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1. NEPEYEHD
TV CHUIIVHE,

COOTHECEHHBIX

IINTAHUPYEMBbIX

PE3YJIbTATOB
C IINIAHUPYEMBIMU

OCBOEHUS OBPA3OBATEJIBHOM ITPOI'PAMMBI

1.1 llean ocBOeHUS TUCHHUILIHHDBI

HCJISIMI/I OCBOCHHUA NUCLHUIIIIMHBI ABJIAIOTCA:

N =

OBYYEHUA
PE3YJIbTATAMU

no

M3yYeHHEe 0COOCHHOCTEH OpraHM3aIyy MPOIECCOB MPOU3BOJICTBA U OKa3aHUS yCIIYT;
OCBEIICHNE TPUHIUIIOB U METOAOB (h)YHKIIMOHHMPOBAHUSI CUCTEM YIPABJICHUS Ka4yeCTBOM B
CepBHCe;

3. (QopmupoBaHUE 3HAHUU CTYJEHTOB B BOMPOCAX M3YYECHUS U pa3pabOTKU CHCTEM YIpPaBICHUS
KaueCTBOM Ha MPEINIPHUITHIX CHEPHI CepBHUCa.

4, er'IY6J'IeHI/Ie YPOBHSA OCBOCHUA O6yanOH_[I/IMI/ICH HpO(l)eCCI/IOHaJ'IBHBIX KOMHCTCHHHﬁ,
HEOOXOAUMBIX JUTSI PEIICHHS 3a]1a4 IPOPEeCCUOHATBHOMN EATETbHOCTH.
1.2. IlepedeHb MIAHMPYEMBIX Pe3yJIbTATOB 00YYEeHHUs M0 JAUCHMILINHE
Kon u Kox u HanmeHOBaHIe I[InanupyemMsble pe3yJbTaThI 00ydeHUS Ocuoanue (IIC)
HanMeHOBaHHe HMHIMKATOpA o JUCIHMIITINHE s
KOMIIeTEHIIMHN JOCTHM:KEeHUSI KOMIIeTeHIINT Hpo‘beCCHOHam’?HX
KOMITICTCHIIUHU
ITK-2 Criocoden UIIK-2.1. Ananus3upyet 3naer: Bunsl, ctpykrypa u cogepxanue | 40.010
OCYIICCTBJIATDH MIPUYUHBI, BBI3BIBAIOINE HUTOTOBBIX TOKYMCHTOB IO KOHTPOJIIO CHeL[I/IaJII/ICT 10
pa6OTI)I 1o CHH>KCHHUEC KaueCTBa coOCTBEHHUKAMH HOMeL[IeHI/II‘/II KadecTBa TCXHUYCCKOMY
yIpaBIeHUIO npoaykiuu (paboT, yciyr), , paboT U YCIIyT MO COMEP>KaHUIO U KOHTPOJIIO
KauyeCcTBOM UCTIONB3Ys LU(PPOBBIE PEMOHTY O0LIEro UMYLIECTBA B KayecTBa
npoxyKuuH (paboT, | TEXHOJOTHH I cOopa U MHOTOKBapTHPHOM JIOME, NPOIYKIUH
yeyr), 00pabOTKH TaHHBIX NPEeNOCTABICHUS] KOMMYHAIBHBIX
WIIK-2.2. Pa3zpabateiBaet pecypcoB u ucrnonb3oBanus momemennii | 40.062
TUTIAHBI MEPOIIPUSITHI 110 apeHaaTopaMu Crenuanucr mno
YCTpaHEHUIO IPUYUH CHIDKEHUSI | YMeeT: BoeiOupaTh onTUMalibHbIE Ka4eCTBY
Ka4ecTBa IMPOLYyKLHN (hopMbI KOMMYHHUKALIU IPU IPOAYKLMH

(pabor, ycayr)

UIIK-2.3. ITpoBogut
WHCIIEKIIMOHHBI KOHTPOJIb
KavyecTna

npoxyKiuu (paboT, ycIyT)

OCYIIECTBIIEHUU KOHTPOJISI Ka4eCTBa
BBITIOJTHEHHSI pabOT M YCIIYT 10
COJIEP’KaHUIO U PEMOHTY OOIIEeTro
UMYIIECTBA MHOTOKBAPTUPHOTO JIOMa,
MIPEOCTABICHUS] KOMMYHAITBHBIX
PECYPCOB B TEXHUIECKOTO
00CITy’)KUBaHHS U PEMOHTA BHYTPH
JIOMOBBIX WH)KEHEPHBIX CHCTEM
Baageer: HaBbIKAMU
JOKYMEHTAIBHOTO O(OPMIICHHS
Pe3ynbTaToOB MPOBEPKHU KAa4eCcTBa U
CBOEBPEMEHHOCTH OKa3aHHMsI YCIIYT,
BBITIOJTHEHUS padoT

2. MECTO JUCIHUILIMHBI B CTPYKTYPE OBPA3OBATEJIBHOM ITPOI'PAMMBI

JIMcUUIUIMHA OTHOCUTCS K 4acTH, (popMUpyeMOil ydacTHUKaMU 00pa30BaTeNbHBIX OTHOILICHHH,

brnoka 1.

JnciumimHe!

(Momynmu) 00pa3oBaTENbHOW MPOTPAMMBI

JUCLUIUTMHOM, yrnyOsstomeit ocBoenue npoduist (Aucuuminasl o BEIOOPY).

A SBISETCA DIIEKTUBHOM
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3. CTPYKTYPA U COAEPKAHUE JUCLHUIIJINHBI
3.1. PacnipenesieHue TPy10€eMKOCTH JUCIHUIJIMHBI 10 BUIAM PadoT U ceMecTpaM

OO6mas Tpyao€MKOCTh MUCHMIUIMHBI cocTaBisger S 3.e. (180 waca), ux pacmnpenencHue Io
BUJIaM padOT U ceMecTpaM MPeACTaBICHO B TaOJIHIIE.

Busbl yueOHbIX 3aHATHIH U padoThI 00y4aroIuXCs TpynoeMKkocTb, Yac
O0mas TPy10eMKOCTh TUCHUILTIUHBI 180
KonTakTHas pa6oTa ody4amomuxcs ¢ npenoaaBaTtejieM Mo BUaAaM 46 /14

Y4eOHBIX 3aHATHIA (Bcero), B T.4.:

3aHATHS JIEKHUOHHOI0 THIA (JICKIMU U WHbIC yUeOHbIC 3aHATHS, 18/6
npenycMaTPHUBAOIIKE MPESHUMYIIIECTBEHHYIO Mepeaady yueOHo! nHpopMauu
MeJarorHuecKUMU PaOOTHHUKAMH)

3aHSITHSI CEMHHAPCKOT0 THNA (CEMHUHAPHI, TIPAKTHICCKHIE 3aHATHS, 28/8
NPaKTUKYMBI, KOJUIOKBHYMBI M HHBIC aHAJIOTHYHBIC 3aHSTHS)
CamocTosiTe1bHasi padoTa Bcero, B T.4.: 42 [ 157
CaMomnoAroToBKa Mo TeMam (pasnenam) JUCIUILTHHBI 42 [ 157
BeinosiHeHrE KypcoBOTO MPOEKTa /KypcoBOi paboThI -/-
Kontpoas (4acsl Ha 3K3aMeH, 3a4eT) -9
IIpoMe:xkyTOUHAS aTTeCTALMS IK3aMeH

[Mpumeuanue: -/- coomsemcemeenno 0ns 04HOMU, 3a04HOU PopM 0OYUeHUs.

JucuunnnHa peanu3yercsl MOCPEeICTBOM IPOBEICHUSI KOHTAKTHOM padOThl ¢ 00yJaronuMucs
(BKJItOUAs MPOBEJICHUE TEKYILEro KOHTPOJIs YCIEBAEMOCTH ), CAMOCTOSITEIbHOM paboThl 00yUaroIuXCsl
Y IIPOMEKYTOUYHOM aTTECTALUU.

B nmpouecce ocBOEHHS JUCHUIUIMHBI MOXXET HPUMEHSTbCA 3JEKTPOHHOE OOy4deHue u
JUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.

B mnporuecce ocBOEHUsI TUCHMIUIMHBI O0ydaroluecss 00ecredeHbl JOCTYIIOM K 3JIEKTPOHHOM
MH(}OpPMaLlMOHHO-00pa30BaTEIbHON Cpeie U IIEKTPOHHO-OUOIMOTEYHBIM CHCTEMAM.



3.1. Coagepxanne TUCUMIIMHBI, CTPYKTYPUPOBAHHOE M0 TeMaM

Ilnanupyemble

Bujbl yue0Hol padoThI

(xonTposmpye KonTakTHas padoTa
Mble)
pe3yabTaThl &l
. I =
OCBI(:t;Hl/lS[. g Z g E 2 | 8 @opMbI NPOBEAEHAST
A HaumeHoBaHue pa3iesioB, TeM 7 2 7 g% | &4 y4eOHoii paéoTb
¢opmupyemoii = e = £ g g =
KOMIIEeTeHIINH = g5 E E 5 é
u g \§ ‘g o= S a
HHIHKATOPBI = = = = ° 3
JOCTHKCHHU A
KOMIIeTeHI il
TIK-2 Tema 1. CounajabHOe 3HAYEHHE 2/- Jlexuus-pu3yanusanus (B
HIiK-2.1 yeayr. OcoGeHHOCTH OpraHu3anuu 1.4. 8 SHOC)
WIIK-2.2 JAeATeIbHOCTH NPeINnpHATHI cephl
UIIK-2.3
cepBHca.
OcHosHoe codeparcanue
1. OcoOeHHOCTH YCIIYT 10 CPaBHEHHIO
C TPOIYKIMEH, KOTOPbIe CKa3bIBAIOTCA
Ha XapakTepe padoT 10 CTaHIapTH3ALUH
U cepTU(UKALNH YCITYT.
2.XapakTepHucTUKa MpeAnpUsATHI
cepsl cepBHCa C YUETOM BBIJIEIICHHBIX
0COOEHHOCTEH.
IIpakTnueckas padora 1.Ctpykrypa 1/- VcTHSI onpoc
npoIiecca OKa3aHus yCIyru Bemonnenue
KOMIIJICKCHOI'O 3aJaHuA
CamocrosiTenbHas paboTa 12/17 | CamocrosTensHOe
n3yveHHe y4eOHbIX
MaTepHaoB
[1K-2 Tema 2. Crpykrypa mnpomecca | 2/1 Jlexums-susyanmmsanms (B
UIK-2.1 0Ka3aHMsl yCIYTH T.4. 8 3H0OC)
UIIK-2.2
WIIK-2.3 Ocnognoe codepoicanue
1. PanmonansHas OpTaHM3aIys
nporecca OKa3aHMs YCIIyT.
2. XapakTepHCTHKa MOJIETH
Iporiecca OKa3aHus yCIIyTH.
IIpakTuyeckas padora 1.Ctpykrypa 1 YcTHbI onpoc
rpornecca OKa3aHHs yCIIyru Beimonsenne
KOMIIJICKCHOI'O 3a1aHUA
CamocrosTensHas paboTa 12/17 | CamocrosiTensHOe
H3y4YeHne yaeOHBIX
marepuanos. [Togroroska
K [IPaKTUIECKOMY
3asaTuro. Iloaroroska
0T4YeTa 10 IPAKTUYECKOMI
pabote
IK-2 Tema 3. Ilpennpusitue cdepsl 2/- Jlexuusi-Busyanusanys (B
WIK-2.1 CEPBHCA KAK MPOU3BOACTBEHHAS 1.2. 3 3HOC)
UIIK-2.2 cucreMa
WIIK-2.3
Ocnognoe codepoicanue
1. Brinenenune xapakTepHbIX
CBOMCTB 9KOHOMHYECKOU
(IpOM3BOACTBEHHOI) CHCTEMBI.
2. W3ydenue cocraBa
IIPOU3BOJICTBEHHOM CHCTEMBI.
3. ITocTpoeHue MoaeTH
npeanpusTHs cepbl cepBrca Kak
OTKPBITOM MPOU3BOJICTBEHHON CUCTEMBI.
4, Knaccudukanus npeanpusiTaii
chepnl cepBuca 1Mo pa3IUuIHBIM
MIPU3HAKAM.




