JaeT
OTBETA, HACKOSTbKO
XapakTepucTuka
COOTBETCTBYET
noeany.

24



ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

PaCCMOTpeHI/Ie npuBeaeHHbIX LUKan NMOKa3blBaET, 4yTo Hanbonee
npeanodTuTesibHbleé — YCTaHOBOYHO-OMNMMUCaTesrlbHaA LWKala W LwKana CpaBHeHMVI C
KOHKYpPEHTaMMu. OHn paloT oAgHo3Ha4yHble U ueneHanpaBJ/ieHHble OTneTbl AOJ14
noaroToBkKu peKomeH,u,au,vM.

HauuoHanbHble MHAEKCHI YAOBNETBOPEHHOCTH

norpebutenen

OpueHTauma opraHusaumin Ha notpebutenen obecneunmBaeT UM npenmyLlecTBa
MO OTHOLLEHMIO K OpraHM3aumsmM, OPUEHTUPOBAHHBIM Ha NPUOLINbL. OTO CBA3AHO C TEM,
4YTO B MocregHwe ABa OeCATUNEeTUs PbIHOK MpeBpallaeTcs M3 pbiHKa NocTaBLiMKa B
PbIHOK noTpebutensa. B 3Tux ycnoBuax opraHuM3aumm nMbiTaldTCA UCNOSb30BaTb
HOBeKLNne MeToObl OLUEHKM YOOBNETBOPEHHOCTM NoTpebutenen CBOMM NPOAYKTOM.
OgHako nomy4veHHble UMW pe3ynbTaTbl He MO3BONSAKT COMOCTaBUTb pPasHble
opraHusauuu no aHanornmyHbIM AaHHbIM, B TOM YMCMEe CPaBHWUTb C OpraHuM3auusMu
apyrmux oTpacnen. NoaTtoMy B pasHbIX CTpaHax CTanu 3aHUMaTbCsl pa3paboTKON Takmx
MEeTOLOB, KOTOpble AafdyT BO3MOXHOCTb OLEHWUTb NOSANbHOCTb noTpebutenen n nx
yOOBJIETBOPEHHOCTb MPOAYKTOM  OpraHuM3auui He3aBuUCUMO OT  CYLLECTBYIOLMX
pasnuuun Mexagy opraHusauusimm, B TOM 4YuCfie M OTpacrieBblX, T.e. B HAUWOHAaNbHOM
mMacwTtabe.

HaunoHarnbHble MHOEKCbl yOOBNeTBOPEHHOCTU Obinn paspabotaHbl B CLUA u B
psage esponencknx crtpaH (Leseunn, Nepmanun, Asctpumn, OanHun, OpaHuumn, Utanun,
LBenuyapumn), a 3atem 6bin paspaboTtaH EBponencknin MHOEKC yaoBNETBOPEHHOCTM.

MopobHble MHAEKCHbI YAOBNETBOPEHHOCTU MO3BONAT paspabaTbiBaTb NONUTUKY
opraHusauun B obnactn kayectBa C opueHTaumen Ha OOonbLUyIO YOOBETBOPEHHOCTb
noTpebutenen nyTeM JOCTUXKEHUS CneaytowmnX OCHOBHbIX Lienen:

- YCTaHOBMNEHME CyLeCTBYHOLWEN CBA3N MeXay OXUAAHUAMMU KIWeHTa, ero
yAOBETBOPEHHOCTLIO N STIOSANBHOCTBIO K OpraHn3auuu;

- [OOCTMXKEHWE KOHKYPEHTOCMOCOOHOCTM oOpraHmsauumM W Ha 3TOM OCHOBE
nosblleHne 3P PEKTUBHOCTN ee AeATENbHOCTY;

- yCuUrneHwe 3auHTepeCcOBaHHOCTM OpraHuM3aumMm B MNOBbLIWEHUN KayecTBa
BbIyCKAaeMoro npoAykta W YCTaHOBMNEHME HarnpasBneHun Ana peanuvsadun 3Town
3aMHTepeCcoBaHHOCTU U T.4.

HaunoHanbHble MHAOEKCbl  yOOBMETBOPEHHOCTU  CNOCOBGCTBYKOT  MOBbLILLEHMIO
KOHKYPEHTOCMOCOOHOCTN MU 3KOHOMMYECKOMY POCTY M Ha HaLMOHanbHOM YPOBHE, Tak
Kak npeacraBnsaoT cobon MeXoTpacrneBble KONMMYECTBEHHbIE OLIEHKM
yAOBETBOPEHHOCTN KIMEHTOB W OCHOBHbIX (PpakTOpoB ycnexa npeanpusatuin. OHu
NO3BONSIOT CpPaBHUTb COOCTBEHHbIE, cneunduyeckme On9 AaHHOro NpeanpuaTus
OUEHKM yOOBMEeTBOPEHHOCTU W JIOANBbHOCTU KIMEHTOB C aHanornyHbiMU OLEeHKamu
ApYrux NpegnpuaTuim oTpacnum unu gaxe OApyrux otpacnen.

PaccmoTpum noaxodbl K MNOCTPOEHUIO MOLENW HauMOHalbHbIX WHOEKCOB
yAOBETBOPEHHOCTN OTAENbHbIX CTPaH.

Moderb weeodcKo20 HayuoHarbHo20 UHOekca («bapomempa»)
y008/1eM8OPEHHOCMU NMEET TPU YPOBHS, XapaKkTepu3yoLLunX:
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- dakTopbl, onpegenswowme YyOOBMETBOPEHHOCTb noTpebutenen, BkNo4vas
oXuaaHuss notpebutenen OTHOCUTENBHO KavecTBa W LEHHOCTU npeafiaraemoro
NpoAyKTa;

- B3BelWMBaHne pakTopoB, onpeaensowmx yaoBneTBOPEHHOCTb NoTpebuTenen, B
coCTaBe paccMaTpMBaeMoro MHAEKCa;

- onpefeneHve nokasaTernemn, xapakTepusyloLmnx KOHEYHble pesyrnbTaTbl OLEHKM
No [aHHOMY WHAOEKCY, BKMYas mMOSAMNbHOCTb MOTpebuTenen K opraHuvsaumm u ux
NPeTeH3MM K Ka4ecTBY M LIEHHOCTM paccMaTpuBaemMoro npoaykra.

ObecneumBasd KayeCcTBO M LIEHHOCTb MPOM3BOAUMOrO MPOAYKTa, OpraHu3auuu
AobmnBaloTCa  MNOBbLIWEHMS  YAOBMETBOPEHHOCTM  KMMEHTOB, 4TO  cnocobecTByeT
AanbHenWweMy MOBbILEHNIO WX NOSANbHOCTU, POCTY NPOAax, YBENUYEHUIO NpubbInu,
HanpaBneHU  OOMOMHUTENbHO MOMYYEHHbIX CPEeACTB Ha COBEPLUEHCTBOBaHME
npoun3BoACTBa, CHXeHne cebecTonmocTtun npoaykra, MOBbILLEHNIO
NPOM3BOAMTENBHOCTU Tpyda W YhydweHuio KavectBa. B pesynbrate LiBeOCcKUK
«bapomeTp»  yOOBNETBOPEHHOCTW  LOEMOHCTPUPYET  MPAMYI0  NOSIOXUTENbHYHO
3aBUCMMOCTb  MeXay YOOBNEeTBOPEHHOCTbIO  noTpebutenen w  OOXOOHOCTLIO,
BblpaX€HHOM B «BO3BpaTe Ha KanuTan». Tak, BbIbOpOYHOE uccregoBaHWe Mokasaro,
4YTO CpefHerogoBOE CHWXKEHMEe paccMaTpMBaeMoro MHAEeKca ANns nepBor rpynnbl
opraHusauum Ha 2,8 % npmBesio K yMEHbLUEHUID «BO3BpaTta Ha Kanutan» OT Hyns
npumepHo o 2,5 %. B cBoW o4vyepedb MOBbILLEHWE WHOEKCA ONA BTOPOW rpynnbl
opraHuMsauun npumMepHo Ha 4 % NpuUBENO K YBESIMYEHUIO «BO3BpaTa Ha Kanutan» oT
Hyns npyumepHo A0 4 %.

Ha ocHOBe NpOrHo3HbIX 3Ha4YeHWI LWIBEACKOro «bapomeTpay» yaoBNETBOPEHHOCTH
MOXHO NPOrHo3upoBaTb OyaywimMin «BO3BpaT Ha akuuio» Ha CTOKrornbmckon boHO0BOWM
Bapxe. AHanormyHas kaptuHa Habmiogaetcs u Ha Hbto-Mopkekoit doHnaoBon Gupsxe
npy  nNpoBedeHun  nogobHOro  uccnegoBaHMss Ha  OCHOBE  MCMOMb30BaHUSA
HauunoHanbHOro nHaekca ygosnetsopeHHoctn CLUA.

Mpn BBepeHun Esgponelicko2co uHOeKca ydoeriemeopeHHocmu noTpebutenen
y4nTbiBanacb COMOCTaBMMOCTb 3TOr0 MHAEKCA C HaUMOHamNbHbIMW MHAEKCAMW OpPYruX
CTpaH, a Takke NPOBOAMMOCH COMOCTaBfEHME OTAENbHbIX HaLMOHaNbHbIX UHOEKCOB
mMexagy cobon. Hanpumep, cpaBHeHMEe HeMeukoro «bapomeTpa» CO LIBEOCKMM
«bapomeTpom» nNo 17 oTpacnsam NPOMbILLIIEHHOCTM NOKa3ano Hanuyne XeCTKOW CBSA3N
MeXay HAMMN.

Llleeliyapckuti  UHOeKC ydoerlemeopeHHOCMU OCHOBaH Ha COMOCTaBfieHUn
OXMAAHWUA KNWEHTa, WMENLEro onpeaerieHHbI onbIT noTpebneHns ToBapa wnu
ycnyru, ¢ TpeboBaHusAMM AENCTBYIOLWEro cTaHaapTa.

YA0BNETBOPEHHOCTb KIMEHTa 3aBUCUT OT ABYX OCHOBHbIX (DaKTOPOB — «BbIroAbl
KNueHTa» OoT NpuobpeTeHHOro ToBapa unmM npeaocTaBfeHHON YCryrn U «opueHTaumm
Ha KfMeHTa» opraHuM3auuum npomsBoauTenss ToBapa wunu ycnyrn. Yem 6Gonbliee
3Ha4YeHVe UMEKOT 3TN PaKTOpPbl, TEM BbILLE BbIroAa KIMeHTa OT MCNONb30BaHUA ToBapa
unu ycnyrn, Gonblie ero yaoBNeTBOPEHHOCTb W Bbile OUEHKa MM MNpoayKuun WUnu
yCnyru, a Takke Bbllle HanpaBneHHOCTb OpraHn3aumm Ha KnveHTa.

OpraHusauusa JormkHa NOCTOSIHHO NoaaepXuBaTb MOCTOSIHHYKO CBA3b C KITMEHTOM
(BCTynaTb B «Amarnor ¢ KNMeHTOM»), YTO CnocobCTBYET BO3paCcTaHMIO ero NosiSibHOCTU K
opraHusauumn, KoTopas, B KOHEYHOM c4yeTe, MOSIOXKUTENbHO CKa3blBaeTCsd Ha
9KOHOMMYECKMX NnokKasaTenax eaTeNbHOCTN OpraHu3aumu.
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Mogenb cbopa pJdaHHbIX AN NOCTPOEHMS WHOEKca BKN4Yana cnegyrolue
cocTasnsawLwme:

- «cneumndunyeckne akTopbl yooBNeTBOPEHHOCTUY,

- «yOOBMNETBOPEHHOCTb KIIMEHTay,

- «Quanor c KIMeHToOM» 1
«JNOANBbHOCTb KIUEeHTa».

MHOekc yooBneTBOPEHHOCTU KIIMEHTA U3MEPSNM C YY4ETOM nokasaTenen obuien
YyAOBMNETBOPEHHOCTN, CpPaBHEHUS YAOBMETBOPEHHOCTM C OXUAAHUAMMU KNUEHTa U
naoeanbHbIMW NpPeacTaBfeHnsaMM O ToBape MW ycryre, KOTopble CKrnaabiBanucb B
OTAENbHbIX OTPACNAX C pa3HbIMU BeCaMU.

MpenmyLLecTBo 3TON METOOUKM COCTOUT B TOM, YTO OHa MO3BONHAET MNONYyYUTb He
TONbKO O6LLY BENUYUHY CTENeHU yOOBNEeTBOPEHHOCTU, HO U AnddepeHLMpoBaHHbIe
OLIEHKW B pa3pese psaga nokasarernemn.

M3-3a cunbHOro  pasnuuuMs  no  oTpacnam  cneumuyecknx  aktopos
yAOBMNETBOPEHHOCTM OHU HEMOCPEOCTBEHHO B pacyeT MHAEKCa He Obinn BKItoYeHbl. Ho
AN KaXXOOoW oTpacny onpefensanucb WeCcTb BUAOB YAOBNETBOPEHHOCTM C YY4ETOM WX
3Ha4mmocTun. Cneuundmnyeckme akTopbl yOOBNETBOPEHHOCTU UMENU B OAHUX OTpacnsx
bonbwon Bec, B ApyrMx — manbin. MIx aHanua nossonsieT npeanpusaTusmM BbIABUTb
KOHKPETHbIE UCXOAHblEe AaHHble OS5 COBEPLUEHCTBOBAHUS YNpaBreHus 1 NoBblLEeHUs
KayecTBa OTAEeNbHbIX YCyr.

NEKUUA Ne5

CocTaB, KpaTKasi xapaKkTepucTMKa ceMmencTBa cTaHOapToOB
NCO 9000

Bonpocamu ctanHgapTtusauum B obnactu kadectsa 3aHumaeTcsa MexayHapoaHas
opraHmsauusa no crangaptmsauun VICO (International Organization for Standardization,
ISO) B coctaBe TexHudeckoro komuteta TK-176 «YnpaBneHne KayecTBOM MU
obecneyeHne kayecTeay.

TK-176 6bina paspabotaHa B 1987 r. nepBas Bepcusa MeXOyHapOOHbIX
ctaHgaptoB B obnactm kadectea UMCO 9000:1987, koTopass cogepxana nsTb
cTaHgapToB (oOuiee pykoBOACTBO KayeCTBOM, TpU Mogenu obecneyeHus kadecTsa u
TEPMUHOMNOIMYECKMIA CTaHAApPT) M OCHOBbIBANacb Ha aHrMMNUCKMX CTaHO4apTax B 3TOn
obnactn.

B 1994 r. Gbno BbinyweHo BTOpoe u3gaHue ctangaptoB MCO 9000:1994,
KOTOpPOE Y4fo ONbIT NPaKTUY4EeCKOro UCMONb30BaHUSA NEPBOM BEPCUN CTaHAApPTOB. JTa
Bepcua pacmpana obnactb MCNOMNb30BaHUSA CTaHOAPTOB, TaK Kak Kacanacb YeTblpex
KaTteropum npogykumm (TEXHUYEeCKMe M nporpamMHble CpeacTBa, nepepabaTbiBaeMble
mMate puanbsl u ycnyrn). bbeinn nepepabotaHbl cTaHgapThl, Kacawowwmecsa obuiero
PYKOBOACTBA KayeCTBOM, UCMOMb3yeMbIX MOAENEN KayecTBa, TEPMUHOSOMMKN, BBOAUICS
peKkoMeHayeMbIN nepeYveHb, cocToAwmnn n3 20 anemMeHToB CUCTEM KadecTBa.

B 2000 r. MexgyHapogHasi opraHmsauus no craHgapTu3aumm onybnukoBana
TpeTbe nsganune crangaptos MCO 9000:2000 1 06bsBUNIM BOCbMUMETHUIA MOPATOPUN
Ha MX M3MeHeHus. JTa BEepCUsi CTaHOAPTOB OCHOBLIBAETCH Ha MPOLECCHOM noaxoae,
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KOTOPbIN MCNOMb3yeTCA Ha BCex aTanax AeATeNnbHOCTU opraHusauuu no paspaboTke,
BHEAPEHMIO U YNYYWEHU0 pe3ynbTaTMBHOCTM U 3PPEKTMBHOCTU  CUCTEMDI
MeHeKMeHTa kadectBa. Cuctema MeHemXMeHTa KayecTBa co3gaeTcs [Ans
PYKOBOACTBA W yNpaBneHns opraHmMsaumen NpuMeHnTenbHoO K kadectBy. OHa siBnsieTcs
4YacTbl0 CUCTEMbI MEHE)KMEHTa opraHusaumm u npeacraBnseT cobon COBOKYNMHOCTb
B3aMMOCBA3aHHbIX 1 B3aMMOLENCTBYIOLLMX 3NeMEHTOB, HeO6XoaAMMbIX AN pa3paboTku
N peanusauun NONNTUKK U Lienen opraHmsaumnmn B obnactu kadecTsa.

Ha ocHoBe OaHHbIX CTaHOApPTOB MEeToAOM «OBMOXKMY» («NPsSIMbIM METOAOM») B
2001 r. 6bINn BbINyLLUEHbI POCCUIACKNE TOCYAAPCTBEHHbIE CTaHAAPTbl, ayTEHTU4YHbIE
MEeXAyHapOAHbIM CTaHOapTaM:

FTOCT P NUCO 9000—2001 «Cuctembl MeHemxkmeHTa kadectBa. OCHOBHbIE
MOMOXEHNA WM CroBapb» OMUCbLIBAET OCHOBHbIE MOMOXEHUS CUCTEM MEHEIKMEHTa
KayecTBa U ycTaHaBnMBaeT TEPMUHOMNOMMIO AN CUCTEM MEHEKMEHTA KayecTBa;

FIOCT P NCO 9001—2001 «Cuctembl MeHemKMeHTa KadecTBa. TpeboBaHuA»
onpegensieT TpeboBaHNA K cMCTeMaM MeHe)KMeHTa KayecTBa Angd Tex cnyyaes, Korga
opraHusauun HeobxoaAMMO MPOAEMOHCTPUPOBATL CBOK CMNOCOOHOCTbL NPefoCTaBnsTb
npoaykumo (ycnyru), oTBevarolme TpeboBaHMAM NOTPeOGUTENEN N YCTAHOBIEHHbIM K
Hen (HMUM) obsas3aTenbHbIM  TpeboBaHMAM, W HanpaBfeH Ha  MOBblWEHUe
yAOBMETBOPEHHOCTM NoTpebutenen;

FTOCT P UCO 9004—2001 «Cuctembl MeHeoXMeHTa kKadecTBa. PekomeHgauum
no ynyylweHuo AeaTeNbHOCTUY coaepXuT bonble pekomengaumin, yem FOCT P UCO
9001—2001, B TOM 4ucre No pacCMOTPEHUID pPe3yrbTaTUBHOCTU U 3P(EKTUBHOCTU
CUCTEMbI MEHEe)XMeHTa KayecTBa M MOTEeHUManbHON BO3MOXHOCTM YNydLIEHUs BCeW
AEeATEeNbHOCTM OpraHu3auuu;

NOCT P UCO 19011—2003 «PykoBogsiwime ykasaHust Mo ayauTy CUCTEM
MEHe)KMEHTa KadecTBa W/MNN CUCTEM IKONOTMYECKOrO MEHEeKMEHTa» COAEpPXUT
MEeTOA4MYECKME YyKa3aHMa MO YNpaBfeHuio nporpamMamu ayguta (NpoBEPOK) cuctem
MeHeKMEHTa KayecTBa N CUCTEM MEHEPKMEHTA OXpPaHbl OKpY>KatoLLEN cpeabl.

Crangaptel TOCT P UCO 9001-2008 n NOCT P MUCO 9004-2001 wumetoT
pasnuyHble obnactu MpUMEHEHUs, UX MOXHO MWCMNONb30BaTb OTAENbHO, HO OHU
cornacoBaHbl Mexay cobown, AOMONHAT ApYr Apyra, UMEKT OL4MHAKOBYIO CTPYKTYpY B
Lensx Ncnonb3oBaHWs Kak CorfiacoBaHHOW Napbl CTaHAAPTOB.

Crangapt TOCT P WNCO 9001—2008 copepxut TpeboBaHnss K cucteme
MEHe)KMEHTa KadeCcTBa, MOXET CnyXuTb AN  BHYTPEHHEro npuMeHeHnNs
opraHusauusimu npu paspaboTtke 1 PyHKLUMOHMPOBAHUN AAHHOW CUCTEMBI, a Takke Ans
ee ceptuduKauuMnm  unuM - 3aKknYeHns  KoHTpakTtoB. CTaHgapT  cnocobertByeT
obecneyeHnto YHKLNOHNPOBAHMS CUCTEMbI, BbINOSTHEHUIO TpeboBaHum
noTpebuTtenen, pernameHToB U CO6CTBEHHLIX TPeboBaHMN OpraHn3aLmn.

Crangapt FOCT P UCO 9004—2001 copepxuT pekomeHgaumm no noCToOAHHOMY
YNyylWEeHNI0  OEeSATEeNbHOCTM  OpraHu3auuu, HanpaefeH Ha  MOBblEHWE  ee
3(pPeKTUBHOCTN U pe3ynbTaTMBHOCTU, MO3TOMY OTpaxaeT Oonee LIMPOKUMA ChekTp
uenen cucteMbl MeHeKMeHTa kadvectBa, yem FOCT P CO 9001—2008, HO He moxeT
MCNonNb30BaTbCA ANS CepTUdUKaLMM NN 3aknioveHns KOHTpakToB. Llenb ctaHgapta —
ynydweHwe  OedTenbHOCTM  opraHusaumu, obecnedeHve  yooBNEeTBOPEHHOCTU
notpebutenen n apyrmx 3aanHTepPeCcoBaHHbIX CTOPOH, yNy4dlleHue KadecTBa NPoayKUNN.
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Cewmencteo ctangaptoB MCO 9000 6bino paspabotaHo Anst Toro, YTobbl NOMOYb
opraHusauusim Bcex BMAOB M pa3MepoB BHeAPATb U obecneymBaTb YHKLMOHUPOBAHNE
9(pPEKTUBHBIX CUCTEM MEHEIKMEHTA Ka4yeCTBa.

CtaHgapTbl oTnn4yaroTcst OBLLHOCTBIO M YHUBEPCANbHOCTBIO, TaK Kak NPUMEHUMBI
nobbIMK OpraHM3aumnsiMn pasHbiX OTpacnen He3aBUCMMO OT TOro, 3aHUMAKOTCS N 3TH
opraHusauuu BbiMyCKOM NPOAYKLUN MW OKa3aHWeM YCnyr, B TOM Yucne ycnyr Typusma.

Mpobnembl kayecTBa B cdepe ycrnyr OTANYAKOTCA OT MNPOU3BOLCTBEHHbIX
npobnem. B aaHHON cdepe KoYEBLIMU acrnekTamum CUcTeMbl obecneyvyeHnss KavecTsa
ABNATCA pPabOTHUKKN, MHPOPMALMOHHbIE TexXHomnormm, paboTta c xanobamn, veTkas
POpMYNNPOBKa KPUTEPUEB KavyeCcTBa YCIyr.

MoTpebutenn oueHMBaOT YyCNyrM MO OTHOLIEHWIO K HWUM MepcoHana,
yyacTBylowero B obcnyxuBaHun. MccnegoBaHumst B 3TOM oGnactm nokasanu, 4To
nepcoHan, YyOOBMETBOPEHHbIN cBoen paboTon, obecnednmBaeT W  BbICOKYHO
yAOBMNEeTBOPEHHOCTb NOTpebutenen ycnyr.

Ymenoe ucnonb3oBaHne WHPOPMALMOHHBIX TEexXHonormm B 06nactu ycnyr,
CBA3aHHOE C BoO3pacTaHnem obbema wuWHGopmauum no obpaboTke 3anpocoB
notpebutenen, obecneymBaeT 3a CYET BbICOKOrO KadecTBa 0OOCnyXuBaHus
KOHKYPEHTHbIE NpenMMyLLEeCTBA OpraHM3aLmsM.

Heobxoanma nocTosiHHas M KponoTnueasi paboTta no yaoBNeTBOPEHMIO Xanob
KNMMEHTOB, TaK Kak OHa B 3HA4YMTENbHOW CTEMNeHM CrnocobCTBYET yaepXaHuHo
NOCTOSAHHbLIX NOTPEbMTENEn N NPUBNEYEHMIO HOBBbIX.

3HaHMe OCHOBHbIX KpUTEpMEB KavecTBa W UX CBA3WM C NOTpebuTenbckomn
YyAOBMNETBOPEHHOCTbLIO MO3BONSAOT OpraHn3auusam cepsuca yCTaHaBNMBaTb Kak obuiue
uenu 6usHeca B 06nacTy KayecTBa, Tak M Lenu No oTAeNbHbIM NogpasgeneHnsIM.

PaspaboTaB 1 BHeOpUB CUCTEMY MEHEKMEHTA KayecTBa, opraHusaunm Typusma
MOTyT:

- NOBbLICUTb  YNPaBNAEMOCTb  OpraHusaumMen  NyTem  pacnpeaeneHus
OTBETCTBEHHOCTU U AeNnernpoBaHms NOSIHOMOYNIA;

- obecneunTb pas3BUTME OpPraHU3auum 3a CcYeT MOBbLILWEHMS KOMMETEHTHOCTU
nepcoHana n ero BOBMEYEHHOCTN B MPOLIECChI YyNPaBreHNs;

- [OBUTBCA NPO3PaYHOCTUN OEATENBHOCTN HA OCHOBE MCMOSIb30BaHMS NPOLECCHOro
noaxona K NOCTPOEHWMIO OCHOBHbIX BUAOB AEATENbHOCTY;

- OCYLEeCTBUTb MOBbLILWEHNE KOHKYPEHTOCMOCOOHOCTM 3a c4yeT obecneveHus
NOCTOSAHHbIX YNYYLWEHWUA AEATENbHOCTMU.

anIHLWIan MeHeO)XMeHTa Ka4dyecCcTBa

B NOCT P NCO 9000—2008 npuBeneHbl BOCEMb MNPUHLUUMNOB MEHEeMKMeHTa
KayecTBa, C MNOMOLLbIO WCMONb30BaHUA KOTOPbIX BbICLLIEE PYKOBOACTBO MOXET
ynpaBnATb  YNyylEeHUWEM  OeATEeNbHOCTM  OpraHMsauuuM Ond  yOooBrEeTBOPEHUS
notpebHocTeNn notpebutenen " Apyrmux 3aMHTEPECOBAHHbIX CTOPOH.
3anHTepecoBaHHbLIMN CTOPOHAMM B OEATENBHOCTU OpraHu3aumm aBnaTCs MHBECTOPHI,
noTpebutenn, MeHeoKepbl U COTPYAHWKN OpraHn3aunmn, NoCTaBLLMKN, NApTHEPbI, KOHKY-
PEeHTbI, 06LWECTBO, rocy4apcTBO.
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MpuHuun 1. OpueHmauyusi Ha nompebumerns. OpraHn3aumm 3aBUCAT OT CBOWX
notpebutenen n NO3TOMY AOSMKHbI MOHMMATb MX Tekywme n byaywme notpebHoCTH,
BbINOSTHATL TPEOOBaAHUA N CTPEMUTLCA NPEB30NTU UX OXMOAHUS.

[Ansa peanusauun aHHOTO NpMHUMNA OpraHn3aunsa Typuama SOMmKHA NOCTOAHHO:

- OTCNexmBaTb MUBMEHEHME PLIHOYHOIO CPOCca Ha TYPUCTCKUE YCRyru;

- NPOBOAMTL OMNPOCHLI TYPUCTOB, MO3BONANOLLME YCTAHOBUTH UX BRevaTrneHve oT
npeaocTaBneHHbIX YCyr;

- onpedendatb nokasaTenu, XapakTepusyllimMe WX YOOBMETBOPEHHOCTb 3TUMMU
ycnyramu.

Mcnonb3oBaHne JaHHOrO NpMHLMNa NO3BOMUT OpraHm3aumnu:

- YCTaHOBUTb [AOONrOCPOYHble Uenu gns  obecrnedeHns  LOArOCPOYHOro
yaoBneTBopeHusi noTpebHocTen 1 oxngaHmm notpebutenen;

- OpraHuM3oBaTb Ha YpPOBHE MapTHEPCTBA MAapPKETUHI B3aMMOOTHOLUEHUA C
notpedutensamu;

- obecneunTtb paboTy BCcex nogpasfernieHun opraHmsaumm Ha yaoBneTBOpeHue
noTpebHOCTEN N OXMAAaHUN NnoTpedbutenen;

- COXpPaHATb NOCTOSIHHbIX NOTpebuTenen n NnpuenekaTb HOBbLIX;

- ObICTPO pearnpoBaTb Ha nOOble pPbIHOYHbIE M3MEHEHMS MNoTpebHoCTEN
notpebutenen n 3a c4eT 3TOro AobmBaTbCA YBENUYEHNS NPOAAX N NPUOLINK.

MpuHumn 2. Jludepcmeo pykosodumerss. PykoBogutenn obecneunsatoT €ANHCTBO
Uenu wn HanpaefeHust OeATenbHOCTU opraHmsauun. MM cnegyeT cosgaBatb U
noagepXxmBaTb BHYTPEHHIOK cpefy, B KOTOpPOM paboTHMKM MOryT ObiTb MOMHOCTbIO
BOBII€YEHbI B peLleHre 3a4ay opraHnsaumm.

Ana peanusaunm gaHHOro NPUHUMNA PyKOBOAUTEMb TYPUCTUYECKON OpraHu3auumn
OOMMKEeH BO3rnaBuTb paboTbl NO CO34aHMIO, BHEAPEHUo, (YHKUWMOHUPOBAHUIO U
NOCTOAHHOMY COBEPLUEHCTBOBAHUIO CUCTEMbI MEHE)KMEHTA KayeCcTBa, B TOM YuCre:

- N0 0ByYeHUI0 PyKOBOASLLErO COCTaBa OCHOBaM MEHE)KMEHTA KavyecCTBa;

- pykoBoactsy CoBeTOM MO KayecTBy, B COCTaB KOTOPOro BXOAAT PyKOBOAUTENM
CTPYKTYPHbIX NoApa3aeneHni n cneumnanucTbl;

- onpegerneHnito OCHOBHbLIX W BCMOMOraTesibHbIX MPOLIECCOB B OpraHu3auuu,
OLeHKe UX COCTOSAHMS 1 HEOBXOANMOCTM MOAEPHMU3ALNN;

- oUeHKe 3(PPEKTUBHOCTU N Pe3yNbTaTUBHOCTM CUCTEMbI MEHEPKMEHTA Ka4YeCcTBa;

- onpeaeneHnto Muccun, NOAUTUKK U Lenen B ob6nactu kadecTsa.

MprMeHeHne aaHHOro NpUHUMNa No3BONUT TYPUCTUYECKOW OpraHm3aumu:

- nyyvwe noHMmaTb NOoTpebHOCTM noTpebutenem M Bcex 3aMHTEpPeCOBaHHbIX
CTOPOH B €€ OeATeNbHOCTY;

- CYLLECTBEHHO YNnyylnTb AeATENbHOCTbL BCEro nepcoHana B obnactn kavecTsa,
Tak Kak paboTHMKM MOHUMAKT M MOTUBMPOBAHbI HA OONITOCPOYHbIE LENU U Tekylmne
3a[ayn opraHMsaumu;

- Ha NU4YHOM npumepe obecneynTb NOHMMaHMe NepcoHanoM HeobXoaAMMOCTU U
FOTOBHOCTM K NMOCTOSIHHOMY COBEPLLUEHCTBOBAHMUIO CBOEW OEATENbHOCTU U BHEAPEHMUIO
HOBLUECTB B 06nacTtu kayecTBa.

MpuHumn 3. BosneyeHue pabomHukos. PaboOTHMKM BCEX YPOBHEW COCTaBASOT
OCHOBY OpraHusauun m Mx MNOfHOe BOBMieYeHVWe AaeT BO3MOXHOCTb OpraHuMsauuu C
BbIrO40M UCMOMb30BaTh UX CMOCOBHOCTH.

[Ana peanusauun aHHOrO NpuHUMNa TYpUCTUYECKas opraHnsauns AormKHa:
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- paspabotaTb W MNPOBECTM B KU3Hb MpPOrpaMmy MOCTOSHHOIMO Oby4YeHus
COTPYAHVKOB;

- [OBECTM [0 nepcoHana u crnocobcTBoBaTb peanusaumm MUCCUKN, MOMUTUKM,
uenen n 3agad B obnactu kayecTsa;

- OLIEHUTb COCTOsIHME MOTMBaUUKN paboOTHUKOB B 061acTy KavecTBa;

- cnocobcTBoBaTb CO34aHMIO B OpraHmMsauumn coumarnbHO-NCUXOSIOrMYeCcKoro
Knumara, cnocobCTBYIOLLIENO BOBEYEHNIO U Pa3BUTUIO PpabOTHUKOB.