ILnanupyembie

Bujapl yueoHo# padoThl

(koHTpOIHMpYe KonTakTHas pagoTa
Mble)
pe3yJbTaThl &
. o =
ocn]o((e:;un. g z g E g £ g @opMBbI IIPOBEIEHUS
= )l o 7 2 2
(=3 [=~IP
dopMupyemoil HaumeHnoBaHue pa3iesios, TeM - gz g § g d Y4e0Hoii padoThl
KOMIeTeHIHH = g5 E =) 5
- Z ) g S s
= 'S 8 23 z =
HMHAHKATOPLI = = = = 5
JAOCTHIKCHHUSA
KOMIIeTeHIHI
IIpakTuyeckas padora 2. 21 VCTHBIN 01poc
XapaxkTepucTHKa NpeIpusIThs chepbl Beimonuenne
CepBI/Ica KOMIIJICKCHOT'O 3aJIJaHUsT
CamocrosTenpHas paboTa 12/17 | CamocrosTensHOe
u3yveHHne yueOHbIX
Mmarepuaios. [lonroroska
K [IPaKTUYECKOMY
3aHaTHio. [lonroToska
OT4YeTa N0 NPAaKTUYECKOM
pabote
IK-2 Tewma 4. IlonsiTue U MOKA3ATEIHU 21 Jlexuus-Buzyanuzanus
HIK-2.1 Ka4yecTBa YCJIYr ¥ NPOAYKUNH (8 T.4. B OMOC)
IIK-2.2 OcHosHoe codeparcanue
HIIK-2.3
1. Brinenenue ocobeHHocTeit
yCIOyT, BIMIOIMX HAa OLEHKY UX
KauecTBa.
2. [locTpoenue cxembl OXHUIAHUN
MOKyHnaTeaeil Npu OLEHKE KauecTBa
YCIIYT.
3. Uzydenne Hambonee BaKHBIX
IapaMeTPOB OIIEHKU KauecTBa YCIYT.
4. Omnpenenenue noxkasareneu s
OIICHKH Ka4eCTBa 0OCTyKHBAHUS
KJIUCHTOB.
Ipakruyeckass padora 3. Awnanus 412 VCeTHBI onpoc
npuduH U (akTopoB, BIMSIONMX Ha Beimonuenne
Ka4eCTBO YCIyTH KOMIIJIEKCHOTO 33/1aHus
CamocrosTensHas paboTa 12/17 | CamocrosiTensHOe
n3y4eHne yaeOHBIX
Mmarepuasos. [logroroBka
K MIPaKTHIECKOMY
3asaTuro. [loaroroska
0T4YeTa 10 IPAKTUYECKOMI
pabore
IK-2 Tema 5. dakTopbl, 211 Jlexunsi-Bu3yanuzanust
UIK-2.1 dopmMupyIomue KaYecTBo (8 T.9. B BUOC)
IIK-2.2 YCJIYT ¥ NPOAYKIIUM
HIIK-2.3
OcHosHoe codepoicanue
1. Omnpenernenne 9TaroB
BBITTOJTHEHUSI PA3JINYHBIX YCIIYT.
2. Ananu3 (HakTOpOB, BIUSIOIINX
HA KauecTBO YCIIyT Ha dTamnax ux
BBITOJIHEHUSI
IIpakTuyeckas padora 3. AHaiu3 211 YcTHBI onpoc
npudnH W (GakTopoB, BIMSIONIMX Ha Brimonnenue
KayeCTBO YCIyTH KOMIIIEKCHOTO 3a/1aHUs
CamocrosTensHas paboTa 12/17 | CamocrostensHOe

U3yueHne y4yeOHbIX
Mmatepuanos. [loaroroska
K IPaKTUYECKOMY
3ansaTHIO. [Tonroroska
OTYEeTa M0 MPaKTUYECKOU




ILnanupyembie

Bujapl yueoHo# padoThl

(koHTpOIHMpYe KonTakTHas pagoTa
Mble)
pe3yJbTaThl &
ocn]o((e)l;um g ‘_‘:f 2 E 2 % g ®opMbI NPoBeIenHust
dopMupyemoil HaumeHnoBaHue pa3iesios, TeM : g- ; § :, E ) Y4e0Hoii padoThl
KOMIeTeHIHH = g5 E E 5 l§
" 5 S S s = g2
HMHIHKATOPBI = IC:" = E- 5 ("3
JAOCTHIKCHHUSA
KOMIIETCHITUH
pabore
[1K-2 Tema 6. 3axauu u Gpopmbl 2/1 Jlexunsi-Bu3yanu3anust
UIIK-2.1 OpPraHM3auuy KOHTPOJIsA Ka4ecTBa (8 T.4. B BUOC)
UIIK-2.2 YCJIYT ¥ HPOAYKIIUH
UIIK-2.3
OcHosHoe codeparcanue
1. OO1mue MpUHIKIBL
paluOHaIbHOU OpraHu3aluu
TEXHHYECKOTO KOHTPOJIS Ha
NPEANPUSATHIX CPepbl cepBUca.
2. Krnaccudukarms BO3SMOXKHBIX
(hopM KOHTPOJISI KAYECTBA YCIIYT.
IpakTuyeckas padora 4. Omucanue 4/1 YcrHblit onpoc
IpoIIECcCa OKa3aHMs yCIyTH Brmonsenye
KOMIIJICKCHOTO 3aJJaHUs
CamocrostensHas paboTa 12/17 | CamocrosiTensHoe
H3y4YeHHe YIeOHBIX
marepuanos. [loaroroBka
K IPaKTHYECKOMY
3ansaTuro. [loaroroska
0TYeTa 10 IPAKTUYECKOI
pabote
MK-2 Tema 7. OcHOBBI 0GecedeHust 4/1
UIIK-2.1 Ka4eCcTBa 00CIyKUBAHUS
UIIK-2.2 norpedouTeis. XapakTepucTuka
UIIK-2.3 BH/IOB YCJIYT H (pOpPM 00CTyKUBAHUS
norpeouTeJist
Ocnognoe codeporcanue
1. BaxXHOCTbH 3a/1a4u OpTaHU3AIHNH
Ka4eCTBEHHOT'O 00CITyKHUBaHUS
MOTpeOuTENeH 7Sl IOBBIIICHUS
KOHKYPEHTOCTIOCOOHOCTH
npeanpusTHid chepsl cepBuca.
2. Beigenenue (hakTopoB, BIUSIOIINX
Ha paboTy ¢ MOTPEOUTEIAMHU.
3. ®opmynHpoOBKa OCHOBHEIX Ielei
paboThI C HOTPEOUTEIIMHU.
4. TlpuHUIMOBI OpraHU3aluN
o0ciryuBaHs NOTpeOUTEIEH.
5. Hampasienus npoBeneHUS
CHCTEMaTHYECKON pabOTHI IO
MTOBBIIIEHUIO 3(h(HEKTHUBHOCTH
00CITy)KUBaHUSI.
6. XapakrepucTvka BHIOB YCIYr IO
MPU3HAKAM.
7. Knaccudukanus dopm
oOciryuBaHs OTpeOUTEIEH.
8. IlporpeccuBHBIMHU (dopmbl
oOciryuBaHs OTpeOUTEIEH.
[K-2 IIpaxTHyeckas padora 5. 6/1 YerHsIi# onpoc
UIIK-2.1 HccnenoBanue yaoBIE€TBOPEHHOCTH Bemonnenne
UIIK-2.2 MOTPEOUTENIEH KAaYECTBOM YCIIyT KOMIUIEKCHOTO 3a/1aHHA




ILnanupyembie

Bujapl yueoHo# padoThl

(koHTpOIMpYe KonrakTHas pa6ora
Mble)
pe3yJIbTaThl &
ocn]o((e)l;um g ‘_‘:f 2 E 2 % g ®opMbI NPoBeIenHust
dopMupyemoil HanmenoBanme pasziesioB, TeM : g- ; § :, E ) y4eOHo# padoThI
KOMIETEHIUA E §_ £ E E = l§
" 3 8 'S s = g2
HMHIHKATOPBI = IC:" = E- 5 ("3
JAOCTHIKCHHUSA
KOMIIETCHITUH
UIIK-2.3 CamocrositenbHas paboTa 13/21 | CamocrosarensHoe
H3y4YeHHe y9eOHBIX
Mmarepuasos. [lonroroska
K IPaKTHYECKOMY
3anaTHio. [lonroroska
0TYeTa MO MPaKTUUECKOU
pabore
[1K-2 Tema 8. XapakTepucTuka KayecTBa 2/1
WIIK-2.1 TPYy/Ja NepcoHaJIa NpenpusATHi
UIIK-2.2 cdepbl cepBuca
WIIK-2.3
Ocnognoe cooepoicanue
1. Osnakomnenue c MOHATHSAMHA
«conepkaHue Tpylnay, «KadecTBO
TpyAa», «yCIIOBUS Tpyza»,
«UHTEHCUBHOCTh TPYJAa», «peajbHOEe
Ka4yecTBO TPpyIa».
2. XapakTepHucTuka OCHOBHBIX
COCTAaBILSIIONIMX ~ KadecTBa  TpyZda
NepcoHala MPEeanpHATHA  chepsl
cepBuca
Ipakruyeckas padora 6.0nucanue 211 VCTHBIN onpoc
XapaKTCPUCTHUK KaueCTBa TpyJa Beinonsenne
MIepCOHANA MPEANPHUATHS CHEPHI KOMIITIEKCHOTO 3a/IaHuA
cepBuca
CamocrostensHas paboTa 12/17 | CamocTosTensHOE
n3y4eHne yaeOHBIX
marepuanos. [Togroroska
K IPaKTHYECKOMY
3asTuro. Iloaroroska
0TYeTa 110 IPAKTUYECKOI
pabore
I1K-2 Tema 9. CrangapTusanus 2/-
WIIK-2.1 XapaKTePUCTHK Ka4ecTBa yCayr
WIIK-2.2 OcHnosHoe cooepaicanue
UIIK-2.3
1. OsnakomiieHue C rpynnaMu
XapaKTEePUCTHK KayecTBa yCIyT;
00s3aTebHBIMU TPEOOBaHUAMU
Ka4yecTBa yCIyT; TpeOOBaHUSIMH K
MIEPCOHATY; XapaKTePUCTHKAMH
KYJNbTYpBI O0CITy)KUBaHHSB
COOTBETCTBUH C MEXIYHAPOIHBIMU
crangapramu 1CO 9004.2.
2. OcHOBHBIE 0COOEHHOCTH
OTEYECTBEHHBIX pabor 1o
CTaHAAPTU3AINHU YCIIYT.
3. OcobeHHOCTH 3apy0eKHOTO
MI0JIX0/1a K CTAaHAAPTH3AINHN YCIIYT.
[K-2 IIpakTHyeckas padora 7. 2/- YcTHbIi onpoc
UIIK-2.1 Opranuzanus 1esTeIbHOCTH U BrimnonseHue
UIIK-2.2 obecrieueHne KayecTBa Ha KOMIUIEKCHOTO 3a/laHHA
NIIK-2.3 npennpuaTHIX cepsl cepBrca




Ilnanupyembie Buabl yuedHol padoThl
(koHTpOIMpYe KonrakTHas pa6ora
Mble)
pe3yJabTarThbl &
Q @ ) =
ocn]oﬂe)l;uﬂ. g Z g £ g g § ®DopMbI IPOBeEIEHHS
B = o 7 & o
o (-9 - o -
dopmupyemoii HaunmeHnoBanue pa3aesioB, TeMm - gz g g d YyueOHOi padoThl
KOMIeTeHIHH = SHE E B 58
o Z 'S g S =
= ‘S 8 23 z =
HMHAHKATOPLI = = = {3
JAOCTHKEHU S
KOMIIeTeHI it
CamocrostensHas paboTa 12/17 | CamocrosTensHoe
H3y4YeHHe y9eOHBIX
Mmarepuanos. [logroroska
K IIPaKTUYECKOMY
3ausaruto. [loaroroBka
OTYeTa M0 MPaKTUYECKOU
pabote
18/6 28/8 42/157
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4. METOJAWYECKUE YKA3AHUS JIJISI OBYUYAIOIUXCSI IO OCBOEHUIO
JTACIATITAHBI

4.1. OOmme MeTOAMYECKHE PEKOMEHJANUM MO0 OCBOEHMK) JHUCHMILIMHBI,
o0pa3oBaTeIbHbIE TEXHOJIOTHH

JlMcuuIuInHa peannu3yeTcs MOCPEACTBOM MPOBEICHHS KOHTAaKTHOW pabOThl ¢ 00yJarOmUMHUCS
(BKJIFOUAs TIPOBEJICHUE TEKYILEro KOHTPOJIS YCIIEBAEMOCTH ), CAMOCTOSITEIILHON Pa0OThI 00YUAIOIIHXCS
U IPOMEKYTOYHOM aTTECTAIIH.