B pesynbTate npuMeHeHWe OaHHOro npuHuMna B TYPUCTUYECKOW OpraHmsauuun y
pabOTHMKOB BO3HUKAET:

- YyBCTBO NaTpuMoTM3Ma K COOGCTBEHHOW OpraHusauun; MNOHUMaHWE BaXKHOCTU
cOBCTBEHHOrO BKMaga M ponv B OpraHusauun; YyBCTBO OTBETCTBEHHOCTU B peLleHun
npobnem kadecTBa; CTPEMIIEHME Y4acTBOBATb M BHOCUTb CBOW BKNag B HeEMpepbiBHOE
ynyJlieHne geaTenbHOCTU B 06nactu Ka4yecTBa;

- )XenaHue nosbllaTb CBOM NPOdEeCCUOHANbHbIA ONbIT U KOMNETEHTHOCTb;

- NOTPEBHOCTb OOMEHMBATLCA 3HAHUSIMU U OMbITOM.

MpuHunn 4. [lpoueccHbil nodxo0. Xenaembln pesynbTaT [OCTUraeTcs
ahpekTnBHEE, KOraa AEATENbHOCTBIO M COOTBETCTBYHOLMMU pecypcaMmun ynpasnstoT
Kak NpoL,eCcCoM.

[Ansa peanusauun aHHOrO NpMHUMNA TYPUCTUYECKasn opraHn3auns AormKHa:

- onpefennTb UMeEIOLNECS Y Hee cTpaTermyeckme npouecchl, OCHOBHble Bu3Hec-
npoLecchl U BComMoraTenbHble NPOLEecChl;

- OUeHMTb Heobxogmmoe pecypcHoe obecnedeHne npoLeccoB; YCTaHOBUTb
nokasatenu apeKTUBHOCTU U Pe3yNbTaTUBHOCTM MPOLIECCOB;

- DOKYMEHTarnbHO 00OpPMUTb NPOLIECCHI;

- N0 BO3MOXHOCTW CTaHOApPTM30BaTb CHadana OCHOBHble OuM3Hec- npouecchl, a
3aTeM U BCroMoraTesibHbIE;

- OpraHM3oBaTb NSlaHMPOBAHME MPOLIECCOB BbIMNOMHEHNST paboT U UX PEeCypCHOro
obecneyveHus.

B pesynbrtate npumMeHeHue [AaHHOro MpuHuMna B TYPUCTUYECKOM OpraHusauum
NOSIBNISAETCA BO3MOXHOCTb:

- COCpPeAoTOYMTb CBOW YCUNUSA Ha KIHYEBbIX BOMPOCax YrydlweHUs CBOEeN
AeATeNnbHOCTM B 061acTu KayecTBa;

- OonpefenuTb  KOHKPETHbIX  WUCNONHUTeNnem Havbonee BaXHbIX BUOOB
AEATENbHOCTU, YCTAHOBUTb MX OTBETCTBEHHOCTb U OTYETHOCTbL Nepes pyKOBOACTBOM;

- PYKOBOACTBY yOensiTb ocoboe BHMMaHMe pakTopam (npoueccam, pecypcaw,
MeToZaM), KOTopble YNy4llarT KNYeBbIe BUObI AEATENbHOCTY;

- OLEHUTb BO3MOXHbIE PUCKM, MOCNEACTBMA AEATEeNbHOCTM AN notpedutenen u
APYrNX 3anHTepecoBaHHbIX CTOPOH;

- CHWXeHMs 3aTpaT W COKpaLeHWA BPEMEHW BbINOMHEHNS paboT 3a cuer
3(PPEeKTUBHOIrO NCNOMbL30BaHUS PECYPCOB.

MpuHumnn 5. CucmemHbIl Mo0xXo0 K mMeHedxmeHmy. BbiaBneHne, noHMMaHue u
MEHE)KMEHT  B3aMMOCBSA3aHHbIX  MPOLECCOB  Kak  CUCTEMbl  COOEWCTBYIOT
pe3ynbTaTUBHOCTUN N 3PEKTUBHOCTM OpraHMsauum Npu JOCTUXKEHUN ee Lienen.

Ona peanusaumMm [aHHOrO MpUHUMNA TypUCTMYECKasl opraHusauus AoSbKHa
OCYyLLEeCTBNATL:
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- pas3paboTKy CUCTEMbl [OOKYMEHTOB, perfnamMmeHTUpylLwen BCE OCHOBHbIE
3N1IEMEHTbI CUCTEMbI YPaBNeHUs Ka4eCTBOM;

- BbIIBNIEHME CUCTEMbI NMPOLIECCOB, OTPpaXatoLMX BCE acneKTbl 4eATENbHOCTY;

- yrpaBfeHne Ha OCHOBEe CTpaTernvyeckmx, TakTUYECKUX U onepaTuBHbIX MNS1aHOB,
KOTOpble NOAKPENSTCS nporpaMmMmamu, busHec nnaHamu, BrogxeTamu, npouenypamu;

- JoBefleHne cTpaTernvyeckux, TakTUYeCcKUX U onepaTmBHbLIX LieNen U nnaHoB O
BCEX CTPYKTYPHbIX NogpasgeneHnin n o kaxaoro paboyero mecra;

- OUEeHMBaHWE pe3ynbTaToB AEATENbHOCTM Ha oOcHoBe cbanaHCupoBaHHOM
CUCTEMbI NoKasaTenen.

B pesynbTate npuMMeHeHwe [aHHOrO nNpuHUMNa B TYPUCTUYECKOM OpraHusaumm
NnosIBNSIETCS BO3MOXHOCTb:

- YCTaHOBMEHUS B3aMMO3aBUCUMMOCTU MeXay OeWCTBYHLWMMM Mpoueccamu,
BbIABNEHMSA HEA(PEKTUBHBIX NPOLIECCOB C Lefblo MOAEPHN3AUNN NOCEAHUX;

- NpeaocTaBneHnss 3aMHTEpPecOBaHHbIM CTOPOHAM [OOCTOBEPHLIX CBeAEeHUN O
pesyrnbTaTtax 4eaTenbHOCTN opraHnsaumm;

- obecneyeHnst HENPEpPbIBHOIO YNy4lleHUs AEATENbHOCTM HAa OCHOBE BbISIBNIEHHbIX
cnabbiX MecT B AEWUCTBYHOLLMX MpoLeccax U OOCTOBEPHbIX CBEAEHMM O pesynbTatax
AeaTenbHOCTN nogpasaeneHnin u paboTHUKOB.

MpuHumn 6. lNocmosiHHoe yrny4dweHue. [MOCTOsIHHOEe ynydleHne OeATenbHOCTU
opraHuMsauuu B Lernom criegyet paccMaTpmBaTth Kak HEM3MEHHYIO Liefb OpraHn3aumn.

Ana peanu3aumMm [JaHHOro MpUHUMNA TypUCTMYECcKasi opraHusauust AoSbkHa
OCYLLECTBNATD:

- noctosiHHoe oO0y4yeHne meTodam W CpPeacTtBaMm MOCTOSAHHOMO  YNyYlUEeHUs
AEeATENbHOCTM pyKoBOAUTENEN N PabOTHMKOB;

- cornacoBaHHbIM NOAX04 K HEMNPepbIBHOMY Yry4dLIEeHUO OeATEeNbHOCTU BO BCEX
nogpasfeneHnax opraHm3aunmy 1 KaxablM COTPYLHUKOM;

- OpraHu3aumilo U3MepeHns pesynbTaToB MOCTOSHHOIO YIyYLleHUs; CaMOOLEHKY
AEeATENbHOCTU OpraHnu3aumm, BbisiBfieHMe ee pe3ynbTaTUBHOCTU U 3(P(PEeKTUBHOCTY;

- pa3paboTKky B cocTaBe CUCTEMbl MEHEKMEHTA KayecTBa KOPPEKTUPYHOLLMX U
npegynpeauTenbHbIX Mep.

B pesynbTtate npMMEHEHWs1 OaHHOro MpuHUMNA B TYPUCTUYECKOM OpraHusauum
NnosIBNSIETCS BO3MOXHOCTb:

- CHWKEHWA noTepb W, KaK CcrneacrBne, YMEHbLUEHWS LEHbl Ha ycnyrm wu
paclUMPEHNSS PbIHOYHOWM HULWIKW, 4YTO BEAET K CHWKEHU cebecTtommMocTn 3a cyeT
appekTa macwrtaba (T. €. BO3HUKAET LenHasa peakums emuHra);

- BbICTPOro pearMpoBaHNa Ha BCE U3MEHEHUSA BHELLUHUX U BHYTPEHHWUX YCIOBUI
AesaTenbHOCTY;

- YINyYLLEHUS] KOHKYPEHTOCNOCOBHOCTN OpraHn3aumu.

MpuHunn 7. [MpuHamue peweHul, OCHOBaHHbIX Ha ¢hakmax. OPIPEKTUBHbIE
peLleHnsa OCHOBbIBAOTCA Ha aHanuse gaHHbIX U MHGopMaLnu.

[na peanusauum gaHHOTO NPUHLMNA TYpUCTUYECKast opraHnsauus SOrmKHa:

- paspaboTtaTtb CUCTEMY M3MEPEHUI, OCHOBAHHYIO Ha hbakTax;

- NPOBOANTbL @aHanu3 BbINOMHEHUS OENCTBYIOLWEN CUCTEMBI NSTAHOB;

- OCYLLECTBSIATbL aHanM3 NpoLeccoB Ha OCHOBE 3arnncen No KayecTBsy;

- obecneuntb [OOCTYNHOCTb HeobXoaAMMOW WHdOPMauuK AN BCEX YPOBHEN
ynpaBneHns n Bcex paboTHMKOB.

32



ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

B pesynbtate nNpuMeHEHUs1 4AHHOrO MpUHUMNA B TYPUCTUYECKOW OpraHuM3aumm
NosIBNSIETCS BO3MOXXHOCTb:

- OTNM4aTh OOCTOBEPHbIE N OOBLEKTUBHbIE (PaKTbl OT CYOBEKTMBHBIX M JIOXKHbIX
AAHHbIX;

- NMPUHUMATb PELLUEHUS] U COrNacoBaHHble OEUCTBUS HA OCHOBE OOCTOBEPHbLIX U
0O BbEKTMBHbIX (PaKTOB;

- CTaHOapTM3MpOBaTb MPOLIECCHI U MOBTOPSAKOLWMECH peLleHns; chopMynmpoBaTh
CUCTEMY 3HaHUI MO BCEM BUAAM OEATENBHOCTM.

MpuHumn 8. B3aumoebl200HbIE OMHOWEHUS ¢ nocmaswukamu. OpraHn3auma un ee
NMOCTaBLLUMKM B3aMMOCBSI3aHbl W OTHOLLUEHUS B3aMMHOW  BbIrOAbl  MOBbILIAKT
crnocobHOCTb 06enx CTOPOH co3aaBaTb LEHHOCTW.

[nsa peanusauun aHHOrO NpMHUMNA TYPUCTUYECKas opraHn3aums AormKHa:

- OpraHM3oBaTb OLEHKY U BbIOOp KMoYEBbIX MOCTaBLLMKOB;

- OCYLLECTBMATb MNOCTOSAAHHbIE, B3aWMMOBbLIFOAHbIE OTHOLUEHWUSI C BHELLUHUMM
nocTaBLMKaMn ycnyr Ha OCHOBE OroBOPOB O NapTHEPCTBE;

- paccmaTtpumBaTh o6y BHYTPEHHIOK OeATENbHOCTb paboOTHMKOB NO peanusauum
NPOLIECCOB Ha OCHOBE MpUHLUMMNA «NOCTaBLUMK — NOTpeduTenby;

- paspabaTbiBaTb COBMECTHO C MOCTaBWuKaMn [OeNCTBUS MO MNOCTOAHHOMY
YNy4LLEHNIO AeATENbHOCTH.

B pesynbrarte npuMMeHeHusi OAaHHOro MpuHUMNa B TYPUCTUYECKOM OpraHusaumnm
NnosABNAETCS BO3MOXHOCTb COBMECTHO C NOCTaBLLMKaMN TOBApPOB U YCNYr:

- yBenuuMBaTb CO34aBaeMble LEHHOCTW; ObICTPO pearnpoBatb Ha nwobdbie
PbIHOYHbIE N3MEHEHUS;

- ONTUMM3NPOBATL NOTPebNsAemMble pecypcbl M NPON3BOAMMbIE 3aTpaTbl HA HUX;

- OCYLLECTBNATb MOCTOSIHHbIE KOHTaKTbl C MOCTaBLUMKaMW Ha YPOBHE BbICLLErO
PYKOBOLSALLErO 3BEHA.

NEKUUA Ne6

Co3pnaHue cucteMbl MeHeO)KMeHTa KavyecTBa, ee

¢pyHKLMOHUpPOBaHUE

Mo co3gaHMeM CUCTEMbI MEHEKMEHTa KadecTBa NMOHUMAOT ee pas3paboTky u
peanu3auuio (BHegpeHue) B opraHudauun. CrpaTtermyeckoe pelueHve O Cco3aaHum
CUCTEMbI MPUHUMAETCA PYKOBOACTBOM OpraHu3aumm nog BO3OenCcTBMEM TpeboBaHWUN
KOHKPETHbIX 3aKa34MKOB MMM CUTyauumn Ha pbiHKkax cobiTa. Cuctema MeHemkKMeHTa Ka-
yecTtBa nOOOM oOpraHu3auMM yHUKanbHa, €e Hado co3gaBaTb 3aHOBO U HeEmb3s
nonaratbCsl Ha pa3paboTaHHyl APYroM opraHv3auven AOKYMEHTauulo Ha OaHHYH
cuctemy. MeTtogonormyeckom v OpraHM3aunMoOHHOW OCHOBOMW A1 MPOBESEHUA 3TOW
paboTbl cnyxat ctaHgapTtel MCO 9000:2000, onpegensiowme anemMeHTbl CUCTEMbI U
COCTaB BMOOB LEATENbHOCTU, KOTOPble HEODXOAMMO BbIMOMHUTL C Y4ETOM Creungukn
opraHmsauun. Cuctema MeHemXMeHTa KavyecTBa npencTaBfisieT cobon COBOKYMHOCTb
B3aMMOCBA3aHHbIX U B3aMMOAENCTBYHOLLNX ANIEMEHTOB ANA pa3paboTKn U SOCTMXKEHUS
Luenen, yctaHaBnuBaeMmbIX A5 COOTBETCTBYIOLWNX (PYHKUUA M YPOBHEW ynpaBreHus
opraHusauuu.
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CosgaHve cucTeMbl MEHEMKMEHTa KayecTBa MOXET MNpOoMCXOoauTb B ABYX
BapuaHTax:

- AN HOBOW OopraHusaummn, Korga gaHHasi cucTema BOCCO34aeTCs 3aHOBO;

- ANA OEWUCTBYIOLWEN oOpraHu3auuu, Korga MMEKTCs B HanuMuum OTAEnNbHble
AEUCTBYIOLIME  3NEeMEHTbl CUCTeMbl, Tak kKak nwbas opraHusauus
3aMHTEepecoBaHa B  BbIyCKE  KayeCTBEHHOM  npoaykumm  (okasaHuu
Ka4yeCTBEHHbIX YCIyT).

Paboty no cosgaHuWio CUCTEMblI MEHEKMEHTa KadecTBa Hago HauvvMHath C
cocTaBreHusi nepeydHa TpebosaHun ctangapta MCO 9001. C yyeTom pekomeHaaunmn mn
TpeboBaHMMN [OaHHOrO CTaHgapTa OnpedensitoT CcocTaB HeobXoauMbIX  OYHKLNIA
CUCTEMbI KayecTBa, a 3aTeM CTPYKTypbl, KOTOopble OyayT BbINOMHATH 3TN (PYHKUUN,
paspabaTtbiBaloT HOBble UK nepepabaTbiBalOT MMEKLMECA HOPMATUBHbIE LOKYMEHTbI
ANS BbINONHEHNA (PYHKUMIA CUCTEMbI Ka4yeCTBa.

Beuay 6onbluioro o6bema pabot no paspaboTke CUMCTEMbI Ka4ecTBa U OTCYTCTBUSA
onbiTa B NpoBeAeHun nofobHbiXx paboT opraHM3auum HeobxoguMmo co3gaTtb Cnyxoy
KayecTBa (MM Ha3Ha4MTb OTBETCTBEHHOrO creumanucrTa 3a KadecTBO Ha Marbix
opraHuMsaumusx), KoTopass [OOSfbkKHa oOpraHm3oBatb W COBMECTHO CO  BCEMMU
noapasgeneHnsamMm BKNUYNTLCA B 3Ty paboTy. Npu orpaHMYeHHOCTN COBCTBEHHbIX CUI
ANS BbINOMHEHNA 3TON paboTbl MOXHO MNPUIMacuTb KOHCYNbTAHTOB AN OKa3aHus
meTogmyeckon nomow. [lokymeHTaumoHHoe obecnevyeHne CUCTEMbI KadecTBa
uenecoobpasHo paspabaTbiBaTb CuUiiaMy COBCTBEHHbIX CNeunanucToB U He Bo3naratb
aTy paboTty Ha KOHCYNbTaHTOB. Mpwn CaMOCTOATENBHOMN paspaboTke
AOKyMEHTauUnoHHoOro obecneyeHnss cuctemMbl kadectBa OHO Oyaet ©Gonee nonHo
oTpaxaTb CyTb AEWCTBYIOLLMX NPOLECCOB B OpraHM3auun n yuYntbiBaTb €e 0COBEHHO-
ctn. Kpome Toro, He noTtpebyetrca ocoboro Tpyda OCYLUECTBMATb TEKYLLYHO
AeATenbHOCTb B 06r1acTn KavyectBa B COOTBETCTBMM C 3TOW AOKYMEHTAUMEN, TaK Kak
ncnonHUTenu atom  paboTbl camm ke  paspabartbiBann  OOKYMEHTbl, €€
pernameHTupyrome.

Mocne npoBegeHuss aTom paboTbl co3gakTca  ycrnoBus aAna  paspaboTku
«PykoBoacTBa no kayecTBy».

Pabota no co3gaHWio M COBEPLUEHCTBOBAHMIO CUCTEMbI KayecTBa MOXET
BKMto4aThb B ceb6s1 BOCEMb 3TaroB.:

Omarnbi co30aHusi cucmeMbl Kad4ecmea.

Otan 1. lMpoBegeHne WHGPOPMALMOHHOINO COBELLaHUS YnpaBIieHYeCKoro
nepcoHana c pykoBogCTBOM OpraHu3auuu.

Otan 2. lpuHATWE BbLICWUMM PYKOBOACTBOM pPELUEHUSI O CO34aHUN CUCTEMbI
MeHeO)XMEHTa KayecTBa corfacHo TpeboBaHunam ctaHgaptoB cepumn NCO 9000.

Otan 3. PaspaboTka nnaH-rpacdmka co3gaHna W  BHEOPEHUS CUCTEMBbI
MEHEe)KMEHTa KavecTBa.

OTtan 4. PaspaboTka cucteMbl MEHEO)KMEHTA KayeCcTBa.

OTan 5. BHegpeHne cnctembl MEHEKMEHTA KavyecTBa.

Otan 6. ObecneveHne PYHKLNOHNPOBAHUS CUCTEMbI MEHEL)KMEHTA KayecTBa.

OT1an 7. lNoaroToBKa K ceptudukaumm n ceptudukaumsa CUCTeMbl MEHEAKMEHTA
KayecTBa.

OT1an 8. CoBepLUeHCTBOBaAHNE CUCTEMbI MEHE)KMEHTA KayecTBa.
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KoHuenuusa Bceobwero ynpasrneHusa kayectsom (TQM)

Cpean MHOXecTBa onpeaeneHnin BceobwWero  ynpaBneHWs  KayecTBOM
paccMoTpum [Ba onpeaeneHns, Hambornee NONHO OoTpaxakwme coaepXaHne OaHHOro
TepMnHa. JTO onpegeneHne BceobLero pykoBoACTBA KayecTBOM, [AaHHOE B
OTMEHEHHOM MexayHapoaHoMm ctangapte MCO 8402, n onpepeneHne Bceobuiero
KayecTBa, cOpPMynNUPOBaHHOE MpPeaCTaBUTENSMU KPYMHbIX KOpnopauun, BegyLumu
npenogasaTensamMu akynbTeToB busHeca U NHXEHEPHbIX hakynbTeTOB, NPU3HAHHbLIMU
KOHcynbTaHTamu CLUA.

Bceobuwee ynpaBneHne kadecteBom (MCO 8402) — nogxod K PYKOBOACTBY
opraHusauuen, HaueneHHbl Ha Ka4ecTBO, OCHOBAHHbIN Ha y4acTUN BCEX €€ YNEHOB U
HaNpaBfEHHbIN Ha OOCTWXEHMEe [ONrOBPEMEHHOro Yycrnexa MyTem YAOBMETBOPEHUS
TpeboBaHUM nOTpedbuTeENs M BbIrOAbl ANs 4YfNeHOB opraHu3auumM mn obuwectBa. B
COOTBETCTBUN C 3TUM oOnpefeneHnemM AOCTUXKEHWE KayecTBa CTaHOBUTCHA [NaBHOW
uenbl B [OeATEeNbHOCTM BCEW OpraHusaumm, Kagoro noapasgeneHuns, Bcex
COTPYOHMKOB M MPOHUKAET BO Bce ciepbl ynpaeneHus. Kak cumtaet B. KO. OrBo3guH,
AaHHOMY ornpeaeneHnto Gonblle COOTBETCTBYET TEPMWH TOTalnbHOe YyrpaBfieHue
KayecTBOM.

Bceobuwee ynpaBneHne  KadecTBOM — 9TO  CUCTeMa  ynpasfieHus,
CPOKyCMpOBaHHaA Ha NAaX, Uefb KOTOPOM — MNOCTOSIHHOE MOBbIWEHWE CTeneHu
yAOBMETBOPEHUA NOTpebuTenen npu NOCTOSSHHOM CHWXEHUM pearnbHbiX 3aTpaTt. TQM
— 3TO NoAXon Ha OCHOBE BCEW CUCTEMbI (@ HE OTAENbHbLIX YY4aCTKOB UM NporpamMmm) m
WHTEerpanbHas 4YacTb CTpaTerMm BbICLIErO0 YPOBHSA; OHO paboTaeT ropusoHTanbHo,
oxBaTblBast PYHKUMM M nofpas3feneHns, npuenekas BCex COTPYOAHUKOB CBEPXY BHU3 U
BbIXOAS 3a TPaAMLUMOHHbIE rPaHULbl, YTOObI BKITIOYMTL B OOLLYHO CETb U Lienb NOCTaBOK,
n uenb notpebutens. B TQM 6onbloe BHUMaHWE yaoensieTcs OBMageHWUo MOSMTUKON
NMOCTOSAAHHbIX WM3MEHEHUN M ee aganTauun, Tak Kak 3TW COCTaBMAOLWIME CYMTAKOTCS
MOLLUHBbIMW pbl4aramun, B 3HAYUTENbHON CTEMEHM BAUSAIOWMMW Ha YCNex opraHu3auuu.
9710 onpepneneHne bonee o6beMHOe, Tak Kak ynpaBrieHMe KadeCTBOM OCHOBLIBAETCSH
Ha CTpaTernyecknx pelleHnsix pyKoBOACTBA, NOMUTUKN, pa3paboTaHHOW opraHu3aumen
N HaueneHHOW Ha UCNOoSib30BaHME MOCTOSHHbIX U3MEHEeHUN B OeATEeNbHOCTU B COOT-
BETCTBMM C TpeboBaHnAMM noTpebuTtenen, OObeAMHEHHbIX YCUMUSAX nepcoHana
opraHu3auumn n Bcex ee NoCTaBLUMKOB.

MpakTtnyeckasa peanusaums dunocodpun TQM ceasaHa ¢ paspaboTkon cTpaTerum
opraHusauun B obnactu kayectBa, koTopasd TpebyeT cepbe3HblX M3MEHEHUN B ee
KynbType, CTPYKType YynpaBrneHusi, OencTBywwmx paboumx npoueccax. MHorve
opraHu3auumn Ucnonb3yrT OTAENbHbIE UHCTPYMEHTbI U npueMbl TQM nnn opueHTnpyoT
CBOIO [eATEeNnbHOCTb Ha YAOBMETBOpPEHME 3anpocoB notpebutenn, He [obMBasicb
BCECTOPOHHEr0 OXBaTa BCEW [LeATEeNbHOCTW, OCTaBasiCb B paMKax [LEeWCTBYHOLLEro
MblwneHns. B HacTosiwee Bpems npakTudeckas peanusauusa nogxoga TQM Hambonee
MOMHO OCYyLeCTBMEHa B OpraHu3auusax, MOMyYMBLUMX HaUWOHaNbHbIE NpeMun no
KayecTsy.

KoHuenuua TOM BkniovaeTr B cebss Heckonbko 6a30BblX ynpaBreH4YeCKUX
NPUHLMMNOB:
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1) HaueneHHOCTb Ha noTpeduTenen u Apyrux 3anHTEpPeCOBaAHHbIX CTOPOH. B
COOTBETCTBUMN C 3TUM NPUHLIMMOM BCE CTpaTErmyeckme peLleHns opraHn3aunmn AOSMKHbI
ObITb OpMEHTUPOBaHbI HAa NoTpebuTens;

2) opueHTauma Ha npouecc. OpraHudaums paccmaTpMBaeTcsl Kak CceTb
B3aMMO03aBMCUMbIX NPOLIECCOB, KOTOPble 00BbEeANHAIOT BCE BUAbI AEATENBHOCTY;

3) NOCTOSIHHOE  COBepLUeHCTBOBaHMe 1 obydyeHne.  OpraHusaums
paccMmaTpmBaeTCs Kak OTKpbITad CUCTEMA, N USMEHEHNS B OKpYXatoLen cpeae OOMKHbI
NPUBOAUTL K COOTBETCTBYIOLLMM U3MEHEHNAM ee OeATENbHOCTY;

4) HageneHwe COTPYOHWKOB MOSIHOMOYMSAMW UM KOMaHOHas paboTta. Hagenenwe
COTPYAHWKOB  MOSIHOMOYMSIMW  HampaBfieHO Ha npeaocTaBneHne UMM camMuM
BO3MOXXHOCTU NPUHNMaTb PELLEHNS, MPOBOAUTL B XXM3Hb HEOOXO4MMbIE UBMEHEHWS;

5) ynpaBneHne Ha ocHoBe ¢pakToB. OpraHu3aums [OoSbkHa pacnonaraTb
CBOEBPEMEHHOWN, TOYHON N OBBLEKTUBHOM MH(POpMaUMeENn ONs NPUHATUS OENCTBEHHbIX
pelleHnn B 0b6nacty ka4ecTBa Ha BCEX YPOBHSX yNpaBreHus;

6) nmaepctBO M cTpaTermveckas opwueHTaums. JlugepctBo — aBnsieTcs
HeoTbeMMEMbIM 3fIEMEHTOM BCeoOLlero ynpasneHnss Ka4eCTBOM, CIYXUT «MYCKOBbIM
MexaHu3M» 3TOM cuctembl. bnarogapsa nuaepcTBy BCe TEXHUYECKME IFIEMEHTHI,
KoHuenumu, npuHuunel TQM HaumHaloT XuTb. 3. [leMunHr onpefensieT NMAepCTBO «Kak
meTon paboTbl, UMeKLWMA LUenbld NoMoYb paboTHMKaM BbINOMHATL WX paboTy
Hanny4dwmm obpasomy. JInaepctBO — HEOTbEMISIEMbIA KOMMOHEHT pPaboTbl KOMaHA 1
rpynn, AencTByoLWNX B 06racTu kadecTea.

CornacHo koHuenuun 3.[JemuHra ocHoBHOWM uenbo TQM aBnseTca ynyyweHue
no3nuMM opraHnsaumm B KOHKYpeHTHoON 6opbbe 3a cyeT cMCTeMHbIX Npeobpa3oBaHun,
BO3rnaBrsieMbiX BbICLUMM PYKOBOOCTBOM.

OcHoBHbIMK YepTamn TQM aBnaoTCa cnegyoLwime:

- MHTerpauusa ycunum n yyactve B 3agjade obecneyeHusi kadyectBa COTPYLHMKOB
BCEX MEepapXMYECKUX YPOBHEN, T. €. N pyKOBOAUTENEN, N NOAYNHEHHBIX;

- OCO3HaHMe PYyKOBOAUTEMSIMU M UCMOSTHUTENAMM TOro, YTO Ka4ecTBO — 3ajada
BCEX COTPYAHMKOB, @ He Kakoro-nmbo cneumanbHOro nogpasaeneHus;

- AEATENbHOCTb B COOTBETCTBMM C XU3HEHHBLIM LIMKNOM NPOAYKTa;

- MOCTOSIHHOE MOBbIWEHNE KBanudukaumm, obyveHue, nepenoaroToBka BCEX
COTPYAHVKOB;

- yyeT obLieyvenoBeyecknx 1 coumnarnbHbIX KOMMOHEHTOB B paboTe, NOHUMaHue
TOro, YTO OCHOBOW Ka4yecTBa SABMSETCH KayeCTBO Tpyda, KOTOpPOoe onpenensieTcs He
CTONMbKO TEXHUKOW W  TEeXHOSNOrMew, CKOMbKO MOTUBAUMEN COTPYAHMKOB Ha
Ka4yeCTBEHHbIV Tpya;

- CTPYKTYpUpOBaHWE AesTenbHOCTU, T.e. pa3buBka e€e Ha B3aMMOCBS3aHHbIE
TEeXHOsornmyeckme npoLecchl, onepauun, nepexoapl;

- Kaxpoe nocnegyrouiee 3BEHO B TEXHOMOMMYECKOW LENoYKke paccMaTpyBaeTcs
Kak noTpebutens («BHYTPEHHUI NOTPEOUTENbY);

- OCO3HaHWe BCeMW COTPYAHMKAMX TOrO, 4YTO LENbI MNPOLECCOB SBMSETCS
BbINOSIHEHNE TpeboBaHMI NOTPEOBUTENSA Kak BHYTPEHHErO, TaK U BHELLHETO;

- 3aKpensieHne noXxenaHnsa noTpedbuTens Kak Mepbl Ka4ecTBa;

- MOCTOSIHHOE Yny4lleHne Bcex 6e3 UCKNIoYEeHNs NpoLEeCccoB Ha NPeanpUATUN;

- NOCTOSAHHOE NPUMEHEHNE BCEMU COTPYAHMKAMWU HOBbLIX TEXHOSOMMA U MeTod0B
obecneyeHns kayecTBa;
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- WHXWHUPWHT KayecTBa, T. €. opraHu3auusa pas3paboTky MpOAYKTOB Ha OCHOBE
yyeTa TpeboBaHu noTpeduTenen;

- TWaTenbHbIA YY4ET M aHanu3 3aTpaT Ha AeEeKTHYO NPOAYKLMIO U YCIYTW;

- B YyMNpaBfeHMM OCHOBHOW Yynop [fAenaeTtca Ha npeaynpeauntenbHble Mepbl,
npegoTBpallarolmne aedekThbl;

- KOMaHgHast paboTa 1 OTBETCTBEHHOCTb MEHEAXKEPOB;

- ocobble 0653aTeNbCTBA BbICLLErO YNpaBreHYeckoro nepcoHana no pykoBoAacTBY
npeanpuaTMeM, BKMYasa NMAepCTBO B 0611acTn KavecTsa;

- OCO3HaHMe BbICLLUMM PYKOBOACTBOM OpraHM3aumy 3afadv noBblLUEHUS KayecTBa
KaK Lenv npeanpuHuMaTenbCcTBa;

- cocpefoToveHMe YCUNUIA BbICLLEro PYKOBOACTBa OpraHmsaumm Ha co3fgaHuu
cTpaTernn npeanpuHMMaTenbCTBa U KOPNOPaTUBHON KyIbTypbl.

dyHaameHT Bceobuero yrnpasreHus kadectBoM (Total quality management) —
OCHOBOrMosnarawowme wuaenm B 3TOM ob6nacTu ynpaBneHusl, COPMYNMPOBaHHbIE
O.0emunrom, [x.[xypaHom, A.Kpocbu wun sanoHckMmMM cheumanuctamu, KoTopble
YYnTbIBaNM MpPOMCXOASALLYI0 NEPEoPUEHTaALMI0O pbiHKA NPOUM3BOANTENST Ha PbIHOK
notpedurtens.

KoHuenuusa «lWectb curm»

B nocneaHee Bpems «llectb curm» — Hambonee wu3BecTHas W LUMPOKO
ncnonb3lyemasi cuctema ynpasrieHUs Ka4eCTBOM U 3P(PEKTUBHOCTbIO OEATENbHOCTU
Kak NpoM3BOACTBEHHbIX OpraHM3auuni, Tak u opraHm3auum cqepbl YCnyr.