[Ipu mnpoBeneHuM Y4eOHBIX 3aHATHA 10 JUCHUIUIMHE OOECICUUBACTCS pA3BUTHE Y
00y4aromuXxcsi HABBIKOB KOMAaHTHOW Pa0OThI, MEKIMYHOCTHON KOMMYHHKAIIUU, IPUHSTUSL PEIICHUH,
JHUJEPCKUX KauecTB (BKIIIOYAs MPOBEJICHNUE HHTCPAKTUBHBIX JICKIUH, IPYIIOBBIX TUCKYCCUH, POJIEBBIX
UTp, TPEHUHTOB, aHAIM3 CUTYalluid 1 MIMUTAIIMOHHBIX MOJEIICH, MpernogaBanne JUCIUIUIMHBL B (hopMme
Kypca, COCTaBJICHHOIO Ha OCHOBE pe3yJbTaTOB HAYYHBIX HCCIEAOBAaHHHA, IPOBOJUMBIX
YHUBEPCHUTETOM, B TOM YHCJIE C YYETOM PETHOHAIBHBIX OCOOCHHOCTEH MpodecCHOHATBHON
JESTEIIbHOCTH BBIITYCKHUKOB ¥ MMOTpeOHOCTElH paboTomaresei).

[IpenoaBaHye AUCIUIUIMHBI BEIETCS ¢ IPUMEHEHUEM CIICAYIOIIUX BHIOB 00pa30BaTeJbHBIX
TEeXHOJIOTHii:

—  OaJUTbHO-PEHTHHIOBAasI TEXHOJIOTHSI OIICHUBAHMUS,

—  JJIEKTPOHHOE O0y4YCHHUE;

— mpobiieMHOe 00y4eHue;

—  pa300p KOHKpPETHBIX CUTYyallMii;

— uH(opManmonHsie TexHonoruu: Miro, Google-nokymenTsi, Zoom.

JInsi OUCHKHM 3HAHWMA, yMEHHIA, HABBIKOB M YPOBHS C(HOPMHUPOBAHHOCTH KOMIICTCHIMU IO
JTUCIUTUTMHE TIPUMEHSIETCS OaUIbHO-PEUTHUHTOBAasl CHUCTEMa KOHTPOJII W OILEHKH YCIEBAaCMOCTH
CTyZIeHTOB. B OCHOBY Oa/UIbHO-PEHTHHTOBON CHCTEMBI TOJIOKEHBI NPHHIUIBI, B COOTBETCTBHU C
KOTOpbIMH ()OPMHUPOBAHHUE PEHTHHTA CTYIIEHTA OCYIISCTBISETCS B XOJIE TEKYIIEr0 KOHTPOJIS
ycrieBaeMocTH. MakcuManbHOe KoJM4ecTBo 0amioB B cemectpe — 100.

4.2. Meroanyeckue YyKa3aHusl Ui OOY4YalOIIMXCSl 10 OCBOCHHI0 JAWCHMIUIMHBI Ha
3aHATHAX JEKIHOHHOIO THIIA

JIeKIMOHHBIN KypC MpEnoiaraeT CUCTEMaTHU3MPOBAHHOE H3JI0)KEHHE OCHOBHBIX BOIPOCOB
TEMaTUYEeCKOro IulaHa. B Xoje JEeKIMOHHBIX 3aHATHUH PAacKpbIBAalOTCS 0a30Bble BOINPOCHI B paMKax
KaKI0W TeMbl JUCHUIUIMHBL. O003HAYaIOTCsl KIIIOYEBBIE ACTIEKTHI TEM, a TAK)KE JIEJar0TCsl aKIIEHThI Ha
HaunOoJiee CI0XKHbIE U BaXKHbIE MOJIOKEHHSI H3y4aeMOro MaTepHara.

JleKMOHHBIE 3aHATHUS MPOBOJATCS B MOTOYHON ayTUTOPUU C IPUMEHEHUEM MYJIbTUMEIUIHOTO
npoeKTopa B Buje yuebHoit npesenranuu uin B SMOC yHuBepcutera.

OTtnenpHBIE TEMBI ITPEIaraloTcs Uil CaMOCTOSATEIBHOIO U3YUYEeHUS (KOHCTIEKTUPYIOTCS).

Marepuanbl JE€KIMH SBISAIOTCS ONOPHOW OCHOBOM JUIsl TMOATOTOBKM OOyYaroIuxcs K
IPAKTUYECKUM 3aHSATUSM U BBIIOJIHEHUS 3aJlaHUi  CaMOCTOSTENbHOM paboThl, a TakXke K
MEPONPUATHUSIIM TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U IPOMEKYTOUYHON aTTECTALUU IO TUCLUIUINHE.

4.3. Meroanyeckue yKa3aHusi Ui OOY4YalOIIMXCSl 1O OCBOEHHI0 JAUCHHUILUIMHBI Ha
3aHATHAX CEMHUHAPCKOT0 THNA/ HA MPAKTHYECKUX 3aHATHAX

[IpakTudeckue (CeMHUHApPCKHUE) 3aHATHS MPEICTABISIIOT COOOW JAeTanu3aluio JICKIIHOHHOTO
TEOPETUYECKOT0 MaTepHalia, MPOBOIATCS B IEJAX 3aKPEIUICHUS Kypca M OXBaTBIBAIOT BCE OCHOBHBIC
pa3nensl. OCHOBHOW (oOpMOI TMPOBENCHUS CEMHUHAPOB U MPAKTUYECKUX 3aHITHHA SIBISETCS
obcyxaeHne Hanbosee MPOOJIEMHBIX U CIOKHBIX BOIMPOCOB MO OTIACIHHBIM T€MaM, a TaKXKe pPeIIeHUue
3a/1a4 v pa30op MPUMEPOB U CUTYAIU B ayUTOPHBIX YCIOBHUSX.

[IpakTuueckue (ceMHUHApPCKHE) 3aHATUS 00yUYaIOLUXCsl 00eCTIeYNBAIOT:

— TPOBEPKY U YyTOUHEHHUE 3HAHUH, MOTYYCHHBIX Ha JICKITUIX;

— TIONy4YeHHEe YMEHUN U HaBBIKOB COCTABJICHUS [OKJIAJOB M COOOIICHUH, OOCYXICHHUS
BOIIPOCOB

— 10 yueOHOMY MaTepHally TUCIUTITHHEI;
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—  MOJBEAEHUE UTOTOB 3aHATHI IO PEUTUHIOBOM CUCTEME, COTJIACHO TEXHOJOTMYECKON KapTe
JIMCIHTIIIHNHEL

[IpakTudeckue 3aHATHS OPraHU3YIOTCS, B TOM 4uCiIe B (popMe MPaKTHUYECKOH MOATOTOBKH,
KOTOpasi MpeaycMaTpPUBAET ydacTHe OOYYaIOIIMXCS B BBIMOJIHEHHUU OTIEIBHBIX 3JEMEHTOB pPadoT,
CBSI3aHHBIX ¢ OyayIei mpodeccHoHaNbHON NesITETbHOCTBIO.

[IpakTryeckas MOArOTOBKA MPEAyCMAaTPUBAET: PElICHHUE MPUKIAIHBIX 3a1a4 (Kehca) — TEMbI
3-6; BBITTOJIHEHNE TBOPYECKOTO HCCIIEIOBATEILCKOTO 3a/IaHUSI — TEMBI 2.

4.4. MeTonnueckne yKa3aHus 10 CaMOCTOSTeJIbHOI padoTe 00y4aromuxcs

CamocrodrenbHas paboTa 06ecrieunBaeT MOAr0TOBKY 00y4aroIerocs K ay AMTOPHBIM 3aHATHIM
U MEpONPUATUSAM TEKYLLIEro KOHTPOJII U MPOMEXKYTOYHOW aTTECTALlUU IO M3Y4aeMOH IUCLUIUIMHE.
Pe3ynbpTarhl 3TOI NOArOTOBKU MPOSBISIOTCS B aKTUBHOCTH 00YYarOIErocsl Ha 3aHATUSAX U B Ka4eCTBE
BBINOJIHEHHBIX MTPAKTUYECKUX 3aIaHUH U APYTHX (POPM TEKYIIETO KOHTPOJIS.

CamocrodrenbHas padoTa CTyI€HTOB BKJIKOYaeT:

—  H3yYeHHue y4eOHOH JINTepaTyphl 1O KypCy;

—  pelleHHe NMPaKTUYECKUX CUTYalul U 3ajay;

— paborty c pecypcamu MHTEpHET;

—  pClLICHHE NPAKTUYECKUX CUTYallHil B BUJIE KEHCOB;

— TOJrOTOBKY K TECTUPOBAHHUIO 110 TEMAM KYpCa;

— TOATrOTOBKY K POMEKYTOYHOM aTTECTAllUU IO KypCy U JIp.

[Ipy BbIMOJIHEHUM 3aJaHUN JJII CAMOCTOSITEILHOW pabOThl PEKOMEHJIyeTcsi MpopaboTka
MaTepHAJIOB JIEKIIUHI 10 KaKI0M IPONJIEHHON TEME, a TAK)KE N3yUYECHHUE PEKOMEHyEMOU JINTEPaTyphl.

Jns oOyyaromuxcs 1Mo O4HO-3a04HOM (opMe OOydeHHUs caMOCTOsiTeNbHas paboTa sIBIIsETCS
OCHOBHBIM BHJIOM Y4€OHOI 1€ATEIbHOCTH.

Jns oOecrieyeHHs] CaMOCTOSITENIbHOW pabOThl OOYYarOIIUXCSl MCIIOJB3YETCS JIEKTPOHHBIN
yueOHbIi Kypc, co3pannbiii B OMOC yauBepceuteta http://sdo.tolgas.ru/
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5.  YYEBHO-METOJUMYECKOE W HWH®OPMAIIMOHHOE OBECIIEYEHUE
JUCIHUIIVINHBI

5.1. IlepeyeHb OCHOBHOI W /JONOJIHUTEJIbHON y4eOHOH JIMTepaTypbl, HeOOXOAMMOM JIsl
OCBOEHMS THCIMIIIHHBI

Bes JUTeparypa, BKIKOUCHHAsA B [[aHHBIﬁ NEepCUCHb, IMPEACTABJIICHA B BUAC 3JICKTPOHHBLIX
pecypcoB B 3neKTpoHHOW Onbimoreke ynusepcureta (ObC). Jluteparypa, ncnonb3yemasi B Ie4aTHOM
BUJIE, IPE/ICTaBIICHA B HaAy4YHOU OMOIMOTEKe yHHBEepcuTeTa B 00beMe He MeHee (0,25 9K3eMIUISIpoB Ha
OJTHOTO 00y4aroIerocs.

Hopmamueno-mexnuueckas 00KymeHmayus

1. O 3ammre npaB norpeduteneii : Geaepanpublit 3akoH o1 07.02.1992 Ne 2300-1 (pex.
or 31.07.2020). - Tekctr : osnekrponnsidi // Koncymerantllmoc : cair. - URL:
http://www.consultant.ru (mata oopamienus: 09.11.2020).