B Hactoswee Bpemsa koHuenuusa «llectb curm» npencraBnsier cobown
Pa3HOBMAHOCTb COBEPLLUEHCTBOBAHNA OM3HecCa, OCHOBHasA Lieflb KOTOPOro 3aknto4yaeTcs
B HaXOXOEHWM W yCTpaHeHuUn npuynH Bpaka M owmboK B MNPOU3BOACTBEHHbLIX U
CEpPBUCHbLIX MNpoueccax, OCHOBbIBAsICb Ha pesynbTatax, 0cob60 BaXHbIXx ANd
notpebutenen, a TaKKke Ha YeTKUX (UHAHCOBbLIX MOKa3aTenax AOXOOHOCTU
opraHusauun. 9Ta KoHuenums ncnonb3yeTt 6a3oBbie U nepeoBble MeToAbl NOBbILLEHNS
KayecTBa 3a CYeT WCMONb30BaHUS KOMaHAHOW paboTbl, YNEeHbl KOTOPOW MPUMEHSIOT
COBPEMEHHbIE MeTObl KOHTPOSS U NPUHUMAIOT peLUleHWsi, OCHOBaHHbIe Ha dhakTax.

KoHuenuusa «lectb curm» ©Gasvpyetca Ha psae  Ccrneaylowmx  K4veBbiX
NONOXEHUI:

- YCTaAHOBMEHME KNIOYEBbLIX BU3HEC-NPOLIECCOB N NOTPeBUTENBLCKNX TpeboBaHUN B
COCTaBe CTpaTermyecknx Luenemn opraHnsauuu,

- HasHa4yeHMe OTBETCTBEHHbIX MEHEMKEpPOB 3a MNPOEKTbl, KOTOPble LOMKHbI
oKasblBaTb MOAAEPXKKY KOMaHAHbIM BuAaM OEATENbHOCTWM, NMOMOraTb CHWXaTb Wnn
YCTPaHATb COMPOTMBIIEHME M3MEHEHUSIM U NMPefoCTaBnsATb KOMaH4aM Heobxoaunmble
pecypchbl;

- Ucnonb3oBaHWe nokasaTtensa 4ucno owmnbok (bpaka) Ha MUMMMOH Cnyyaes AnNs
BCEX CTPYKTYPHbIX NOAPA3AEeNEeHNN opraHn3aumm;

- onpegeneHve napameTpoB NPOLECCOB, OTpaXKarlLmux pesynbTtaTtbl GusHeca u
CTUMYNUPYOLLMX 1 0becnevmBatoLnX OTBETCTBEHHOCTb UCMOMHUTENEN;

- opraHmsaumsa wmpokomMmacwtTabHoro obyyeHnss nepcoHarna, HanpaBfieHHOro Ha
obecneyeHne KomaHgHoOM paboTbl, LEefb KOTOPOW MOBLIWEHNE pPeHTaAabenbHOCTH,
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COKpalleHne obLlero BpPeMEeHHOro npOou3BOACTBEHHOIO UMKNa, ocBoboxaeHne OT
HepeHTabenbHbIX BUAOB AEATENbHOCTY;

- OpraHuM3auusi MNOAroTOBKW BbICOKOKBANMMUUMPOBAHHbLIX CMELUManucToB Mo
COBEpPLUEHCTBOBAHMIO  MPOLECCOB, KOTOPble YMEWT MNPUMEHSATb  UHCTPYMEHThI
COBEpPLUEHCTBOBAHMSA 1 NMANPOBaTb B KOMaH4aXx;

- NOCTOSIHHOE OBHOBIEHME WM YCMOXHEHMe obWwnX Lenen opraHu3aumm u uenew
noapasaeneHuni Npy CoBepLUEHCTBOBaHUN AeATENbHOCTH.

NmetoTcs onpegeneHHble TpyAHOCTW ucnonb3oBaHusa «llect curm» B obnactu
ycnyr. 9T TPYAHOCTU Te Xe, YTO MpU UCMONb30BaHUN MEeXOYHApPOAHbIX CTaHA4apTOB
MCO 9000 n TQM, Ho K HUM gobaBnsieTcs elle 3HauMTenbHas TPYOHOCTb, CBA3aHHas C
HeoBbXoAMMOCTbIO M3MepeHUs nokasaTenen npoueccoB. HecMoTps Ha 3TU TPYAHOCTM
«llectb curm» HauMHaeT WUCNOMNb30BaTbCA B CEPBUCHBIX OpraHuM3auusax. 3OTu
ocoBeHHOCTN cdepbl YCNyr OOMMKHbI OTpaXaTbCA BO BCEX OCHOBHbIX MpoLeccax
opraHusauun cepBuca 1 CIy>XuTb OCHOBOW NpY BHeApeHUn koHuenuun «Lllectb curm».

NEKUUA Ne7

OueHkKa cooTBeTCTBUSA opraﬂusauuﬁ Typuama

Ob6bektamun cepTudmnkaumm B obnactm Typmama MoryT ObiTb OpraHmsauum, ycnyri,
CMCTEMbI Ka4ecTBa, nepcoHar, pabouyne mecrta u T.4.

He cywectByeT HOpPMaTMBHOIO [OKYMEHTa MO CepTUdUKALUN  OCHOBHbIX
opraHusauun B Typname — TyponepaTopoB 1 TypareHToB.

MOXHO OLEeHUTb COOTBETCTBME TOCTMHUL W APYrMX CPeacTB pasMeLLeHuss u
npeanpusiTUin o6LLEeCTBEHHOIO NUTaHUS.

Memoduka oueHKu coomeemcmaeusi 20CmuHuy, U Opyaux cpedcmes pasmeu,eHuUs.

OueHKa COOTBETCTBUSA CPEACTB pa3MELLEHNS OOHOW U3 KaTeropuin nNpoBoaUTCS B
TpW aTana:

- npeaBapuTenbHas OLEHKa COOTBETCTBUSI CPEACTB pa3MelleHus TpeboBaHMAM.
Mo pesynbTaTam npefBapUTENbHOM OLEHKM COCTaBNSAT MPOTOKOST COOTBETCTBUS
cpecTBa pasMeLLleHNs OQHOW U3 KaTeropui,

- cuntaetca GannbHasi oueHKa cpeacTBa pasMelleHust no kputepuam. [Mo
pesynbratam 6annbHOM OLEHKM COCTaBMAKOT MPOTOKOST WM YyKa3blBalOT CyMMapHoe
Konun4yecTso 6annos.

- Ha OCHOBaHWUW BbllLIEYKa3aHHbIX NPOTOKOMOB MPOBOAST OKOHYATENbHYK OLEHKY
COOTBETCTBUA CPEACTB pa3MeLLeHNa onpeaeneHHOn KaTeropun.

Mpn 9TOM cpeacTBa pasMmeLlleHUss OnNpedeneHHOW  KaTeropum  OOSTKHb
COOTBETCTBOBAaTb TpeboBaHWSAM U KpuTepusam OanfnbHOM OLEHKM COOTBETCTBEHHO C
y4yeToM crneayowero cymMapHoro konudectea 6annos (tabn. 4).

[ocTUHMUAM 1 apyrMm cpeacTBaM pasMeLLeHusl, npoweawmnm npoueaypy OueHKm
COOTBETCTBUSI C MOSMOXUTENbHBIM 3aKMYEHWEM, NPUCBaMBaeTCs OnpeaeneHHas
KaTeropuvs u BblgaeTcsa cepTudukaT COOTBETCTBMSA Ha 5 neT.

Knaccugbukayus cocmuHuy Ha ocHoge mpebosaHuti Cm OO PACT 02-04.
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B cootBeTtctBUM ¢ TpeboBaHuammn Ct OO PACT 02-04 «[OCTUHMYHBIM CTaHOapT
PACT. OcHOBHble MOMOXeHUs» Mo XapakTepucTukam cpeacrtBa pasMelleHus
noapasfgensarnTca Ha TUMbl, KATErOPUN N KNacchbl, @ HOMepa — Ha pa3psabl.

Tabnuua 4 — Kputepun 6annbHON oLeHKK

FocTUHMLLI, MOTENKU U NPpOYMNe C KONIM4eCTBOM HoMepoB G6onee 50

Ansa kateropum MaTe 3Be3g 120 6annos
UeTblpe 3B8e34bl 100 6annos
Tpw 3Be3abl 80 6annos
[1Be 3Be3apbl 50 6annos
OpHa 3Be3na 20 6annos
FoCcTUHMLLI, MOTENKU U NPOYUNE C KONIMYECTBOM HOMEpPOB MeHee 50
[Ansa kateropum MaTe 3Be3g 70 6annos
YeTblpe 3Be34bl 60 6annoB
Tpw 3Be3abl 45 6annos
[1Be 3Be3apbl 35 6bannos
OpHa 3Be3na 18 6annos
[Joma oTabixa, NaHCMOHATbl U aHaNoOrM4YHble cpeacTBa pa3MeLleHns
[Ansa kateropum MaTe 3Be3g 135 6annos
YeTbipe 3Be34bl 115 6annos
Tpw 3Be34bl 95 6annos
[1Be 3Be3abl 60 6annos
OpHa 3Be3na 30 6annos

Mo Tuny cpeactBa pasMeleHuMss pasgensoTcsa  Ha  KaTeropuarnbHble
HekaTeropuanbHble. K kaTeropmanbHbIM OTHOCAT FOCTMHMLbI, B TOM YMCIE N TOCTUHNLbI
B COCTaBe MHOroyHKUMOHAIbHbIX KOMMIIEKCOB, NPUAOPOXKHbLIE FOCTUHMLbBI U MOTENN,
rOCTMHMUbBI KBapTUPHOro Tuna (anapT-OTenu), rOCTMHMUbBI C OKa3aHMEM 1eyebHo-
0300pOBUTENbHBLIX ycnyr (spa-otenn), goma oTtabixa. K HekaTeropmanbHbiM —
MOSOAEXHbIE TOCTUHULbI, MebenMpoBaHHble KOMHaTbl, MaHCMOHATbI, OOLLEXUTUS,
TYpUCTCKMe, cnopTuBHble 6a3bl 1 6a3bl OTAbIXA.

FOCTUHMUBI NoApasdensalTcsa Ha nNATb  KaTeropun, MOTEenu, NPUAOPOXKHbIE
FOCTUHULUBI M NapT-oTenM — Ha 4etbipe. Kateropum 0603HA4YalOTCA CUMBOSIOM «*»
(3Be3pna). KonnyecTBo 3Be3q yBENUYMBAETCS C MOBbLILEHNEM YPOBHA UX MaTepuarbHO-
TEeXHMYeckoro obecneyeHns 1 HOMEHKNATypPbl YCNYT.

Mo 6naroyctponctBy U KOMGOPTY HOMEPOB M OOLLECTBEHHbLIX MOMELLEHUA W1
KayecTBy npeanaraemblX KIMEHTbl YCIyr CpeAcTBa pasMelLleHnsa nogpasgensiTcs Ha
NSATb KNaccoB:

- knacc «J1»

- knacc «B»

- knacc «[» - «nepBbINY;

- knacc «C» - «cTaHgapTy;

- Knacc «T» - «TYpUCTCKNNY.

Knaccugbukayus npednpusmuti obuwecmeeHH020 numaHus.

«JTOKC»;
«BbICLLNNY;
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B cootBeTcTBUMN C TpeboBaHuamu TOCT P 50762 — 2007 «Ycnyrm obLiecTBeHHOro
nutanusa. Knaccudmkauma npeanpuaTuini o6LWECTBEHHOTO NUTaHUS» NPeanpuUsiTUIO
MOXeT OblTb MpPUCBOEH onpeeneHHblin Tun (pectopaH, 6ap, kde, cTonosas,
3aKycoYHas, npeanpustve ObicTporo obcnyxmBaHus, GydeT, kadetepuin, KoenHs,
MarasvH KyrvHapum), a TakkKe Kracc (MNKC, BbICLUMK, NepBbld) ONA pecTopaHoB W
Gapos. Tun npegnpusaTMa OBLLECTBEHHOrO NUTaHUSA onpefenseTca ero TEXHU4EeCKoWn
OCHALLEHHOCTbI0,  aCCOPTUMEHTOM  peanu3yemMon  MpoAyKUWW,  XapakTepHbIMU
OCOBEHHOCTAMM M Ka4yeCTBOM OOCnyxmnBaHus, kBanudukaumen nepcoHana. Knacc
npeanpusaTMa obLEeCTBEHHOrO NUTAHUS onpefenseTcsa YpoBHEM OOCMYyXUBaHUS U
HOMEHKMNaTypoun NpeaocTaBnsieMbIX YCIyr.

CepTVICbVIKaLWIFl ycnyr typu3ma

OcHoBon ans npoBefeHus ceptudmkaumm ycnyr B Typusme asnatoTcs lNpasuna
PYHKUMOHUPOBaHUA cucTeMbl AobposonbHoM cepTudumkaumm ycnyr [OCT P,
yTBepxaeHHble 27.05.2005 r. HayanbHUKOM YNpaBneHuUst TEXHNYECKOro perynmpoBaHuns
N cTaHgapTusauun PoctexperynmpoBaHus.

lMpaBuna ycTaHaBNUBAKT OPraHM3aUMOHHYKD CTPYKTYPY, OCHOBHbIE MPUHLUMIbI
cepTumKaumn, a Takke NopsAoK nposeaeHna Jo6poBONLHON cepTUmKaLnm yCnyr.

CepTudukaums ycnyr Typuama MNpoOBOAUTCH aKKpeouTOBaHHbIMW OpraHamu Mo
cepTUUKaummn No nHMUMaTnBe 3aaBuTenen (McnonHuTenemn) B uensx nogreepxaeHus
COOTBETCTBUA yCcnyr TpeboBaHNAM AOKYMEHTOB, onpeenisieMblx 3asBuTtenem.

Mpn ceptudukauum ycnyr Typuama, CpPeAcTB  pasMeLlleHuss W ycnyr
OOLECTBEHHOrO MUTaHMA  UCMOMb3YKT  cnefylwme HOPMaTUBHbIE  OOKYMEHTbI:
HaUWOHanbHble, MEeXOYyHapOAHblE W MEXrocyAapCTBEHHbIE CTaHOApTbl; CTaHAApThl
OpraHu3auun; caHuTapHble npasuna M HOPMbl; CTPOUTENbHbIE HOPMbI M NpPaBuna;
TEXHUYEeCKMe YCroBUs; OTpacreBble HOPMbl; METOOMYECKME PEKOMEHOAUMN, peLenTypbl
N gpyrne OKYMEHTbI, 3asiBfieHHble OpraHn3aumnen, Npoxoasen cepTngukaumio.

CepTudomkaums ycnyr Typmsma BKItovaeT B ceba crneaytowime aTtanbl.

1. 3agButensb (MCNonHUTENbL YCnyru) nopdaeT 3asBKy Ha cepTudukaumio
YCNyru B aKKpeaMTOBaHHbIA OpraH no cepTudukaumm ¢ nNpuroxeHnem HeobxoamMbix
OOKYMEHTOB  Ond  npoBedeHuss ee  3kcneptusbl. dopma  3aaBKM  OOMMKHA
COOTBETCTBOBAaTb AOKYMeHTy «[lpaBuna no ceptudukauun. Cuctema ceptudukaumm
FOCT P. ®opMbl OCHOBHbIX JOKYMEHTOB, NPUMEHSEMbIX B CUCTEMEY.

2. OpraH no cepTudukaumm paccmaTpmBaeT 3asiBKy U NPUHMMAET MO Heu
peweHne, coobwaeT 3aaBUTENO B MUCbMEHHOM BMAE O MPUHATOM peweHun. [Mpu
NOSNIOXKUTENBHOM pELLUEHUN crefyeT yKa3aHMe O HauMEHOBaHWW WU KOAOB YyCnyr, Mo
KoTopbiM OyaeT npoBefeHa cepTUUKaumsa, HOPMATUBHBIX [OOKYMEHTOB, CXemMax
cepTudmkauun. B cnyvyae oTpuuaTenbHOrO peLLUeHNsa yKasblBatOTCS MPUYUHBLI OTKasa.
PaccmoTpeHue n npuHATUE peLleHust No 3asBKe OCYLLECTBSETCS B TedeHue 15 gHen ¢
MOMEHTa peructpauun 3asBku. 3asBuTenb BrpaBe MNpeasioknTb OOHY U3 CXeM
cepTudukaummn, npeaycMoTpeHHbIX [pasunamu.

3.0ueHka COOTBETCTBMSA YCMyr YCTAHOBMEHHbIM TpeboBaHMAM NpoBOAUTCA B
COOTBETCTBUM CO cxemaMu cepTudumkaumm, npuseaeHHsIMn B Tabnuue 5 Mpasun.
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Mo cxeme 1

YnpaBaeHue KauyecTBom ycayr B Typusme

oueHMBarwT MacCcTepCTBO UCMONMHUTENA pa60T n ycnyr

n

KOHTPOJIMPYKOT ero npn MHCNekKUMoOHHOM KOHTpOIe. CXGMy NMPUMEHAIOT AOJ1A pa60T n
ycnyr, Ka4eCTtBo U Ge3onacHoCTb KOTOPbIX O6yCJ'IOBJ'IeHbI MacTepCTBOM UCMOJTHUTENA.

Tabnuua 5 - Cxembl cepTudnkaumm ycnyr, npumeHsaemble B [NpaBmnax

Ne OueHkKa BbINOMHEHNUS MpoBepka (McnbiTaHus) NHCcneKkunoHHbIN
CXeMbl | paboTbl, Oka3aHus ycnyr | pesynbTaTtoB paboT u yCnyr [KOHTPOSb cepTuduLmn-
pPOBaHHbIX PaboT U
1 OueHka macTepcTea [MpoBepka(ucnbiTaHns) KoHTponb mactepcTBa
MCMNOMNHEeHNa paboT 1 ycnyr pe3ynbTaToB paboT 1 ycnyr McrnonHutens paboT u
VCIyr
2 OueHka npouecca MpoBepka (McnbiTaHus) KoHTponb npouecca
BbIMOSIHEHNA paboT, pesynbTaTtoB paboT 1 ycnyr [BbiMNOAHEHNSA paboT,
oKasaHus yenyr OKa3aHUs YCIyr
3 |AHanmn3 coctosiHNA [MpoBepka (UCrblITaHNS) KoHTponb coctosHus
npoun3soacTBa pesynbTaTtoB paboT u ycnyr [npounssoacTea
4 OueHKa opraHu3saumm [MpoBepka (McnbITaHWS) KoHTponb cooTBeT-
(npegnpuaTna) pe3ynbTaTtoB paboT M yCnyr (CTBUSA YCTAaHOBIEHHbIM
TpeboBaHUAM
5 OueHKa cucTeMbl kKadecTBa [[1poBepka (UCnblTaHUS) KoHTponb cuctem
pe3ynbTaTtoB paboT 1 ycnyr [Kavecrtsa

Mo cxeme 2 oueHMBaOT MPOLECC BbINOMHEHUS paboT,

oKasaHusl  ycnyr,

NPoBEPAIT (UCNbITbIBAKOT) pe3ynbTaTthl paboT W yCcnyr U KOHTPOMMPYKT npouecc
BbINOSIHEHNA paboT, oOKasaHusi YyCnyr npuv  WMHCNEKUMOHHOM KOoHTpomne. Cxemy
npUMEHsOT ans paboT u ycnyr, kadectBa M 6e30MacHOCTb KOTOPbIX OGYCrOBEHbI
CTabUNbHOCTBLIO NpoLecca BbINOMHEHUA paboT M okasaHus ycnyr. B 3aBucumocTtn ot
CMNOXHOCTW NpoLecca OLEeHMBatoT:

- MONHOTY AOKYMEeHTauuu, yctaHasnmeawLen TpeboBaHus K NpoLeccy;

- OCHalleHne HeobxooMMbiM 06OpyaOBaHMEM, MHCTPYMEHTOM, cpen cpeacTtBamMmu
N3MepeHnin (MCNbiTaHUIN, KOHTPOSS), BELLLEeCTBaMn, MaTepuanamm, NoOMeLLeHaMU 1 ap.,
a Takke UX COOTBETCTBME YCTaHOBMNEHHbIM TpeboBaHUSAM;

- MeTponiormyeckoe, MeTogudeckoe,  OpraHvM3auMoHHOe,  MNpPOrpamMmMHoE,
NHpOpMaUNOHHOE, MaTepmansHoe, NPaBoOBOE, TEXHNYECKOE 1 Apyroe obecneveHue;

- 6e3onacHOCTb 1 CTabnnbHOCTL NPoLECCa;

- NpPOgECCUOHArNbHYD  KOMMETEHTHOCTb  MCMOMHUTENEN
NPOM3BOACTBEHHOIO N 06CNyXMBaloLLEro nepcoHana.

Mo cxeme 3 aHanNM3MpylT COCTOSHWE MPOU3BOACTBA, B TOM 4ucChe npu
WHCMNEKUNOHHOM KOHTpOIe, NpoBepsitoT (MCMbITbiBalOT) pe3ynbTaTel paboT u ycnyr.
Cxemy NpUMEHSIOT ONs aHanu3a COCTOSHMSA MPOM3BOACTBA, MPOBEPSIOT pesynbTaThl
paboT u ycnyr.

paboTr u ycnyr,
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Mo cxeme 4 oueHuBalOT opraHusaumio (NpegnpusaTMe) — UCMNONHUTENS padoT U
YyCNyr Ha COOTBETCTBME YCTAHOBMEHHbIM TpeboBaHWAM CTaHOApTOB W APYrUX
AOKYMEHTOB. Cxemy NpUMEHSIIOT ANS OLEHKM OpraHu3auun-ncnonHnTensa pabot n ycnyr
Ha COOTBETCTBME YCTAHOBMEHHbIM TpeboBaHUAM.

Cxemy 5 NnpuUMeHSAIOT ANS OLEHKM CUCTEMbI AN NOTEHLManbHO onacHbIX paboT u
YCnyr.

Mpn npoBegeHun cepTuUdMKaunM NPoOn3BOANTCHA OdopMIieHne odurumnanbHbIX
[OKYMEHTOB (aKTOB, MPOTOKOJSIOB), (PUKCUPYIOLLMX pe3ynbTaTbl OLEHOK M NPOBEPOK U
noaTeepxgarowmx  O6OCHOBAHHOCTb  MPUHATMA  pelleHnMs No  pesynbTaTam
cepTnukaumnn. PesynbTaTbl OLEHKN COOTBETCTBUA YCNyr NpeactaBndaT B Buage Akta
OLIEHKM OKasaHWs yCnyr.

4.MpuHnmatoT peweHne o Bblgade (06 oTkase B Bblgade) cepTudukaTa
COOTBETCTBUA W paspelleHMn Ha npuMeHeHne 3Haka cooTBeTcTBus. OpraH no
cepTMduKaumm ycrnyr Ha OCHOBE aHanms3a akToB, MPOTOKONOB U APYrnX LOKYMEHTOB,
noATBEpPXOatoLmMX COOTBETCTBUE YCNYr YCTaHOBMEHHbIM TpeboBaHMAM, NpUHUMaET
pelleHne o Bbigade (06 oTkase B Bblgayve) cepTudmkaTa CoOoTBETCTBUSI.

Mpn nNONOXWUTENBHOM pPELUEHUM OpraH Mo cepTudukaumm ycnyr odopmnsaer
cepTuuKat COOTBETCTBUA CPOKOM He Oonee 3 neT, perncrtpupyetr ero B
ocynapcTBeHHOM peecTpe UM Bblgaet 3aasutento. Bmecte ¢ ceptudumkatom
COOTBETCTBUA OpraH Mo cepTudukaumMm BbldaeT 3asBUTENIO paspelleHne Ha
NpUMEHEHNE 3HaKa COOTBETCTBUSI.

Mpu oTpuuaTenbHOM peLleHun opraH no ceptugukaumm oopMnseT ero B Buae
pelleHnsa o6 oTkase B Bblaaye cepTudmkaTa COOTBETCTBUS C yKasaHMeM NPUYMH OTKasa
1 0OBOAUT €ro A0 CBeAEeHUs 3asaBUTENS.

5. HCNEKUMOHHBLIN KOHTPONb B (OOPME MfaHOBbLIX M BHEMMAHOBbLIX MNPOBEPOK
OCYLLIeCTBNAETCA OpraHoM no cepTudmkaumm, BolgaBLInm cepTudmkaT COOTBETCTBUS, B
TeyeHMe cCcpoka [OeuctBus ceptudmkata gns YCTAHOBNEHUSI  COOTBETCTBUSA
cepTUMUUUPOBaHHbLIX ycryr TpeboBaHMsM, NOATBEPXAEHHbLIM MNPy cepTUdUKaLmm.

PesynbTatbl MHCNEKUMOHHOIO KOHTPOSS OQOPMISIT akToM, coAepXalimm
3aKknyeHre O MOATBepXAeHMUn (MPUOCTAHOBKE, OTMEHe) [eWCTBUSA BblOaHHOIo
ceptudukarta cootBeTcTBus. [1pn 3TOM B akTe (OMKCUPYHOT pe3yrbTaTtbl BbIGOPOYHOM
NPOBEPKN, COCTaB M CoOepXaHwe KOTOPOW OOMMKHbl COOTBETCTBOBaTb MPUMEHEHHOM
npwv NpoBefeHun cepTudukaLmm cxeme.

MHpopmauna o nNpuocTaHOBNEHUM WM  OTMeHe [OencTBus cepTudukaTa
COOTBETCTBUA JOBOAMTCHA OpraHoM Mo cepTudmkaumm 0o CBeaeHUs TeppuTopuarnbHbIX
OpraHoB rocyapCTBEHHOIO KOHTPOSS U Hag3opa 4SS NPUHATUS HEOBXOOUMbIX Mep No
npeaynpexneHuio peanusaunm JaHHOW yCnyru.

Mpn OKOHYaHMM CpoKa AENCTBUS cepTUUKaTa COOTBETCTBUS UMM €ro OTMEHE
NCMONHUTENb MMEEeT NpaBo MoAdaTb 3asBKy Ha rnpoBedeHue cepTuduKaunm Ha HOBbLIN
CpokK B Ntobon opraH nNo ceptudmkauuu.

B cnyyae Hecornacus c pesynbtatamy cepTUUKaumm UM UHCNEKLUOHHOIo
KOHTpOSS 3asBuTeNb WMMeeT npasBo nogatb anennauuio B LleHTpanbHbIM  opraH
A06poBONbHOM cepTUMKauunm OOHOPOAHbIX BMAOB ycnyr. Ecnu 3assuten He
YyAOBMNETBOPEH MNPUHATBHIM pelleHneM LleHTpanbHOro opraHa no cepTudukaumm, OH
MOXeT obpaTuTbca B anennAumoHHyo Komuccuio PepepanbHOro areHTcTeBa Mo
TEXHUYECKOMY PEerynmpoBaHnio 1 MeTpoornu.
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Onnata paboT no cepTUdUKaLMMU M MHCMEKLUMOHHOMY KOHTPOSIO MPOM3BOAUTCS
3asiBUTENEeM Ha OCHOBaHWUM JOroBopa 3assBUTENSI C OpraHoM Mo cepTUdmKaLuin.

CepTVI(bVIKaLWISI CUCTeM MeHeOXXMeHTa KavdecTBa

CepTudumkaumst cuCTeM MeHeAKMEHTa kayecTBa nposoantcsa Ha ocHoe OCT P
40.003—2008 «Cuctema ceptudumkaumm FOCT P. Pernctp cucrtem kadectsa. Nopsgok
cepTuuKauunm cucteMm MeHeIKMeHTa KadectBa Ha cootBetctBne OCT P UCO
9001—2008 (MCO 9001:2008)».

CepTudukaumio npoBoaAaT B LENAX YCTaHOBMEHUS COOTBETCTBUS CUCTEMDI
MeHePKMeHTa KayecTBa opraHudaumm kputepusm ayguta no NOCT P UCO 9001—
2008, a Takke onpeneneHnsa pesynbTatTMBHOCTM CUCTEMbI MEHEPKMEHTA KavyecTBa.

PaboTtbl no cepTudukaumm CUCTEM MEHEMKMEHTa KayecTBa MNPoBOAAT TOSbKO
aKKpeauMTOBaHHble oOpraHbl MO cepTudMKaunMnm CUCTEM MeEHemXKMeHTa Ka4yecTBa,
KOTOpble MpMBREKAlOT 3KCNEPTOB MO cepTudmkaumm, 3apermcTpupoBaHHbIX B Peructpe
Cuctembl cepTucmkaumu.

Mpn cepTudmrkaumm CUCTEMbl MeEHeLKMeHTa KadecTBa obObekTamum ayaumTa
ABNAKTCA: 06nacTb MPUMEHEHUSI CUCTEMbI MEHeMXXMEHTa KayecTBa; COOTBETCTBME
KadyecTBa ycnyr tpeboBaHuamMm notpebutenen n obsasatenbHbiM TpeboBaHUAM K 3TOM
ycriyre; NOfHOTa U TOYHOCTb OTpaxeHus TpebosaHum NOCT P NMCO 9001—2008 B
AOKYMEHTaxX CUCTEMbl MEHEMXXMEHTa kadecTBa; PyHKLUMOHUPOBaAHME CUCTEMbI MEHEea-
XMEeHTa KayecTBa B OTHOLUEHUMN (PaKTMYECKOrO BbINOSTHEHUS TpeboBaHUN LOKYMEHTOB
CUCTEMbl MEHEIKMEHTa KayecTBa opraHm3aumm m obecneyeHus pesynbTaTUBHOCTU
cucTtemMbl MeHegxmMmeHTa kadectsa B cootBeTcTBMM ¢ TOCT P CO 9001—2008.

Mpn npoBepke obnacmu nPUMEHEHUsT cucmeMbl MeHedXMeHma Kadyecmea
aHanu3npyoT obnacTb, onpeneneHHyo B 3asiBke Ha cepTudumkaumio. MNpoBepstoT, Bce
N BUAbBI YCNYr, YKa3aHHbIX B 3asiBKe, NonagatoT nog 4eNCTBME CUCTEMbI MEHEIKMEHTA
KayecTBa, a TaKKe NMpPaBOMEPHOCTb MCKIMIYEHUs oTAenbHbiXx TpeboBaHui pasgena 7
FOCT P NCO 9001—2008 k npoueccaM >XM3HEHHOrO UuKra ycnyr ans Kaxgoro svaa
YCNyr nNpu nx Hanuumm. HenpaBoMepHOCTb NOAOOHOIO UCKMNIOYEHMSA pacLEHNBAETCS Kak
HEeCcoOoTBETCTBME.

MpoBepka W ouUeHMBAHWE coomeemcmeusi Kadecmea ycrye mpebosaHusIM
nompebumeneul u obsi3ameribHbIM mpebosaHUsIM K 3mMuM yCrly2aM KacatoTCs:

TpeboBaHUN, YCTAHOBIIEHHbLIX MOTPEOUTENAMM U HE YCTAHOBIIEHHbLIX UMW, HO
HeoOXoOuUMbIX ANS  MCMNOMb30BaHUS, a TaKke 3akoHoZaTemnbHbIX W ApYrux
obss3aTenbHbix  TpeboBaHWM K ycriyram M OOMNOSNIHUTENbHbIX  TpeboBaHWuN,
onpeaeneHHbIX opraHn3auuen;

pes3ynbTaToB aHanm3a AaHHbIX, Kacalolmxcs noTpebuTtenen, BkNoYasa obpaTHyro
CBSA3b C NOTpebuTensamu; ynydlweHue ycnyr cornacHo TpeboBaHusaM noTpebutenen;
NPOXOXAEHMe 3anpoCcoB, KOHTPaKTa UNM 3akasa, BKMo4asa nonpaBKu; AEMOHCTpaLMIo
COOTBETCTBUS YCIYT;

OAHHBbIX MOHUTOPWUHIA U U3MEPEHUN HA CTaOUsX WX XXU3HEHHOro LMKNa, B TOM
yncne OaHHbIX, OTPAXEHHbIX B 3aMMCcsAX, a Takke OaHHbIX MOHUTOPUHIA N U3MEPEHWUIA.

[MpoBepka COOTBETCTBUSA MOSIHOMbI U MOYHOCMU ompaxxeHusi mpebosaHuu OCT
P NCO 9001—2008 e dokymeHmax cucmeMbl MeHedXMeHma Kayecmea KacaeTtcs
cocTaBa U cogepXaHust OOKYMEHTOB CUCTEMbl MEHEKMEHTa KayecTBa, NOSIUTUKU U
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uenen B obrnactn kayectBa, PykoBoacTBa no KayecTBYy, LWECTU OOKYMEHTUPOBAHHbIX
npoueayp, 3annucen no Ka4yecTay.

lMposepka coomeemcmeusi  (PYHKUMOHMPOBAHUA  CUCTEMbl  MEHEeKMEHTa
kayectBa TpeboBaHWSAM, yCTaHOBMEHHbIM B AokKymeHTax cuctemsl n FOCT P UCO
9001—2008, kacaemcsi MpoOBEpPKU U OUEHKU rpouecco8 cucmembl MeHeOXMeHma
Kadyecmea U rpedcmassieHHbIX oOpaaHu3ayuel O0b6bEKMUBHbIX ceudemesibcme Uux
pe3ynbmamugHoOCcMu.