2. T'OCT P nCco 9001-2015 CucreMEl MEHEIHKMEHTA Ka4yecTBa.
TpeboBanus [Dnekrponnsiid pecypc]. - Ben. 2015-01-11 //Texskcnept. — Pexum poctyna:
http://docs.cntd.ru/document/1200124394 (nara obparenus: 09.11.2020).

3. I'OCT P UCO 9004-2010. MeHemKMEHT [Uisl JOCTUKEHHSI YCTOMYMBOIO YycIexa

opranmu3zanuu. [Tonxon Ha OCHOBE MEHEPKMEHTa KadecTBa| DIeKTpoHHbIN pecypc]. - Ben. 2011-06-
01 //Texakcnept. — Pexxum noctyna:http://docs.cntd.ru/document/gost-r-iso-9004-2010.

4. I'OCT P 50691-2013. Ycnyru Hacenenuto. Mojienb CUCTEMBI 00eClieYeHusl KauecTBa
yoiryr  [DneKTpoHHBIA pecype]. - Been. 2015-01-01 //Texakcmepr. — Pexum pocryma:
http://docs.cntd.ru/document/1200104957 (nata obparuenus: 09.11.2020).

OcHoBHas1 JiuTEpaTypa
1.  Apwucros, O. B. YopasicHue ka4ecTBOM : y4eO.JjIs1 BYy30B 110 HarpaBieHH0 moaroT. 38.03.02
"MenemxmenT" (kBanupukanus (crenens) "6akanasp") / O. B. Apuctos. - 2-e uza., nepepad. u J01I. -
HoxymeHT read. - Mocksa : UH®PA-M, 2021. - 224 c. : un. - (Beicmee oOpazoBanue - bakanaBpuar).
- I'moccapuii. - URL: https://znanium.com/read?id=375832 (mata obpamienus: 05.05.2022). - Pexxum
JocTyma: Jis aBropu3. noibs3oBareneid. - ISBN 978-5-16-016093-1. - 978-5-16-104598-5. - Tekcr :
JJIEKTPOHHBIN.
2.  Konomes, C. I1. Ypasnenue kauecTBoM : y4ded.1mocodue s By30B o HampasieHuio 09.03.03
"ITpuxnan. uapopmaruka (mo o61.) u ap. mexaucuurinHap. cnenuansaoctsM / C. I1. Konormes. -
Hoxyment Bookread2. - MockBa :MH®PA-M, 2020. - 252 c¢. : wun, Tabmn. - (Beicuee
oOpa3oBanue:bakanaspuar). - I'noccapwii. - Cnucok COKP. - URL:
http://znanium.com/bookread.php?book=175658#none (mara ob6pamenus: 15.10.2020). - Pexum
JoCTyma: sl aBTopu3. moib3oBaTenei. - ISBN 978-5-16-003562-8. - TekcT : 2eKTpOHHBIH.
3. Maromenos, L. III. YopaBieHue KadyecTBOM MPOIYKIIUU : y4e0.1Js CTYIACHTOB BY30B IO
cnenuansHocTH "ToBapoBereHre M dKcrepTu3a ToBapoB" (mo obmactsm mpumenenus) / 1. M.
Maromenos, I'. E. becrianosa. - 2-e u3n., crep. - Jlokyment read. - Mockga : Jlamkos u K, 2020. - 334
c. - URL: https://znanium.com/read?id=358503 (mara obpamenus: 08.12.2020). - Pexxum noctyna: ans
aBTOpH3. mosib3oBareneit. - ISBN 978-5-394-03562-3. - TekcT : 25eKTpOHHBIH.
4.  CepenkoB, II. C.Mertoapl MeHEIKMEHTa KadecTBa. METOMONOTUS OpPraHU3aluOHHOTO
MIPOSKTUPOBAHMS MHXKEHEPHON COCTAaBJISIONICH CHCTEMBI MEHEDKMEHTa KadecTBa : [[UIsl CTYACHTOB
BY30B, MaruCTpaHTOB, aCIUPAHTOB, UHk)eHepoB, MeHemkepoB] / I1. C. Cepenkos. - JlokymeHrt read. -
Munck [u ap.] : HoBoe 3nanme [u ap.], 2019. - 491 c. : un., Tabn. - (Beicmiee oOpa3zoBanue -
BakanaBpuar). - [Ipun. - URL: https://znanium.com/read?id=355845 (narta obpamenus: 17.03.2021). -
Pexxum nmocryma: s aBTopus. mosb3oBareneii. - ISBN 978-985-475-453-6. - 978-5-16-004962-5. -
TeKCT : 2MEeKTPOHHBIH.
5.  VYmopaBineHue KauecTBOM U HHQPACTPYKTypa NpEeanpusTHil cepBHca OBITOBOM M OQHUCHOU
TEXHHKH : y4deb.mocobue ans By30B mo HampasieHuto moarot. "Cepsuc" / H. M. Komapos, T. U.
3BopeiknHa, A. B. Makcumos, JI. B. Cym3una ; mox o6ur.pea. H. M. Komapoga. - JlokymenT read. -
MockBa : COJIOH-IIpecc, 2020. - 128 c. - (bubnmoreka wumxeHepa). - Ilpun. - URL:
https://znanium.com/read?1d=392280 (mara ob6pamenus: 10.02.2022). - Pexxum goctyna: jisi aBTOPHU3.
nosab3oBarenei. - ISBN 978-5-91359-105-0. - Tekct : 37eKTPOHHBIH.


http://www.consultant.ru/
file:///C:/Рабочий%20стол/УМК/ФСУК%202014/ФСУК%20РУП_УМП%202018/%20http:/docs.cntd.ru/document/1200124394
http://docs.cntd.ru/document/gost-r-iso-9004-2010
http://docs.cntd.ru/document/1200104957
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JlonotHUTeILHAS JIUTEPaTypa
6. Banesuu, P. I1. YnpaBneHnue kauecTBOM TOBApOB W YCIYT : yue0.MmocoOue s By30B
no cneunanbHocTsM "Kommep. gestenbHOCTh", '"ToBapoBeneHHE W JKCIEpPTHU3a TOBapoB',
"OxoHomuka u ynp. npeanpustusmu” / P. I1. Banesuu, O. b. [Tapois. - Munck : BI'9Y, 2008. - 302 c.
: . - ISBN 978-985-484-501-2 : 216-10. - TekcT : HEMOCPEICTBEHHBIH.
7. Bunorpanosa, M. B. Opranuzaius ¥ IUIaHUPOBAHHUE JEATEIBHOCTH MPEANPUATHN
chepnl cepBuca : yued.mocodbue Juisi By30B 1o Hamnpapienuo nmoArot. "Cepsuc" / M. B. Bunorpaniosa,
3. W. Ilanuna. - 8- uza. - Jlokyment Bookread2. - Mocksa : Tamkos u K, 2014. - 445 c. : w1, Tabm. -
I'moccapwmii. - URL: http://znanium.com/bookread2.php?book=511993 (nara obpamenus: 15.10.2020).
- Pexxum moctyna: ans aBropus. nmosb3oBareneid. - ISBN 978-5-394-02351-4. - TekcT : 371eKTpOHHBIH.
8. EdumoB, B. B. Yayumenue kadecTBa NPOIYKIIMH, IMPOIECCOB, PECYPCOB
yue6.mocobue s By30B 10 crienuanbHocTd "Yrp. kadectBoM" / B. B. EdumoB. - Mocksa :KuaoPyc,
2007. - 240 c. : un. - ISBN 978-5-85971-645-6 : 101-00. - TekcT : HEemocpeACTBEHHBIH.
9. OrBozauH, B. HO. YmpaBnenue kauectBoM. OCHOBBI TEOPUHM U MPAKTUKU
yue6.nmocobue / B. KO. Oro3auH. - 6-¢ usn., nepepad. u nom. - Mocksa : Jleno u Cepsuc, 2009. - 297
c. - [Ipu. - ISBN 978-5-8018-0334-0 : 152-02. - TekcT : HEMOCPEACTBEHHBIMH.
10. [Tunsesa, B. B. ®enepanpubiii 3akon "O 3ammTte mnpaB norpeduteneil” B cxemax H
ompezaeneHusx : yaed.mocodue / B. B. [Iunsesa. - 2-e usn., mepepad. u mon. - Mocksa : KaoPyc, 2009.
- 192 c. - ISBN 978-5-390-00400-5 : 112-96. - TekcT : HEMOCPEACTBEHHBIM.
11. VYhpapneHue KadyecTBOM B MAIIMHOCTPOSHHHM : y4eO. IocoOwe i1 BY30B IIO
HarpaBjeHuto "KOHCTpYKT.-TexHOoJI. oOecriedyeHue mammHocTpout. np-B" / A. ®@. I'ymepos, A. T.
Cxuptinanze, B. A. I'peuntiaukoB [u ap.]. - Crapsii Ockon : THT, 2011. - 168 c. : un., Tadn. - ISBN
978-5-94178-172-0 : 278-00. - TekcT : HEMOCPEACTBEHHBIN.
12. VYyeOHO-MeTOANYECKOEe I0cOoOMe IO JaucHUILIdHe "@OYHKIMOHHPOBAHHE CHCTEM
yIOpaBJIeHUs KadeCTBOM B cepBuce" : Uil CTYyACHTOB HampaBieHuid mnoxarotr. 27.03.02 "Vmp.
kagectBoM", 27.03.05 "Munomarmka", 43.03.01 "Cepsuc", 15.03.02 "TexHon. MammHbl U
ob6opynoBanue" / IToBomxk. roc. yH-T cepBuca (PI'bBOY BIIO "TIBI'YC"), Kad. "Ymop. kauecTBoM U
TexHojoruu B cepsuce " ; coct. I'. B. Pagtoxuna. - Jlokyment AdobeAcrobat. - Tonbsitru : IIBI'YC,
2015. - 1,59 MBb, 68 c. : TalJI. - [Tpun. - URL.:
http://elib.tolgas.ru/publ/UMP_Radyuhina_Funkc_sist_upr_kach v serv.pdf  (mara  oOparueHwus:
21.10.2020). - Pexxum mocTyma: uist aBTopu3. nmoib3osareneii. - 0-00. - TekcT : 3IeKTPOHHBIN.

5.2. Ilpodeccnonanbubie 0a3bl JAaHHBIX, HH(POPMALMOHHO-CIIPABOYHbIC CHCTEMBbl, MHTEPHET-
pecypchbl

1. eLIBRARY.RU : HayuyHas snekTpoHHass OuOnmoreka : caiiT. — Mocksa, 2000 - . - URL:
https://elibrary.ru  (mara oOpamenus: 03.12.2021). — Pexum jgoctyma: JUis  3aperucTpUp.
[OJIb30BaTeIeH. — TEKCT: DJIEKTPOHHBIMN.

2. Koncynprantllmtoc : cnpaBounast npaBoBasi cucrema : cait / 3A0 «Koncynbrantllmoc». —
Mocksa, 1992 - . - URL: http://www.consultant.ru (mata o6pamienust 03.12.2021). - Tekcr :
AIEKTPOHHBIN.

3. OnexkTpoHHass OubnmoreyHas cucreMa [IOBOJDKCKOrO TroCynapCTBEHHOTO YHUBEPCUTETA
cepeuca : cat / ®I'BOY BO «IIBI'YC». — Tomesta, 2010 - . - URL. :http://elib.tolgas.ru(nara
obpamenus 03.12.2021). - PexxuM octyna: Ui aBTOPHU3. MOJIb30BaTENeH. - TEKCT : AIEKTPOHHBIN.

4, DeKTpoHHO-0MOIMOTeYHast cucTemMa Znanium.com: cait / OO0 "3HAHUYM". — Mockaa,
2011 - . - URL: https://znanium.com/ (zata oopamenus 03.12.2021). - Pexxum moctyna: ajsi aBTOpU3.
MIOJIB30BaTeNeM. - TEKCT : AIEKTPOHHBIN.