CepTudurkaumsa cnctembl MEHEOXKMEHTA KayecTBa COCTOUT U3 CrieayloLmnx aTanos
paboT, BbLINOMHAEMbIX OpraHoM Mo cepTuduKkauum npu HenocpeacTBEHHOM yyacTuu
OLleHMBaEMOW OpraHn3aunm:

1. OpeaHu3zauusi pabom Bknw4yaeT B cebsa aTanbl paboT, CBA3aHHbIE C
npeaBapuUTenbHON permctpaumen nucbMa — obpalleHns 3akas3vvMka Ha npoBeaeHue
cepTMduKkaumn, 3aknoyeHnemM 4OroBopa Ha npoBegeHue ceptudmkaumm, NOAroToOBKOM
KOMMMeKTa OOKYMEHTOB 3aKa3umKkoM, onpefeneHnem Tpyao3aTpaTr Ha npoBedeHue
ayauTta, opMMpoOBaHMEM KOMMNETEHTHON KOMUCCUM MO cepTudmrKaumm.

2. AHanu3 00KyMeHmMo8 cucmembl MeHed)XXMeHma Kadyecmea rpoesepsiemol
ope2aHu3auyuu Ha cooTBeTcTBuUM TpeboBaHuaM ctaHgapta FTOCT P MCO 9001—2008
noapasymeBaeT npegsaputenbHoe (Npy Heob6XoAMMOCTM M MpU  COrMacoBaHUM C
3aKa3yMKkoM) O3HaKOMSIEHME C CUCTEMOM MEHeOXXMEHTa KayecTBa oOpraHusauum
npeacTaBUTeENeM opraHa no cepTudukaumm; aHanma JOKyMEHTOB, NOCTYNMBLUMX OT Op-
raHMsaumm, a TakkKe aHanua OOMONHUTENbHbIX CBEeAEHMM O KadecTtBe ycnyr
opraHusauun. AHanu3 3aBepliaetcad OQOPMMEHMEM MUCbMEHHOIO 3aKMiYveHus,
cogepXallero BbISIBMEHHble 3aMeyaHus U BbiBOAbl O  BO3MOXHOCTU MU
HEBO3MOXHOCTU MpOBeAEHNA ayamta cucTembl. [daHHbIM JOKYMEHT MNOANMCbIBaeTCs
npeacenareneMm KOMUCCUN U 3KCNepTamMun U HanpasnseTcs opraHn3auun-3asiBuTesnto 3a
ABe Hefenu Ao NPOBEPKN «HA MecTey.

3. lModzomoeka Kk aydumy «Ha mMecme» BKNYaeT B cebsa npeaBaputenbHoe
3HAaKOMCTBO npeacefartenst KOMUCCUM C  BO3MOXHOCTbIO  6ecnpensiTcTBEHHOro
OCYLLIECTBNEHNS HEObXoanMbIX paboT No cepTudmkaumm, paspaboTKy nnaHa ayguTa m
ero yTBepXaeHuwe, pacnpegeneHne o006s3aHHOCTEN Mexay YneHamMm KOMMUCCUM,
noaroToBka paboyvmx 4OKYMEHTOB.

4, [MposedeHue ayduma «Ha Mecme» U MoO20moeKka akma [0 ee2o0
pe3ynbmamamM HaudMHaeTcs C NpoBeAeHMs NpeaBapUTEsNIbHOr0 COBeLLaHus nop,
PYKOBOACTBOM npeacedatens KOMWUCCMM MNPU  y4acTMM PYKOBOACTBA W BedyLmx
crneumanucToB OpraHu3auumn, Ha KOTOPOM MOATBEPXAAEeTCA BO3MOXHOCTb peanu3aumm
nnaHa ayamta, uanararoTcs MeToAbl U Npoueaypbl ayanta, onpeaensitoTcs npouenypsbl
B3aUMOLENCTBUA C OpraHM3aumnen.

O6cnenoBaHne cucTeMbl MEHEL)KMEHTa KayecTBa Ha «MecTe» MpPOBOAUTCH MO
anemMeHTaM AaHHOW CUCTeMbl, OTpaXkeHHbIX B pasgenax 4—8 NOCT P NCO 9001—
2008. O pesynbTaTax npoBeAeHHON paboTbl nNpeacenartesls KOMUCCUU NMEPUOONYECKU
coobuwaeT opraHudauun. MNpu HapyweHun nposepsaemMblx TpeboBaHU OH coobLiaeT B
opraH no ceptudmKkaumm ons NPUHATUS UM pELUEeHNA O KOPPEKTMPOBKE M UL ayanTa
NN ero NPUOCTaHOBKE.

PaboTbl no obcrnegoBaHUIO CUCTEMbI MEHeMXKMEeHTa KadecTBa NpoBOAATCA B
crneayoLiem nopsagke:
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cbop, npoBepka M perucTpaumsi AaHHbIX, Kacawwmxcs obrnactm M oObeKkToB
ayaouTa, BKNOYaA [aHHble O B3aMMOLEWCTBUM noapasfeneHun opraHuvsaumm u
NnpoueccoB CUCTEMblI MEHE)KMEHTa KayecTBa;

dopMuMpoBaHue, Knaccudurkaumsa n perucTpaums HabngeHnn n BbIBOAOB ayauTa
OTHOCUTESIbHO COOTBETCTBUSA UMM HECOOTBETCTBUA CUCTEMbI MEHe)KMeHTa KayecTBa
opraHuMsauun KpUtepuam ayauTta, a Takke npefoTBpalleHUss BO3MOXHbBIX OTKIOHEHWUN
OT AaHHbIX KpuTepueB (nocrnegHue KrnaccuuumpyroTca Kak yBedomneHus ). 3aperu-
CTPUPOBaAHHbIE HECOOTBETCTBUS U YBEOOMIIEHUS AOBOAATCSA 4O OpraHu3aumu, kotopas
NpOBOOUT aHanM3 WX TMNPUYUH U COCTaBfISIET COrMacoBaHHbIN C OpraHoM o
cepTuuKauMn nraH KoppekTupylwux geucteuin. B nnaHe Ha ycTpaHeHue
3HaYUTENbHbLIX HECOOTBETCTBMMA [JOIMKHO OTBOAUTbCS He Oonee 12 Hepenb, a
Mano3HavnTenbHbIX — 5 Heaernb;

noaroToBka akrta Mo pesynbtataMm ayguta, npoBedeHWe 3akioYUTerNbHOro
CcOBellaHns, YTBEPXOAEHWE W paccbifika akTa no pesynbtatam ayguta. K akty
npunaralTca nnaH ayauTa, 3anofiHEHHble OnaHkM perncrtpaumm HecooTBETCTBUN W
yBEAOMIIEHUI, cnpaBKkK O Xanobax notpebutenen, NUCTbl perncTpaumm OOSMKHOCTHbIX
nuy,  opraHMsauuun, MNPUCYTCTBYKOLWMX Ha npeaBapuUTENbHOM U 3aKNKYUTENBHOM
coBellaHnn, a Takke MOryT ObiTb MNPUIIOXKEHbI MNPOTOKOSbI UCMbITAHUA NPOAYKUMMK
(MpoBepoK ycnyr), AaHHble NO aHanuM3y COCTOSIHUMS MPOW3BOLACTBEHHOW cpedbl U Mo
aHanuay BbIMOMHEHHbIX  OpraHu3auMen  KOPPEeKTUPYILNX  MepornpusaTtui.  AKT
cocTaBnseTca obbIYHO B ABYX ak3emnngpax. OguH nepegaeTca opraHu3aumm, a Apyron
— OopraHy no ceptudukaumm.

5. Bbida4ya u peasucmpauyusi cepmughukama no 3aBepLieHnn ceptudukaumm
OCYLLECTBMATCA MPU BbINOMHEHUM BCEX paboT, NpeayCMOTPEHHLIX MfIaHOM ayauTa.
CepTudukaumsi cumTaeTcs 3aBepLUEHHON MNpWU MPOBEAEHUN OpraHu3auuen B MOSHOM
COCTaBe KOPPEKTMPYIOLNX MEPOMNPUATUIN, MOBEPKM UX Pe3yrbTaTMBHOCTU, MOCME CO-
CTaBfeHns opraHuvsaumen nUCbMeHHoro otyeta 06 yCTpaHeHMM HecOOTBETCTBUW, a
Takke rnocrie nNpoBeAeHns COOTBETCTBYIOLLEro KOHTPOMSA OpraHoM Mo cepTudukaumm um
NONOXUTENbHBIX ero pesynbtatax. OpraH no ceptudurkaumm odopmMnaeT cepTudukat
COOTBETCTBUA YCTaHOBMEHHOro obpasua, peructpypyer ero B cBoeM Peectpe,
nonyyaeT y4yeTHbIM HOMep B TexHuyeckom ueHTpe Peructpa, Kyga HanpasnsieT cBoe
peleHme n Konuw ceptudumkaTa Ons BeAeHWA CBOAHOrO nepedHsa v nybnukaumm
odumumansHon mHdopmaumm. OpraHm3aumsa 3akniyaeT ¢ OpraHoM Mo cepTudurKaumm
AOroBOp Ha NpoBedeHUe MHCMNEKLMOHHOIO KOHTPOSIS Ha CPOK OeUCTBUS cepTudumkara,
KOTOpbIN COCTaBNSAET TpU roga. 3aTtem opraH no cepTudukaumm nepegaeT opraHM3aunm
pelleHne o Bblgade ceptudumkarta, JOroBop Ha NpoBefeHe NHCNEKLMOHHOIO KOHTPONS,
BpydaeT cepTudukaT COOTBETCTBMS W nepedaeT MNUCbMEHHOE paspelueHne
opraHuMsauunm Ha WUCNosib3oBaHME 3Haka cooTBeTcTBusA. [lpu oOTkase B Bblgade
cepTuumkata 3akasdymk MMeeT NpaBo B MECSYHbIN CPOK HanpaBUTb 3asiBfieHMEe O CBOEM
Hecorrnacum B KOMUCCUIO NO anennsumMsam opraHa no ceptudukaumm unm B KOMUCCUIO
no anennauusam Cuctembl ceptudpukaumm NOCT P, N0 paCCMOTPEHUIO KOTOPOro MOXET
ObITb HAa3Ha4YeH NOBTOPHbIN AYAWT.

lMpasuna u nopsidok npogedeHuUsi UHCMNEeKYUOHHO20 KOHMPOJIS COOTBETCTBYeT
NnpoBefeHuto cepTudmrKaLmm cCUCTeM MeHeKMEHTa KavyecTsa.
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. BeCTHUK HaumnoHanbHOW akageMmnn Typusma.
. FocTnHUua n pectopaH: BusHecC 1 ynpasneHue.
. FlocTHM4HOE geno.
. CoBpeMeHHble Npobriembl cepsuca n Typusma.
. Typu3M: npaBo 1 3KOHOMMUKA.
. Typuam: npakTuka, npobremsl.
. Typuctunyeckun 6usHec.
. Typuam.

O~NO O WDNPEP
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MOCCAPUN

beHymapkeTMHr - 9TO CpaBHEHME CBOMX MoOKasaTenem W npoLeccoB C
nokasaTensamu u npoueccammn gpyrux KOMNaHuim, B NepBY0 ovepeab JIMAEPOB PbIHKE.

BusHec-nnaH — AOKYMEHT, ONUCbIBAKOWMI Lienn opraHm3aumm, nytm AOCTUXKEHUSN
uenen n nx nocneacTsunsa Ans opraHn3aumu.

Bceobulee ynpaenexHve kadectBom (MCO 8402) — noaxod K pPyKOBOACTBY
opraHusauunen, HaueneHHbIM Ha Ka4eCTBO, OCHOBaAHHbLIN Ha y4acTUN BCEX €€ YNEHOB U
HanpaBfiEHHbIN Ha AOCTMXEHWE [OMTOBPEMEHHOrO ycrnexa nyTeM YOOBNEeTBOPEHUS
TpeboBaHuM NoTpedbnTens n Bbirodbl ANs YNEeHOB OpraHn3auum 1 obliecTea.

pynna ogHOPOAHbLIX YCNYr — COBOKYMHOCTb YCNYr, XapakTepuayrLwmnxcsa obLmm
uenesbiM U/unn yHKUNOHANbHLIM Ha3Ha4YeHNeM.

OnddepeHUmanbHbin _ METOA  OLEHKM 3akf4aeTcss B TOM, 4YTO 3HAYeHUs
nokasartesien kayecTBa OLEeHMBaAeMOWN YCNyr1 CpaBHMBAIOTCA C NoKasaTensMu KavyecTea
6asoBoro obpasua.

KayecTBO — CTeneHb COOTBETCTBUS NPUCYLLNX XapakTepUCTUK TpeboBaHNAM.

KayecTBO ycnyrm — COBOKYMHOCTb XapakKTEPUCTUK YCIyrn, onpeaensiiowmnx ee
CMOCOBHOCTb YOOBMETBOPATbL YCTAHOBMEHHbIE WNW npegnonaraemMbie NoTPebHOCTH
notpedutens.

KayecTBO 06CnyXnMBaHUs — COBOKYMHOCTb XapaKTepUCTUK npouecca U yCroBun

obcnyxusaHus, obecneuymBaroLLnX yOoBreTBOpeHne YCTaHOBJIEHHbIX nnu
npeanonaraemMblx NOTpebHOCTEN NOTpedbuTens.
KBanumeTpus — wmMaTeMaTU4eCcKun MeTod, MO3BOMSAWMA BbiOpaTbh LKany

N3MEpPEHNd, onpeaennTb eOuvHUYHbIE MOKasaTenu KadecTBa paccMaTpuMBaEeMbIX
00bEeKTOB, a Takke paccuMTtatb WX KOMMMEKCHbIE W WHTEerpanbHble fnokasaTenu
KadecTBa.

KoHTponb kavectBa ycnyrnm (o6cnyxmBaHuss) — COBOKYMHOCTb oOnepauui,
BKMOYaloLLaa npoBefeHne MU3MepeHun, UCNbITaHUW, OLEHKY OOHOM WU HECKOSbKUX
XapakTepucTuk ycnyrm (obcCrnyXuBaHusl) U CpaBHEHWE MOSMYYEHHbIX pe3ynbTaToB C
yCTaHOBIIEHHbIMWN TPeboBaHUSMU.

MaTepuanbHble yCrnyrm — 3TO YCryru rno yAoBMAETBOPEHUIO MaTepuarbHbIX HYXA
notpebutensa. Pe3ynbTaToM Takux ycnyr gBndetcsa npeobpasoBaHHasi NpoayKuus,
HanpUMep OTPEMOHTUPOBAHHbLI aBTOMOOWIb, MOCTPOEHHbLIN AOM, CLUMTbIA KOCTIOM.

MeHeKMEHT W _ynpaBneHue — WAEHTUYHbIE TEePMWUHLI, MO KpamHen mepe, K
couuanbHOMy  yrnpaBneHu, TO €eCTb CO3HaTefNlbHOMY, LefeHanpaBieHHOMY
BO3OENCTBMIO Ha COUMarnbHYl0 CUCTEMY B LEfIOM UNM e€e OTAENbHblE 3fIEMEHTbl Ha
OCHOBE WUCMOMb30BaHUSA MPUCYLLUNX CUCTEME OOBLEKTMBHBLIX 3aKOHOMEPHOCTEN WU
TEHOEHUUN.

MeHeKMEHT KayecTBa — CKOOPAUHUMPOBAHHAsA AEATENbHOCTb MO PYKOBOLCTBY U
yrnpaBfieHUIO opraHmsaumen npuMeHnTenbHO K KadecTBy. [aHHaa OeaTenbHOCTb
00bI4YHO BKMOYaEeT pa3paboTKy NONUTUKK U Lenen B obnactu kayectsa, NraHMpoBaHue
KayecTBa, ynpaBneHne kayecTBoM, obecrneyeHrne kayecTsa u yry4dlleHne KkadecTsa.

MeToa ynpaBneHWst Ka4yecTBOM — COBOKYMHOCTb NpuemMoB W  cnocobos
BO34ENCTBMS Ha ynpaBnsieMbli 0O6bEKT A4St AOCTUMXKEHNSA Lienen KayecTBa.

MeTponorus — Hayka 06 nm3MepeHusix, MetTogax u cpeactBax obecnevyeHnsa mux
eaMNHCTBa 1 cnocobax JOCTUXKeHUst TpebyeMon TOYHOCTM.
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Mwuccusa opranusauun — npeacraBneHne opraHusaumern CBoero npegHasHavyeHus
B obuyecTBe.

HematepuanbHaa ycnyra (coumanbHO-KyfbTypHas) — 3TO ycnyra no
YAOBMETBOPEHUIO COLMANbHO-KYIbTYPHbIX HYX4 NnoTpebutens (pmsmyecknx, AyxXoBHbIX,
WH(POPMALMNOHHBIX, MHTENMEeKTyanbHblX U Ap.). [pumepbl Takux ycnyr — ycnyru
Typuama, YCryrm rocTuHUL, yCrnyrm opraHu3auumn obLLeCTBEHHOro MUTaHus, fneyvyeHue
BGonbHOro, opraHu3auus Xy4oXeCTBEHHOM BbICTaBKW, NpedocTaBreHne BO3MOXHOCTU
nonb3oBaTbcsa 6GUbnNnoTekon, odyveHne B LLKOME, B BbiCLLEM Y4eOHOM 3aBedeHUn 1 4p.

OpraHusauusa — rpynna paboTatoLmx, OCHaLEHHbIX HE0BX0AUMbIMU CpeaCcCTBaMM
C pacnpeaeneHnem oTBETCTBEHHOCTM, NOSTHOMOYUIN U B3aMMOOTHOLLEHWIA.

MoaTeepxaeHve COOTBETCTBUSA —  [OKyMeHTanbHOe  YyA4OCTOBEpeHue
COOTBETCTBUSA MPOAYKUUN UNN UHBbIX OOBEKTOB, NPOLECCOB MPOEKTUPOBaHUA (BKIHOYas
N3biCKaHMs), MNPOM3BOACTBA, CTPOMTENbCTBA, MOHTa)Xa, Hanagkm, NpOM3BOACTBA,
aKCnnyaTauun, XpaHeHus, NepeBo3kn, peanusaunm n yTunusauuu, BolinosiHeHUs paboT
UNU okasaHus ycnyr TpeboBaHUAM TeXHUYECKUX pPerriaMeHToB, MOJSIOKEHUSM
CTaH4apToB, CBOAOM MpaBui Un yCnoBUsiM JOrOBOPOB.

Moaxon, OpUEHTUPOBAHHLIN HA CO34aHWe LIEHHOCTW, BKOYaET LLEHHOCTb U LieHY B
onpegeneHne kadectea. KauyecTtBo onpepensieTca kak 6anaHc mMexay UCMOSTHEHMEM U
npuemMneMon Ana KAMeHTa LEHOMW, T.e. MaKCMManbHOE COBEpPLUEHCTBO NPOAYKTa,
KOTOpoe MOXeT cebe No3BONUTb OpraHM3aums.

Mooxod, OCHOBaHHbLIM __Ha  NpoAyKTe, WCNONb3yeT NpeanosfiokeHne, 4To
OLEeHMBaeMbI OOBEKT MMeeT U3MepsieMble XapaKTepUCTUKM, Ha OCHOBE KOTOpPbIX
NOSIBNSAETCA BO3MOXHOCTb OOBEKTMBHO OLEHUTE Ka4eCTBO 0OBbeKTa.

[Mogxod, OCHOBaHHbIM  Ha  MHEHuUsIX  notpebutenen, Ha CTEeneHun ux
yAOBMNETBOPEHHOCTM UCMOMb3yeMbIM NPOAYKTOM, OnpeaenseT KayecTBO C TOYKU 3peHuns
notpebutensa. OH CyObEeKTMBEH, YYNTbIBAET MHOTOCTOPOHHOCTb MHEHUI NOTpebuTenemn
OTHOCMUTENbHO OLEHNBAEMOro obbekTa.

Mokasatenb  kavectBa _ ycnyrm  (obcnyxmBaHug) —  KOSIMYMECTBEHHas
XapakTepucTMka OOHOMo WAM  HECKONbKMX CBOWCTB  ycnyrn  (obcnyxuBaHus),
coCTaBnsiloLWmMX ee (ero) kKa4ecTso.

Monuntnka B obBnactn kayectBa — OOWME HaMepeHWs U HanpasneHue
AEeATEeNbHOCTM OpraHusauun B obnactu kavecrtsa, ouumanbHO CHOPMYNNMPOBAHHbIE
BbICLULMM pykoBoACTBOM. [lonutnka B ob6rnactu kadecTtBa cornacyetca ¢ obuen
NONUTUKOW opraHusaumm n obecneynmBaeT OCHOBY LSl NOCTAHOBKM Lenen B obnactu
KayecTBa.

[MpegocTaBneHne ycnyrm — AeATeNbHOCTb MCMNOMNHUTENSA ycnyru, Heobxoaumas
ana  obecneveHuss  BbiNonHeHust  ycnyrn.  [lpegocTtaBneHMe  YyCnyrm  MOXHO
nogpasgenuTb Ha OTAeNbHble 3Tanbl (obecnevyeHne HeobXxoaMMbIMW pecypcamu,
TEXHOMOMMYECKMN MPOLLECC MCMOSIHEHUS, KOHTPOMb, MWCMbITaHWEe, npuemka, OueHkKa,
npouecc obcnyxmBaHus).

Mpeanpuatue obLLIEeCTBEHHOIO NUTaAHNA — NpeanpuaTtve, npeaHasHayeHHoe Ons
NpOVM3BOACTBa, peanu3aumMm  w/vnn  opraHmsaumm  notpebneHns  npoaykumm
00LEeCTBEHHOrO NUTaHUS, BKMOYasa KyNMHAPHYO NPOOYKLMIO, MyYHble KOHOUTEpPCKue un
Oyno4yHble n3genus.
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[Mporpamma — KOMMMEKC Mep, HanpasfieHHbI Ha peanu3aunio BbiOpaHHOM
cTpaTtermm unu crtpaTternvyeckon 3agaym B obnactm kadecrtBa, cbanaHCMPOBAHHLIN MO
CpoOKaMm, UCMONHUTESNSIM N pecypcam.

Mpoaykumsa — pesynbTtat npouecca. [poaykunsa MoXeT BbiCTynaTb B BUAE YCryru,
TEXHUYECKUX N MPOrpaMMHbIX CPeACTB, nepepabaTbiBaeMbIX MaTepPUarnos.

NpOM3BOACTBEHHbIE YCRYyrM — 3TO YCMyrM MO  YOOBMETBOPEHWIO  HYXA
npeanpuaTMin M opraHu3auuin, Hanpumep, pas3paboTka npoekTa PEeKOHCTPYKLMK
npeanpusaTus, Bbldaya [EHEXHOro KpeauTa, CHabXeHWe KOMMMEKTYHLWUMU

mMartepuanamm, obyyeHme Kagpos.

[MpOoM3BOACTBEHHbIV NOAXOA pacCMaTpUBaET Ka4YeCTBO Kak pe3ynbTaTt pa3paboTku
n npomssoacTtea. lNpn 3aTOM paccmaTpuBaeTCs, HACKOMbKO pesynbTaT NPOU3BOLCTBA
COOTBETCTBYET BHYTPEHHUM CTaHZapTam opraHusauuu, onpeneneHHbiM ncxoaa u3 ee
NnoTpebHOCTN B MOBbILLEHUN MPOU3BOANTENBHOCTM U COKPaLLEHUN U3OepXKeK Mpous-
BOACTBA.

[MpocnexunBaemMoCTb — BO3MOXHOCTb NPOCNeAuUTb WUCTOPUIO, NMPUMEHEHNE WNK
MECTOHax0XAeHne TOoro, YTo paccmaTpuBaeTcs.

Mpouecc — COBOKYMHOCTb B3aMMOCBSA3aHHbIX UM B3aMMOLEWCTBYHOLMX BUOOB
AeaTenbHOCTU, npeobpasylwmnx BxoAbl B Bbixogbl. Bxogamu B npouecc 06bl4HO
ABMIAKTCA BbIXO4bl APYTMX MPOLIECCOB.

Pe3ynbTaTMBHOCTL — CTEMNEHb peanu3auuun 3anfiaHMpoBaHHOW OEATENbHOCTU U
AOCTWXKEHUS 3anfiaHMPOBaHHbIX pe3ynbTaToB.

Ceptudukaums — dopmMa OCYyLECTBSAEMOro OpraHoM Mo cepTudukaumm
NnoaTBEPXAEHUS COOTBETCTBUS OOBLEKTOB TpebOBaHMSAM TEXHUYECKUX PEernameHToB,
NOSNIOXXEHNAM CTaHOAPTOB UM YCNOBUSAM AOrOBOPOB.

Cucrtema — COBOKYMHOCTb B3aMMOCBSI3aHHbIX 1 B3aUMOAENCTBYIOLLNX NTIEMEHTOB.

Cuctema KayecTtBa _YCnyr — COBOKYMHOCTb OPraHu3auMOHHOW CTPYKTYpbI,
OTBETCTBEHHOCTW,  npoueayp, npoueccoB WU  pecypcoB, obecneymsatoias
ocCyLlecTBrneHne obLero pykoBoacTea Ka4ecTBOM YCIYT.

Cuctema MeHeKMEHTA Ka4yecTBa — CUCTEMA MeHeMKMEHTa AN pyKoBOACTBA U
yrnpaBneHus opraHmsaumen NpUMEHUTENBHO K Ka4ecTBy.

CucTtema npegocTaBneHns yenyr — NpoLecc okasaHusi OCHOBHOM YCMyrn, KOTOPbIV
MoKa3sblBaeT, Kak OCHOBHOM NPOAYKT npefocTaBnseTcsa notpebutento, Kakyl porb
urpaeTt noTpedbutens B 3TOM Npouecce, KakoBbl ANMTENbHOCTbL AAHHOrO npouecca, ero
3PPEKTMBHOCTL U CTUMb BbINOSTHEHNS.

Cuctema cepBUCHbIX onepaumn — 3TO NpoLecc, B Xo4e KOToporo, obpabartbisatoT
BBOAMMbIE (PaKTOPbI U CO34al0T ANIEMEHTbI TYPUCTCKOro NPoAyKTa.

CteneHb — Mepa, CpaBHUTENbHas BenMYMHa Yero-Hubyab. MNMpUMEHUTENBHO K
Ka4yecTBy TeX WM MWHbIX OOBEKTOB CTeneHb O3HayaeT 4YacTU4HOE, HemnosiHoe
COOTBETCTBME NpeabaBNseMbiM TpeboBaHMAM.

TOM — noaxon Ha OCHOB BCeW CUCTEMbl (@ He OTAENbHbIX YYaCTKOB WM
nporpaMmm) 1 MHTerparbHas YacTb CTpaTeErnn BbICLLUETO YPOBHS.

TexHu4eckoe perynmpoBaHne — NpaBoOBOE perynmpoBaHMe OTHOLLEHUN B obGnactu
YCTaAHOBIEHUS, NMPUMEHEHUS U UCNOSTHEHUST 0Bs3aTeNbHbIX TPeboBaHMI K NPOAyKUUK
UIN K CBA3AHHBIM C HUMUK NpoLeccaM NpoOeKTUPOBaHNSA, NPON3BOLCTBA, CTPOUTENLCTBA,
MOHTaXa, Hanagku, akcnnyaTaumm, XxpaHeHus, NepeBo3kn, peanusauum n yTunusaumm,
a Takke B obnactm YyCTaHOBMEHMS W NPUMEHEHUs Ha [OOPOBOMBHOM OCHOBE
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ynpaBneHme ANCTAHLUMNOHHOTIO O6y‘-|€HVIFI M NOBbIWLEeHNA KBa}'IVId)VIKaLI'VIM

YnpaBaeHue KauyecTBom ycayr B Typusme

TpeboBaHUM K MpPOAyKUUKM, MpoueccaM NPOEKTUPOBAHNA (BKMOYAA W3bICKaHUS),
NPOM3BOACTBA, MOHTaXa, Hanagkun, akcnnyataumm, XpaHeHus, NepeBo3ku, peanuaaumm
N yTUNM3aumm, BbINOMHEHMIO paboT UM OkasaHWo YCnyr U NpaBOBOE perynumpoBaHue
OTHOLLEHMI B 061aCTh OLIEHKM COOTBETCTBUS.

TexHudecknn pernameHT -  OOKYMEHT, KOTOpbIA MNPUHAT MeXAyHapOAHbIM
aoroBopoM Poccuinckon denepaumm, yctaHaBnmBaeT obssaTtenbHble Ang npuMeHeHns
N ncnonHeHna TpeboBaHna K oObeKTaM TEXHUYECKOro perynmpoBaHunsa (Npogykumn, B
TOM YucCre 34aHnsaM, CTPOEHUSIM N COOPYXXEHUAM UMK K CBA3aHHbIM C TpeboBaHUSAMU K
npoayKkuMm npoLeccam nNpOeKTUpPoBaHMsS (BKMNOYasd U3bICKaHMS), NPOM3BOACTBA,
aKcnnyaTauumn, XxpaHeHus, NepeBo3kn, peanusaumm n yTunmsaumm).

TexHONnorM4ecknin _Npouecc MCNOMHEHUS YCAYyrM — OCHOBHasi 4acTb npolecca
npeaocTaBneHnsa ycnyru, CBA3aHHas ¢ UISMEHEHMEM COCTOSIHUA o6bekTa ycnyru.

TpaHCLEeHOEHTHbIM  NOAX04 — OCHOBAaH Ha WCKNHYUTENbHOM COBEPLUEHCTBE
obbekTa, Ka4eCTBO KOTOPOro OLIEHMBAETCA Ha Ype3Bbl4alHO BbICOKMX CTaHaapTax,
oTpaxatoLmnx TpeboBaHus K gaHHOMY 06bekTy. CornacHo gaHHOMY nNoaxony, KadecTBo
nogobHoro o6beKTa MOXHO OL€HUTb HA OCHOBE HAKOMMIEHHOMO ONbITa OLEHLLMKaMW.

TpeboBaHMe — NOTPEBHOCTb UMM OXMAAHUE, KOTOPOe YCTaHOBMEHO, OObIYHO
npegnonaraeTcs Unu BnseTcs 06s3aTernbHbIM.

YOOBNETBOPEHHOCTL NOTpebuTenen — BOCAPUSATME NOTpebUTenamm creneHn
BbIMNOSTHEHUS UX TpeboBaHMN.

YpoBeHb KayecTBa ycnyrn (06CnyxMBaHWs) — OTHOCUTESbHAA XapakKTepucTuka
KayecTBa ycnyru (ob6cnyxmnBaHus), OCHOBaHHas Ha CpaBHEHUN (PAKTUYECKUX 3HAYEHUI
nokasarenen ee (ero) kKayectea ¢ HOpPMaTUBHbIMU 3HAYEHMUSIMIN STUX NOKa3aTenNen.

YcnoBusi  0o6CnyXMBaHUsE — COBOKYMHOCTb (PaKkTOpOB, BO3OEWCTBYIOLWIMX Ha
noTpebuTtens ycnyru B npouecce o6CnyxmBaHus.
Ycnyra — pesynbTaT HENnocpeAcTBEHHONo B3aMMOLEWCTBUS MUCMOMHUTENS U

notpebutens, a Takke COOGCTBEHHOWN AEATENbHOCTU UCMONHUTENSA NO YAOBNETBOPEHMUIO
notpebHocTn noTpebuTens.

Xapaktepuctmka — OTNMYUTENbHOE CBOWCTBO, NpuUcyllee npoaykuuu, npoueccy
NN cucTeme, BbiTekaroLee n3 TpedboBaHus.

Llenn B obnactm kayectBa — LUeNW, KOTOpPbIX [0OMBAOTCA UMM K KOTOPbIM
cTpemsaTca B obnactu kavyectBa. Llenn o6bivHO 6asmnpytoTca Ha NONUTUKE opraHn3aumm
B ob6nacTu kayecTBa M yCTaHaABNUBAKOTCA A9 COOTBETCTBYHOLMX PYHKLUMA U YPOBHEN
opraHusauuu.

LUukn [OemerHra (PDCA) — nocneaoBaTenbHOCTb BbINOSIHEHUS MPOLIECCOB
nnaHnposaHua (PLAN), ocywectenenunsa (DO), koHTpona (CHECK) u ynpaBneHus
BosgencTemem (ACTION).

«lWecTtb curm» - KOHUENUus, KoTopasi npeactasnsieT cobon pasHOBUAHOCTb
COBEPLUEHCTBOBaHUSA BM3Heca, OCHOBHaSA Lieflb KOTOPOWN 3aKMoyaeTcs B HAXOXOAEHUN U
yCTpaHeHun npunymH 6paka n owmnbok B NPON3BOACTBEHHbLIX N CEPBUCHBLIX MpOLEeccax,
OCHOBbIBasiCb Ha pesyrnbTaTtax, 0cob0 BaXHbIX ANs NOTpebutenen, a Takke Ha YeTKMX
(PUHAHCOBbLIX NOKa3aTeNAX 4OXOAHOCTU OpraHn3aLnn.

OKcNepTbl — KBanMULMPOBaHHbIE CNeunanucTbl, KOTOPble BbIHOCAT CY>XOEHUS O
KayecTBe ycnyru, Kotopble MOryT UMeTb KONTMYECTBEHHYIO NN KQYECTBEHHYIO DOPMY.
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