5. DnekTpoHHO-O0nbmoTeunas cucrema Jlans: caiit / OOO "3BC JIAHbB". - Mocksa, 2011 - . -
URL: https://e.lanbook.com/ (mara oOpamenuss 03.12.2021). - Pexwum mocTyma: uis aBTOPHS.
NOJIb30BaTeNel. - TeKCT : AEeKTPOHHBIH.



http://www.consultant.ru/
http://elib.tolgas.ru/
http://www.garant.ru/
http://www.garant.ru/
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5.3. [IporpammHoe obecnieyenune

Nudopmanronnoe obecriedeHne ydeOHOrompouecca IO IUCHHUILIMHE OCYIIECTBISIETCS C
HCITOJIh30BaHUEMCIIEYIOIETOITPOrPAaMMHOT000eCTICUCHUS (JTUIIEH3NOHHOTO u ¢BOOOIHO
pacmpocTpaHseMoro), B TOM YHCIIe OTEYECTBEHHOTO TIPOU3BOICTBA!

Ne i/ HaumeHoBaHue YcaoBus gocryna

1 MicrosoftWindows U3 BHYTPEHHEH CeTH yHUBEpCUTETA (JIULEH3UOHHBIN
JIOTOBOD)

2 Microsoft Office U3 BHYTPEHHEH CeTH YHUBEPCUTETA (JIMLIEH3UOHHBIH
JIOTOBOD)

3 Koncynprantllimroc 13 BHYTPEHHEH CETH YHUBEPCHUTETA (JTUIICH3MOHHBIN
JIOTOBOD)

4 C10 MOODLE 13 J1000H TOYKH, B KOTOPOM UMEETCSI IOCTYII K CETH

WNuTtepHeT (JIM1IEH3MOHHBIN JIOTOBOP)

6. OMUCAHUE MATEPHUAJIbBHO-TEXHUYECKOM BA3bl, HEOEXOJIUMOM JIJIs
OCYHECTBJIEHUSA OBPA30BATEJIBHOI'O NTPOLHECCA IO JUCHUITVIMHE

[Tomemienust npeAcTaBisAlOT co00i yyeOHbIE ayIUTOPUN JJISl NIPOBEJIEHUS YUEOHBIX 3aHATHH,
MPEeyCMOTPEHHBIX y4eOHBIM IUJIAaHOM U paboyeil mMporpaMMol IUCHUIUIMHBI, OCHAIlEHHBIC
000pyIOBaHUEM U TEXHUYECKUMU CPEICTBAMH OOyUCHHUS.

3aHATHSA JIEKIIHOHHOTO THNA. YueOHble ayAuTOpUU [UIsl 3aHATUH JIEKIIMOHHOTO THIA
YKOMIUIEKTOBAaHBI MEOCIIBIO U TEXHUYECKUMHU CPEICTBAMH O0YUEHHUSI, CITY KAITUMHU IJIs1 TIPEACTABICHUS
yueOHol nHpopManuu (CTallMOHAPHBIE HIIM IEPEHOCHBIE HAOOPHI IEMOHCTPALIMOHHOTO 000PYI0BaHUs
(IpOEKTOp, IKpaH, KOMITBIOTEP/HOYTOYK), y4eOHO-HAINISIHbIE TOCOOMs (MIpPEe3eHTAlMK 10 TeMaM
JeKIMii), oOecreynBaomue TeMaTHYeCKUe WIUTIOCTPAlMM, COOTBETCTBYIOIIME NaHHOH mIporpamme
JVICTIATUTAHBIL.

3aHATUS CEeMHUHAPCKOr0 THUNA. Y4YeOHbIC ayAUTOPUM JUIs 3aHATUH CEMHUHApCKOTo THIIA
YKOMIUIEKTOBAaHBI MEOEIBIO U TEXHUYECKUMHU CPEICTBAMH O0YUEHHUSI, CITY KAITUMHU 151 TIPEACTABICHUS
yueOHoI nHpopMaIK (CTallMOHApHbIE UM IEPEHOCHBIE HAOOPhI IEMOHCTPAILIMIOHHOTO 000PYI0BaHUS
(mpoexTop, 3KpaH, KOMIbIOTEP/HOYTOYK).

IIpomexkyTrounasi arrecraumsi. Jlig mpoBeAeHUS MNPOMEKYTOUHOW aTTeCTallMM 110
TUCHIUTUTMHE HWCTOJB3YIOTCS KOMIIBIOTEPHBIE KJIACChl, OCHAIICHHBIE KOMITBIOTEPHON TEXHHKOH C
BO3MOXHOCTBIO MOJKIIOUEHUs K ceTh «/HTepHeT» M obecrnedeHueM J0CTyla B 3JIEKTPOHHYIO
WH()OPMAIIMOHHO-00PA30BaTENbHYIO ~ CpEIy  YHUBEpCUTETa  W/WIUM  y4eOHBIE  ayJAUTOPUH,
YKOMIUIEKTOBAaHHBIE MEOEIBIO0 U TEXHUYECKHUMHU CPEICTBAMU O0YUYEHUSI.

CamocTosiTeibHasi pabora. [loMemeHuss Uit CaMOCTOSATENBHOW pPabOTHI  OCHAIICHBI
KOMITBIOTEPHON TEXHUKOW C BO3MOYKHOCTBIO MOJKIIOYEHUS K ceTh «VIHTepeHeT» U JOCTYIOM K
ANIEKTPOHHOM  WMH(OpPMAIMOHHO-00pa30BaTENbHOM  Ccpele  yHHBepcuTeTa. Jlns  opraHuzauu
CaMOCTOSITENIbHOW PaboThl 00YUAIOIIMXCS UCTIONB3YIOTCS:

—  KOMITBIOTEPHBIE KJIACCHl YHUBEPCUTETA;

— Oubnuoteka (Menuaszan), WUMeEIOmas MecTta JUid  OOyJaronmuxcsi, OCHAIEHHBIE
KOMIIBIOTEpPAMH C JOCTYIIOM K 0a3aM JaHHBIX U ceTu «HTepHeT».

JIeKTpPOHHasi HH(opManmoOHHO-00pa3oBaTebHas cpena yuusepcurera (AUOC).

Kaxnp1ito0yqaroniniicsBTe4eHIEBCETOIEPHOAa00 yIeHUI00eCTIeYeHIH TN BH Ty aJTbHBIMHEOT PaH
MYEHHBIM JOCTYIIOM K OJJIEKTPOHHOH WH(OPMALMOHHO-00pa30BaTeIbHON Cpele YHHBEpCUTETa
(BUOC) http://sdo.tolgas.ru/ u3 000K TOUYKH, B KOTOPOM HMeEETCS AOCTYN K HH(POPMAIIMOHHO-
TEJIEKOMMYHHUKAIIMOHHOHN ceTu «VHTepHeT», Kak Ha TepPUTOPUH YHUBEPCUTETA, TaK U BHE €€.

OUOC yauBepcuteTa 00eCcnednBacT:
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— JIOCTyN K y4eOHBIM IUIaHaM, pabo4yuM MporpaMMaM JMCIHUIUIHH (MOIYJIEH), mporpaMMam
MPAKTUK, OJJIGKTPOHHBIM Yy4YeOHBIM H3JaHUSM U JJIEKTPOHHBIM 00pa30BaTENIbHBIM pecypcam,
YKa3aHHBIM B pa004MX MporpaMMax IUCIUIUTHH (MOIyJeH ), mporpaMMax MpakTuK;

— (opmupoBaHUE FIEKTPOHHOTO MOPTHOINO 00yUarOLIErocs, B TOM YHCIE COXpaHEHHE ero
paboT M OIIEHOK 3a 3TH PaOOTHI.

B cnyyae peanmmzanuu 00pa3oBaTeNbHON MPOTpaMMbl C MPUMEHEHHEM 3JEKTPOHHOTO
o0y4deHus, AMCTaHIMOHHBIX 00pa3zoBaTenbHbIX TexHonorui YMOC AonoNHUTENBHO 00ECIeUnBaET:

— (¢ukcanuro xo1a 00pa3zoBaTEIbHOTO MPOLIECCa, PE3YIBTATOB IPOMEKYTOUHOM aTTECTAIIMH U
pe3yIbTaTOB OCBOEHUS 00pa30BaTENbHON MPOrPaMMBbI;

— TMpoBeleHUE Y4YeOHBIX 3aHSATUH, MPOLEAYpP OLEHKU pPe3ylbTaTOB OOY4YEHUS, pealln3alus
KOTOpPBIX  MPEAYyCMOTpEHa C  TMPUMEHEHHUEM  JJEKTPOHHOro  oOyueHus, JIUCTAaHI[MOHHBIX
00pa3zoBaTesIbHBIX TEXHOJIOTUH;

— B3aUMOJICHCTBUE MEX]y YYacTHMKaMH OOpa30BaTeIbHOrO Ipoliecca, B TOM UHUCIE
CUHXPOHHOE U (MJIM) aCHHXPOHHOE B3aUMOJIEHCTBUS TOCPEACTBOM ceTu «HTepHeT.

7. OCOBEHHOCTH  OPIrAHM3AIMU  OBYYEHUA [JA JUALI C
OI'PAHUYEHHBIMU BO3MOKHOCTSAMMU 3/10POBbSI U UTHBAJINOB

[Ipu HEOOXOmMMOCTH pabodas MporpaMMa TUCHHUILTHHBI MOXET OBITh aJanTHpPOBAaHA JUIS
obOecrieueHrs 00pa30BaTENLHOTO MpOIlecca MHBAIMIOB M JIMI C OIPAaHUYCHHBIMH BO3MOXHOCTSMU
3/10pOBbs, B TOM YHCJI€ JUIsl IUCTAaHIMOHHOTrO o0yueHus. i atoro tpedyercs 3asBICHUE CTYAEHTA
(ero 3aKOHHOTO TMPEICTABUTENSI) W 3aKIIOUEHHUE TICHXO0JIOrO-MEAUKO-TIEAarorndyecko KOMHUCCUU
(IIMIIK).

B ciydae HeoO6xo1uMoCTH, 00y4JarOIIUMCs U3 YUCIIA JIMI C OTPAaHUYEHHBIMU BO3MOXHOCTSIMU
310pOBbsl (IO 3asBJIEHUIO OOyd4aromerocs) a s WHBAJIUJIOB TakKe B COOTBETCTBUU C
WH/IMBUYaJIbHOM MpOrpaMMoi peaOuINTalluy HHBAJIKN/A, MOTYT MpeAIaraThCsl caelylomue BapuaHThl
BOCIIPUATHS Y4eOHON MH(POpPMAIIUU C YIETOM MX UHAUBUAYATBHBIX MCUXO(PU3UIECKUX 0OCOOEHHOCTEH,
B TOM YHCJIE C TPUMEHEHUEM JIEKTPOHHOTO 00yYeHHS U TUCTAHLIMOHHBIX TEXHOJIOTUM:

— JUIsl JIML C HapyIIEHUSMHU 3pEHUs: B MeyaTHoW (opme yBennueHHbIM mpudrom; B hopme
AJIEKTPOHHOIO JIOKYMEHTa; B (popme aynuodaiina (mepeBo] yueOHbIX MaTepHalioB B ayauodopmar); B
neyaTHOH Qopme Ha sA3blke bpaing; HWHIMBUAYalbHbIE KOHCYJIBTALlMM C  TPHUBJICYEHUEM
TU(dI0CYpOTIEPEBOIUNKA; UHANBUAYAIbHbIE 33JaHNUSI U KOHCYJIbTALIUH;

— I UL ¢ HAapYUIeHUsMHU cllyXa: B edaTHoH ¢gopme; B popMe 3IIEKTPOHHOTO TIOKYMEHTa;
BUJEOMaTepUagbl ¢ CyOTUTpaMH;  WHAMBHUIYalbHble  KOHCYJAbTallUM C  NPUBJICYCHUEM
CypAOINEpEeBOIUHNKA; UHANBUIyaJIbHBIE 3a/IaHUSI U KOHCYJIbTAllUU;

— IS JIUI] ¢ HapYUICHUsIMU ONIOPHO-/IBUTATEIbHOTO ammapaTa: B eyaTHoil ¢opme; B popme
AIIEKTPOHHOT'O IOKyMEHTa; B (hopMe ayanodaiina; MHIUBULYaIbHbBIE 3a/JaHUSI U KOHCYJIbTAIUH.
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8. OHEHOYHBIE MATEPHAJIbI (®POHA OLEHOYHBIX CPEIACTB) JJIA
TEKYIEI'O KOHTPOJIAA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Omnucanue moKa3aTejeii W KpPUTEPHEB OIEHUBAHMS KOMIETEHUIMiIi Ha
Pa3JIHYHBIX 3Tanax uX GopMHUPOBAHNSI, ONTHCAHUE IIKAJ Ol[eHUBAHUS

Jlnsi OLIEHKM 3HAaHWK, yMEHUWI, HAaBBHIKOB M YPOBHSA C(HOPMUPOBAHHOCTH KOMIIETEHIIMU I1O
JTUCLUIIIIMHE TPUMEHSETCS OallIbHO-PEUTHHIOBas CHCTEMa KOHTPOJS M OIEHKH YCIIEBaeMOCTH
CTYIEHTOB. B OCHOBY Oa/TbHO-pEHTHHTOBOM CHCTEMBI ITOJOXEHBI MPHHIIUIIBI, B COOTBETCTBHH C
KOTOPHIMU (DOPMUPOBAHHE pEHUTHUHTA CTYACHTA OCYIIECTBIISICTCS B XOJ€ TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KoJmdecTBO O0amioB B cemectpe — 100.

HIkana oueHKH pe3yJabTaTOB 0CBOEHMS AU CHUIJIMHBI,
c(hopMHUPOBAHHOCTH Pe3yaIbTATOB 00y4eHUs

®opMa NpoBeIeHHU IIkaJabl OLEHKH YPOBHS
NPOMEKYTOYHOM copMHpPOBaHHOCTH IIIxana oeHKH YPOBHS 0CBOEHHUS JUCHUTINHBI
aTTecTaluu pe3yJabTATOB 00y4eHHA
VYposHeBas mkana | 100 GanpHas 100 GampHAs 5-6aupHas mkana, Henud hepeHy
OIICHKH mkana, % mkana, % nudhepeHIupoBaHHAS poBaHHas
KOMIIETEHIIUHA OLICHKa/0aIuT OIICHKa
JIOTIOPOTrOBBII HIDKe 61 HIDKe 61 «HEYIOBIETBOPUTEIBHOY / HE 3a4TCHO
2
IK3aMeH MTOPOTOBBIH 61-85,9 61-69,9 «YIOBJIETBOPUTEIBHOY / 3 3a4TCHO
70-85,9 «xoporioy / 4 3a4YTEHO
TIOBBIIICHHBIH 86-100 86-100 «OTIAMYHOY / 5 3a4TEHO

[lo wutoram Tekyuieil ycleBaeMOCTH CTYAEHTY MOXET ObITh BBICTaBJIIEHA OLIEHKA IIO
IPOMEXYTOUHOW aTTecTallul B COOTBETCTBMM 3a HaOpaHHbBIMM 3a cemecTp Oamiamu (1O
HAaKONUTEIbHOMY pelTUHry).CTyieHTaM, HaOpaBLUIMM B XOJ€ TEKYLIEro KOHTPOJS yCIIEBAEMOCTH IO
mucuuiuinHe oT 61 1o 100 GanoB M BBIMOJHUBIIUM Bce 00s3aTeNIbHBIE BHJIbI 3aINIAHMPOBAHHBIX
yueOHBIX 3aHATUH, MO PEIIEHUIO MpernojaBaTessd 0e3 NMPOXOKIEHHUS MPOMEKYTOUHOW aTTecTaluu
BBICTABJIIETCS OLIEHKA B COOTBETCTBUH CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOEHUS IUCLUIIIMHBI.

Pesyabrar 00ydyeHuss cuurtaercs cGOpPMHPOBAHHBIM (MOBBILIEHHbIH YPOBEHb), €CIHU
TEOPETUYECKOE COJIEp’KaHHE Kypca OCBOEHO IOJHOCTBIO; MPU YCTHBIX COOECEIOBAaHUSX CTYAEHT
MCYEPIBIBAIOIE, IIOCIEI0BAaTENbHO, YETKO M JIOTUYECKM CTPOWHO H3/araeT ydeOHBIM MaTepual;
CBOOOJTHO CHpaBJsIeTCs C 3ajladyaMHd, BONpPOCAMHU M JPYTMMH BHJAMHU 3a/laHuil, TpeOyrommx
NPUMEHEHUs 3HAHUM, UCIOJb3yeT B OTBETE JOMOJIHMUTEIbHBIM MaTepuall; BCe IMPEAyCMOTPEHHbBIE
paboueil y4eOHOM mporpaMMoil 3aJaHMsl BBIIOJIHEHBI B COOTBETCTBUU C YCTAHOBJIEHHBIMH
TpeOOBaHUSAMH, CTYJEHT CIIOCOOEH aHAJU3UPOBaTh IOJIYYEHHBIE pE3YJIbTaThl; HPOSBISET
CaMOCTOSITENIbHOCTh TPU BBINIOJHEHUH 3aJ]aHHM, KaueCTBO MX BBIIIOJHEHUS OLIEHEHO YMCIIOM 0aslioB
or 8 go 100, 4TO COOTBETCTBYET IMOBBILIEHHOMY YPOBHIO C(OPMHUPOBAHHOCTH pE3yJIbTaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrTaercsi CcQOPMHMPOBAHHBIM (IIOPOrOBBLIH YPOBEHb), €CIIH
TEOPETUYECKOE COJEPKaHME Kypca OCBOEHO IIOJHOCTBIO; IPU YCTHBIX COOECENOBAaHUSX CTYAEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOMHO u3jaraeT y4eOHBIM MaTepual; CIpaBiseTcs ¢
3aJjayaMy, BONPOCAMHM M JPYrMMH BHJAaMHU 3aJaHui, TpeOyroluxXx MpUMEHEHHUs] 3HAHUN; BCe
IpeIyCMOTpEeHHBIe pabouell yuyeOHOM mporpaMMoil 3aJaHusi BBIIOJIHEHBl B COOTBETCTBHUHM C
YCTAaHOBJICHHBIMU TpPEOOBaHUSIMH, CTYIEHT CHOCOOEH aHaJIN3WpOBATh IOJIyYEHHBIE pEe3YNbTaThl;
IPOSIBIISIET CaMOCTOSITENIBHOCTh IIPU BBINOJHEHMM 3a/aHUM, KadeCTBO WX BBINOJIHEHHUS OLEHEHO
yucioM OamioB oT 61 no 85,9, 4TO COOTBETCTBYET MOPOTOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
pe3ysIbTaTOB OOyUEHHUS.

PesyabTaT 00yueHusi cuuTaercsi Hec)OPMHPOBAHHBIM, €CJIM CTYIEHT MPU BBINOJIHEHUH
3aJaHUil HEe JIEMOHCTPUpPYET 3HAaHUI yueOHOro Marepuana, JOMYCKaeT OIIMOKH, HEYBEPEHHO, C
OOJBIIMMU 3aTPyJHEHUSMHU BBIMOJHAET 3aJaHUSA, HE JIEMOHCTPUPYET HEOOXOIUMBIX YMEHHUH,
Ka4eCTBO BBHIMOJHEHHBIX 3a/laHUil HE COOTBETCTBYET YCTAHOBJICHHBIM TPEeOOBaHUSAM, KaueCTBO HX
BBINOJIHEHHS OLIEHEHO YMCIIOM 0ayioB HUXKE 61, 4TO COOTBETCTBYET 1OMIOPOrOBOMY YPOBHIO.
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®opMbI TEKYLIEr0 KOHTPOJIS yCeBaeMOCTH

(I)OprI TEKYIIEro KOHTPOJIs KommyectBo KonmuecTtBo 6amios Makc. BoO3M.
KOHTPOJBHBIX 3a | KOHTP.TOUKY KOJI-BO OaijioB
TOYCK
VYCTHBIH 0ONpOC M0 TeMaM JICKIIHOHHBIX 3aHATHH 9 3 27
BeimonHeHune npukiaaHbIX 3a1a4 (ketica) 7 6 42
3amuTa IpaKTHIecKuXx padbor 4 5 20
TBopueckuii peTHHT (yIacTHe B KOHPEPCHIINAX, 1 11 11
OJINMITHAAAX | T.II.)
100 6aJs10B

Cucrema OLICHUBAaHUsA IIPEACTABJICHA B JJICKTPOHHOM y‘le6HOM Kypc€ 10 AUCHHUILINHE
http://sdo.tolgas.ru/.

8.2. TumnoBble KOHTpPOJbHBbIC 3aJaHus WM HHble MarTepuansl aua TEKYIIET'O
KOHTPOJIA YCIIEBAEMOCTH

8.2.1. TumnoBble 3aJaHUsi K TPAKTHYECKHM (CEMHHAPCKMM) 3aHATHAM  (TEMBI
JIOKJIa7I0B/COOOIIICHHH )

Temvbl pechepamos (3cce, 00k1a008)
1. Oco0OeHHOCTH OpraHu3aluy JIeATEIbHOCTH MPENNpHUITHI Ccepbl CepBHCA, OKa3bIBAIOIIUX
OBITOBBIC YCIIYTH HACEJICHHUIO (TyPHUCTUYECKHE YCIYTH, YCIYTH CPEACTB pa3MEIleHUs, YCIyTu
OOIIECTBEHHOTO MUTAHMSI, YCIYTH POSHUYHON TOPTOBIIH U JIp).

2. 3aKOHOAATETLCTBO B chepe yCIIyrT.

3. OcobeHHOCTH Cephl yCIyT.

4. XapakTepuCcTUKa MOJIENIEH MpoLecca OKAa3aHUs YCIYTH Pa3IMYHBIMU MPEANPUATHIMUA cepsl
cepBuca.

S. XapakTepHucTuKa CBONCTB 3KOHOMUYECKON (IIPOM3BOACTBEHHOM) CUCTEMBI.

6. Knaccudukanus npennpuatuii  chepsl cepBUca 1O  pa3iIWYHBIM  NpU3HaKaMm  (popme
COOCTBEHHOCTH, MOIIHOCTH, YPOBHIO CHEIHMAJIM3allMd, BpPEMEHH JACUCTBUS, (opme
00CITy’)KUBaHUS U T.I1.)

7 [TocTpoenne Moenu MPOU3BOICTBEHHO-aIMHHUACTPATHBHON CTPYKTYPBI IPEATPUSITHSL.

8. @DaKTOpbI, BAUAIOIINE HA TPOU3BOICTBEHHYIO CTPYKTYpY NPEeaNpusaTHil chepbl cepBuca.

9 [TocTpoenne Moenu NPOU3BOCTBEHHO-TEXHOJIOTHYECKOM CTPYKTYPBhI MPEATIPUATHS.

10. [TapameTpsl OLIEHKH KayecTBa YCIIYT.

11. [TopsioK OLIEHKH KauecTBa 00CITy)KMBaHHsI KIIMEHTOB.

12.  Tloxa3aTenu KadecTBa JUIS Pa3IMYHBIX BUIOB YCIYT (MaTepUaTbHBIX U HEMAaTEPHAIBHBIX ).

13. Oco0eHHOCTH YCITYT, BIMSIONINME HAa BEIOOP TTOKa3aTenel KauecTna.

14. [Toxazarenu, XapakTepU3YIOLIUE COLMAIbHO-3KOHOMMUYECKYIO 3()()EKTUBHOCTh MEPONPUATUI
10 TIOBBIIIEHUIO KaueCcTBa MPOAYKIIUH, YCIYT.

15.  TlorpeOuTenbckue OXKHUIAHUS MIPH OLIEHKE Ka4eCcTBa YCIYT HAa OCHOBE KIIIOUEBBIX (haKTOPOB.

16. CrniocoObl H3y4eHHsl yAOBIETBOPEHHOCTH MTOTPEOUTENIEH KaueCTBOM YCIIYT.

17. Knaccudukanus ¢pakropos, GopMUPYIOIIUX Ka4eCTBO OBITOBOM YCITYTH.

18.  Xapakrtepuctuka (pakTOpPOB, OMPEICISIONINX Ka9eCTBO UCTIOITHEHUS YCIYTH.

19.  Xapakrepuctuka GpakTOpOB, ONPEAEISIONIMX KaueCTBO OOCITYKUBAHHUSL.

20. Oransl U ¢akTopsl (HOPMUPOBAHMS KauecTBa KOHKPETHBIX yciayr ([0  3aJaHUIo
npenojaBaress). opMbl U METO/IbI KOHTPOJISE Ka4ecTBA MPOILYKIMH, YCIYT, UCIIOIb3yeMble Ha
OpenpUsATHIX cepbl cepBuUca.

21.  Ponp oOcmyxuBaHUS MOTpeOUTENIEH B MOBBIIMIEHUH KOHKYPEHTOCIIOCOOHOCTH MpEIIpUsTHHA
cdepsl cepBuca

22.  XapaKkTepUCTHKa KOHKPETHBIX BUJOB YCIYT U (hOpM OOCITY>KUBAHHS TOTPEOUTEIIS C YIETOM UX

0coOeHHOCTeH (110 3a/TaHHUI0 TIPETIOIaBaATEIs).
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[IporpeccuBHbie GOPMBI 0OCTYKHBAHUS TOTPEOUTETICH.

Hanpasnenus nosbimeHust 3¢ (HeKTUBHOCTH 00CTYKHUBAHUS.

[ToHsiTHE M OCHOBHBIE ClIaraeMBbIe KYJIbTYPBI OOCITYKHBAaHHSL.

TpeOoBanus K mepcoHary NpeanpUsITHl Chepbl CEpPBUCA B COOTBETCTBHH C MEXyHAPOJHBIMU
CTaH/IapTaMH.

[TpuHIMTBL ¥ CIOCOOBI PETYIMPOBAHUS OIUIATHI TPY/AA HAa IPEANIPUATHIX chepbl cepBuUca.

Oco0eHHOCTH CTaHAAPTU3ALUH YCIIYT.

3apyOesKHBIN OIBIT CTAHJAPTU3ALUH YCIIYT.

Obs3arenbHas U 100pOBOJIbHAS cepTU(DUKALIUS IPOTYKIIUU U YCIYT.

Oco0eHHOCTH U MOPSAJOK IPOBEAECHUS CEPTU(PUKALIUN YCIIYT.

MHCTIEKIIMOHHBIA KOHTPOJIb CePTU(DUITUPOBAHHBIX YCIIYT.

['ocymapcTBeHHBIH Haa30p M KOHTPOJb 3a COOJIOAECHHUEM 00s3aTeNlbHBIX TpeOOBaHUMI
TOCYyJapCTBEHHBIX  CTAaHJAPTOB M  MpaBWJI  00sA3aTeNbHOW  cepTUUKAMM U 32
CepTUPHUKALMOHHBIMH YCIyTaMH.

OnpiT cTanaapTuzanuu yeuyr @paniy3ckoi opranuzanuu 1no craaaprusanuu (AGHOP).
OmnbiT MexaynapoaHoit Genepanuu oyxrantepos (IFAC).

OcoOeHHocTH 3apy0OeXHBIX MOAXOAOB K CTaHAApTU3ALMU yCIAyT, MpPUEMIEMBIX IS
OTEYECTBEHHOHN CTaHAapTU3ALIUY.

Cocrasmnsromue npoekra «I modanbHoM HHPOPMATMOHHON HHPPACTPYKTYPHD».

8.2.2. Tunoskie 3alaYM 1JIsl PEIICHUA HA IPAKTUYCCKUX 3aHATUAX

IIpakTnueckas padora 1.CtpyKkTypa nporecca OKa3aHus yCIyTu
Buinonnume komnaexcroe 3aoanue
JlaTb onucaHue KOHKPETHOM yCIIyTH.

[TocTpouTh cXeMy MpoLECCa OKa3aHUs YCIIyTH.
Onpenenutsb cojiepaHue padoT, BUJOB MIPOLECCOB U MOCIEI0BATEIbHOCTb UX BHITOJIHEHUS.
3aroaHUTH TabIUIIbL, NpezicTaBieHHble B YMIL

IIpakTnyeckas padora 2. XapakTepucTHKA NpeANPUATHS cdepbl cepBUCca
Buinonnume komnnexcroe 3adanue

[Tepeuncnuth 0cOOEHHOCTH OpraHU3ALMU IEATEILHOCTH NMPEeANpUITUil cepsl cepBuca.
Onpenenuts paznuuus MeX1y MaTepUaIbHBIMU U HEMAaTEPUAILHBIMU YCIIyTaMHU.
[TocTpouTts MosieNb IPEANPUATHS ChEPBI cCepBUCA.

Jatb knaccuukanuio npeanpusTus 0 BCEM MPpU3HAKaM.

ITocTponTh MOZENB MPOU3BOICTBEHHO-aIMUHUCTPATUBHON CTPYKTYPBI IIPEATIPUSITHS.
ITocTpouTs MOAENB MPOU3BOICTBEHHO-TEXHOJIOTMYECKOU CTPYKTYPBI IIPEANIPUATHS.

IIpakTnyeckas padora 3. AHanNMU3 NPUYUH U (HAKTOPOB, BIUAIONINX HA KAYECTBO YCIYyTH
Bvinonnums xomniekcHoe 3a0anue

YcTaHoBUTH 3Tanbl (OPMHUPOBAHUS KOHKPETHOW YCIYTHM M BHJIBI JEATEIBHOCTH HAa KaXXIOM
JTarne.

Omnpenenuts GakTopsl, GOPMUPYIOLINE KAUECTBO YCIYT'H HAa KaXKIOM JdTarle.

IToctpouts nuarpammy Mcukasel.
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IIpakTyeckas padora 4.0Onucanue npouecca OKa3aHus yCIyTd

o gk whE

Boinonnumo xomnnexcroe 3a0anue

JlaTh KpaTKoe OMHCaHue Mporecca.

OmnpenenuTh e MPoIecca, BXOAbI U BBIXOJIBL.

YCcTaHOBUTH CyOIPOIIECCHI, HEOOXOIUMBIE PECYPCHI.

Onucarb CTpYKTYpy Ipoliecca.

OrnpeaenuTb KOHTPOJIMPYEMBIE ITapaMeTpPhl MPoIiecca, METOIbl U3MEPEHUS STUX MapaMETPOB.
[epeuncnutk nokazatenan 3PPEKTUBHOCTH U PE3YJIbTATUBHOCTH MpoOLIECcCa.

IIpakTnueckas padora 5.0nucanye xapakTEpUCTUK KayecTBa TPy/a IepcoHalia IPpeaIpUsITHUS

chepsl cepBrca

&

Buinoanume komniexcroe 3a0anue

OnpenenuTs 1eNb NIPOBEIEHUS UCCIEJOBAaHUH YI0BIETBOPEHHOCTH OTpEOUTENIEH.
VYcTaHOBUTH OCHOBHBIE METO/bI UCCIEAOBAHUS yIOBIETBOPEHHOCTH MMOTPEOUTENEH ISt
paccMaTpuBaeMoOro NPEANPUATHS U BUAA YCIIYT.

Onpenenutp, KTO SIBISIETCA TOTPEOUTENEH YCIYTH.

Pa3paboTaTh aHKETY HCCIIEI0BaHUS YAOBIETBOPEHHOCTH OTPEOUTENEH.

IIpeioxxuTh nporpeccuBHbIE POPMBI 00CTYKUBAHUS OTPEOUTENEH U1 JAHHOW YCIYTH.

IIpakTnyeckas padora 6.0nucanne xapakTepUCTHK KayecTBa Tpy/a IepcoHaia IpeanpusIThs

cthepsl cepBrca

R A

Boinonnume xomnaexcroe 3a0anue

O3HAaKOMUTBCS C MOHATUSAMU KadecTBa TpyJa.

Onpenenuts NepcoHAT NPEANPUATUS CEPBUCA.

VYka3aTh XapaKTepUCTUKU KauecTBa TPYAA NepcoHaa

VY cTaHOBUTH KaueCTBEHHBIE XapakTepuUCTUKH nepcoHana corsiacHo ['OCT P CO 9004.

IIpakTnueckass padora 7.OpraHuzanusi JAEATENBHOCTH M oOecreueHue KayecTBa Ha

OpeNnpUATHSIX chepbl cepBUCca

oakrwhE

Boinonnume xomnaexcroe 3a0anue

1. HN3yuuth 0COOEHHOCTH (PYHKIIMOHUPOBAHUS PACCMATPUBAEMOTO MPEANPUATHS CEpBHCA.

2. OHpGHGJ’II/ITI) HOPMATUBHO-TCXHUYCCKYIHO NOKYMCHTAIIUIO [JIAI PCrilaMCHTUPOBAHHA

JesITeTbHOCTH.

JlaTh TIOJIHOE ONKMCAHKWE OPTAHU3ALNHN JEATEIbHOCTH IPEAIPUITHS.

4. Pa3paboTtaTb MepONpUATHS 1O OOECIEYEHUI0 KayecTBAa BBIMOJHEHHUS YCIYyr |
o0cCTyKMBaHUS MOTPeOUTENEH.

.

8.2.3. TunoBbie BOMPOCHI IS YCTHOTO OMPoOca

KaxoBo connanbHO€ 3HaUeHHE YCIyT?

Jaiite omnpesienieHne MOHATUSAM «YCIIYTa», «paboTay, «IOTPEeOUTENbY, «OOCITY)KUBAHHE).
Uro sBisieTcs pe3ybTaToM yCIyru?

Kakue ycinyru oTHOCATCS K MaTepuaIbHbIM?

Kakne oco0eHHOCTH OTHOCATCS K HEMaTepHATbHBIM?

HazoBure ocobeHHOCTH chephl yCIyT.
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UTo 03HaYaeT HECOXPAHAEMOCTh yCIyru?

KakoBa cTpykTypa mpou3BOJICTBEHHOTO Ipolecca’?

KakoBbI MpUHIUIIBI pallMOHAIBHON OpPraHU3aIMy TPOU3BOJACTBEHHOIO Mpoliecca?

KakoBa cTpykTypa mporecca okazaHusi yciayr?

Uto Takoe BpeMs OKa3aHUs yCayr?

Kakue ¢akTopsl BIUSIOT HA BpeMst OKa3aHUs yCIIyT?

KaxoBbl yTH COKpalieH!sl BpeMEHU OKa3aHus yCayr?

KakoBbI OCHOBHBIE OCOOCHHOCTH OpTaHU3ALUH JIEATEILHOCTH MPEANpUiTUii cpepsl cepBuca?

KaxoBbI cocTaBisionye MoeNu IPpeanpusITHs KaK OTKPBITON MPON3BOJACTBEHHON CHCTEMBbI?

Uto Takoe CTpyKTypa npeanpusaTus?

UTto Takoe Mpou3BOJCTBEHHO-aAMUHUCTPATUBHAS CTPYKTYpa IPEANPUATHS?

Urto Takoe Mpou3BOJICTBEHHO-TEXHOJIOTHYECKAas CTPYKTYpa MPEANPUATUS?

Kakue GakTopsl BIUSIOT HA CTPYKTYPY MPEAPUATHS?

Jaiite onpezeneHne NOHATUN «KaueCTBO MPOIYKLIUNY», «KAUECTBO yCIYTH».

Kakue nokaszarenu xapakTepus3yroT KaueCTBO IPOIYKIIUH, YCIyTru?

Ha xakux sTamax mpou3BOACTBEHHOTO mpoiiecca (GOpMUPYETCsl KaueCTBO MPOTYKIIUU?

Kakue gakTopsl BIUSIOT HA KAYECTBO MPOAYKIIHH, YCIYT?

Kakue TpeboBanus mpeIbsaBIsSIOTCS K OpraHU3aI[i KOHTPOJIS Ka4ecTBa MPOYKIINH, YCIyr?

KakoBbI npuHIMITBI OpraHU3aIMi KOHTPOJIS KauyecTBa MPOYKIIUH, YCITYT?
Kakne ¢opmbl ¥ MeTOABI KOHTPOJNS KadecTBa MPOAYKIUH, YCIYT UCHOIB3YIOTCS Ha
IPEIIPUATUSIX ?

KaxoBblI posib 1 MECTO yIpaBiIeHHs KAY€CTBOM B CHCTEME YIPABJICHHUS MPEATPUATUEM?

Uro Takoe cuctema ynpaBlieHUsI KayeCTBOM?
Kakue mokazarenu XxapakTepH3ylT COLMATbHO-3KOHOMUYECKYIO 3Q(EKTUBHOCTh MEPOIIPUSATHIA
I10 MOBBIILIEHUIO KaYeCTBa MPOAYKLIUH, YCIYT?

KaxoBa ponp opranuzarnuu o0ciny>KuBaHus NOTpeOUTENEH B cucTeMe OKa3aHUs yCIyTru?

Kakwne ¢akTopsl BIUAIOT HA OPTaHU3ALUI0 OOCITYKUBAHUS TOTpeOUTENICH?

KaxoBbl TpeGoBanusl, peIbsBIsieMble TOTPEOUTENEM K yCiIyre?

KakoBbI mpUHIHUIIBI paIMOHAIBHOTO pa3MENICHUS MpeanpusiTuii cepsl ceppuca?

Kakumu mokazareinsiMd MOXKHO OXapaKTepH30BaTh YpPOBEHb OpraHU3allid OOCITY>KHBAaHUS

KJIIUEHTOB?

Kak xnaccuduuupyrorcs BUIbI BHITTOTHAEMBIX YCIYT?

Uro xapakTepusyeT oTpaciieBas rpymnmna yciyr?

Uro noHnMaetcs noj Gopmoii 006cTyKuBaHuUs KIUeHTa?

Kaxkue popmbl 00CTyKUBaHUS HCTIONB3YIOTCS HA MPEANPUATUAX chephl cepBuca?

[To xakuM mpu3HaKaM KaaccupuuupyroTcst Gopmbl 00CTYKUBAHUS HACETEHUS?

B ueM cyTh NOHATHS «KAaYECTBO TpyAa»?

Kakue xapakTepuCTHKN UCTIONB3YIOTCS ISl OLIEHKU KayecTBa Tpyaa’?

KaxoBbl 0COOEHHOCTH CTaHJApTU3ALNUN YCIYT?

Kakue ocobGeHHOCTH 3apyOeXHBIX MOAXOMOB K CTaHIAPTHU3AIMH YCIAYT MPHUEMIIEMbI s

OTEYECTBEHHOW CTaHJapTU3alun?

UTO OTHOCHUTCS K KOJTMYECTBEHHBIM XapaKTEPUCTUKAM KauecTBa ycayr?

UTO OTHOCHUTCS K KaUeCTBEHHBIM XapaKTepUCTHUKaM KadecTBa yCiIyr?

N3  kakux  BUJAOB  COBMECTUMOCTH  CKJIAJBIBAIOTCS  TPeOOBaHUS  COOTBETCTBUSA

(GyHKIIMOHAJILHOMY Ha3HauY€HUI0?

KaxkoBbl 00s13aTenbHBIC TPEOOBAHHS Ka4eCTBa yCIyT?

KaxkoBbl TpeboBanus k iepcoHany?

Kakue cucreMsl oOecriedeHus KauecTBa Ha POCCHICKUX MPEANPHUSATHIX CEPBUCA U3BECTHBI?

KakoBbI XapakTepuCTUKH KyJbTYPbI 00CITYKHBaHUs?
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8.2.2. TunoBbIie TeCTOBLIE 3aJaHUHA

Tema 1. CounanbHoe 3Ha4YeHue ycayr. Oco0eHHOCTH OPraHM3alMHU JAeATeJIbHOCTH NPeANnPUATHH
cepsl cepBuca
1 O couunanbHOM POCTE YCIYT CBUIETENBCTBYIOT (DaKTOPBI:
-! IpUOBLIb MPEIPUATHS B chepe yCiyT;
- 00BeM MEXIyHAPOIHOM TOProBIU yCIyTraMu;
-! TOTPEOUTETBCKUI CIIPOC HA YCIYTH;
- 00BeM MPOU3BOJCTBA U HOMEHKJIATYPbI OKa3bIBAEMBIX YCIIYT.
2 Pe3ynbTar HEMOCPEACTBEHHOTO B3aUMOACHCTBHSI UCIIOJIHUTEIS U TOTPEOUTETIS, a TAK¥Ke
COOCTBEHHAs IeATEILHOCTD MCTIOJIHUTENIS 110 YAOBJIETBOPEHUIO MOTPEOHOCTEN MOTPEOUTENS - 3TO
-! YIIOBJIETBOPEHHOCTH;
- IPOJTYKIHS,
-1 yCIyra;
-. pe3yJIbTaTUBHOCTb.
3 I[MoTpebuTensaMu yciyru MOTyT OBITh:
-. 00ILIECTBO;
-! HaCeJICHUE;
MPEINpUsTHE;
Ipa)x1aHuH;
-! BCE BBIIIIE [IEPEUNCIIEHHOE.
4 HemartepuanbHbIe TOTPEOHOCTH — 3TO:
- MMYILECTBO B BUJIE€ BELIEH, BKJIIOYas J€HbIU U LIEHHbIE Oymaru;
- IOCTPOIKH, 3eMJIsl, HEABMKUMOCTH;
- IOMaIlIHUE )KUBOTHEIC;
- 3JI0pOBbE YeNIOBEKa, €ro 00pa3oBaHue, KyIbTypa, 1yXOBHbIE LIEGHHOCTH.
5 Opranu3zanusi He3aBUCUMO OT €€ OPraHU3allMOHHO-TIPaBOBOM (POPMBI, a TAKKE UHIMBUTyaJIbHBIN
peIpPUHUMATENb, OKa3bIBAIOIIUE YCIYTH MOTPEOUTENSIM 10 BO3ME3THOMY TIOTOBOPY - 3TO
-. HCIOJIHUTEIb YCIYTU;
-.  JIeATEeNIbHOCTh MCIIOJIHUTEIIS;
. IOTPEOUTEND YCIYTH;
. pe3yabTaTr yCIyTH.
6 K marepranbHbIM OTPEOHOCTSIM OTHOCSIT
- 3JI0pOBbE YEIIOBEKA;
- oOpa3oBaHuUe YeloBeKa, HHPOPMAIIHS;
-! KyJIbTypa, yXOBHbIE IIEHHOCTH;
. MOCTPOMKH, 3€MJIsl, HEIBUKUMOCTb.

Tema 2. CTpyKTypa npounecca 0Ka3aHusi yCIyTra

1HecoxpaHseMOCTh YCITyTH O3HaYaeT
-1 YTO MPOLIECC OKA3aHUs YCIIYTH 3aBUCHT OT 00beMa U KauecTBa HH(pOpMAIIUH;
-! TIPUBSI3aHHOCTH K MECTY, TOPO/Y, PETHOHY;
-! 4TO ee HeJb3s 3allacTH BIIPOK;
-!  KOOpIMHALHUIO pabOT UCIOTHNTENS YCIYTH U 9KCIEePTa 0 OI[EHKE Ka4eCTBa yCIIyTH.
2 NndopmannonHas 00yciI0BICHHOCTD - 3TO
- TIpoIecC OKa3aHMs YCIYTH 3aBHCUT OT 00beMa 1 KadecTBa HH(OpMannwy;
-! TIPUBSA3aHHOCTB UX K MECTY, TOPOY, PETHOHY;
-! YCIYTH, CBSI3aHHBIE C PACITUCAHHEM M TOYHBIM BPEMEHEM HCIIOTHECHUS,
-! KOOpAMHAIMs paboT UCTIONHUTEIS YCIYTH U SKCIEPTa MO OLIEHKE KayecTBa YCIyTH.
3HerpancnopTupyeMocTs ycIyr o3Ha4daeT:
-1 YTO MPOLIECC OKA3aHUs YCIYTH 3aBUCHT OT 00beMa U KauecTBa HH(OpMAIIIH;
-! TIPUBSI3aHHOCTH MX K MECTY, TOPOJY, PETHOHY;
-! 4TO ee HeJb3s 3alacTH BIPOK;
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-! KOOPAMHAIMIO paOOT UCTIOTHHUTENSI YCIYTH U DKCIIEPTa MO OIICHKE Ka4yecTBa YCIYTH.
4 TpaHCcTIOpPTHBIE, 00pa30BaTENbHBIE, 3PETUIIHEBIE — 3TO YCIYTH
-! CBSI3aHHBIC C pAaCUCAaHUEM U TOYHBIM BPEMEHEM HCIIOJTHEHHS,
-! 3aBHCSIIKE OT 00beMa U KaduecTBa MHGOPMAIUH;
-! KOOPIMHHUPYOIIUE paboTy HCIIOTHUTENS U SKCIIETPa 10 OI[CHKE KauecTBa MPOAYKIIUH;
-! KOTOpBIC HETb3s 3aIacTH BIIPOK.
5 Lenoe, co3nanHOE M3 YaCTEH U 3JIEMEHTOB JUIS IeJICHANPABICHHON JACATEIIbHOCTH — ITO:
-I CHUCTEMa,
-! 1elib;
-!  TIpEeANpHsTHUE;
-! JIeSTEbHOCTD.
6 [l 1r0001 cuCcTeMBI XapaKTepHBI TAaKWE CBOMCTBA (MCKIIFOUHTE JIUIITHEE):
-! CHCTEMa CTPEMHTCS K CAMOCOXPAHCHUIO;
-! CUCTEeMa MMeEET IMOTPEOHOCTh B yIIPABIICHUH,
-! B cucteMe pOPMUPYETCS CIIOKHASL 3aBHCUMOCTh OT CBOMCTB BXO/ISIIIUX B HEE JIEMEHTOB U
MOJICHICTEM;
-! HECNOCOOHOCTH a/IalITUPOBATHCS K U3MCHSOIIUMCS YCIIOBHUSIM.

Tema 3. Ilpennpusitue cepbl cepBUCca KAK NPOU3BOJACTBEHHASI CHCTEMA

1 O6mume npu3HaKy Ki1accuPpUKay NPeANPUATUI (UCKITIOUUTE JTUIITHEE):

-: popma COOCTBEHHOCTH;

-! HAIMYKE TIPAB IOPUINYECKOTO JIUIA, BU FOPUINIECCKOTO JIUIIA;

-! MOIIHOCTbH MPEINPUATHS;

-! TIOPSJIOK cOOpa M pean3aliy 3aKa30B.
2 Crienpuduueckue Mpu3HaKK, TPUCYIIHE TOJIBKO cepe cepBuca (HaliauTe JTUIIHEE):
BpeMsI JICHCTBUS;

- TUI MIPOU3BO/ICTBA;

-I MeTo1 00CITy)KMBaHUs TIOTPEOUTEIICH;

-! Ka4eCTBO MPEJOCTABISIEMBIX YCIIYT.

3 ®opma cOOCTBEHHOCTH OIpeJIeIIseT:

-! IOPSAZOK (POPMUPOBAHHSI UMYIIECTBA MPEANPUATHS, POPMUPYET BECh MEXaHU3M XO3SHCTBOBAHUS
(GUpPMBI, €e IKOHOMHUYECKYIO TMOJIMTHKY, BIMSET Ha MOCTPOEHHE NPOU3BOACTBEHHOU CTPYKTYpPHI U
OpraHU3aIMOHHON CTPYKTYPHI YIIPABJICHUS H JIp;

-! BIMSHUE HA YYETHYIO MOJIMTHKY HPEANpPHUATHSA, Ha (POPMUPOBAHUE YKOHOMMUYECKUX PE3yJIbTaToOB
NesITeTbHOCTH;

-!  OpraHU3aIlOHHO-TIPAaBOBBIE TPAHUIIBI JCSITEIBHOCTH TPEANPHUITHAS W OKa3bIBaeT BIMSHUE Ha
OpraHu3alUI0 YIPaBICHUS NPEANPUITHEM;

-! OpPraHU3aIHi0 OCHOBHBIX (TEXHOJIOTHYECKHX ) MPOLIECCOB BHITIOIHEHHUS YCIYT,0CYIIECTBISET MTOA00D
U MOATOTOBKY NEpCOHaNa, BIUIEeT Ha (OpMBbl OPraHU3AIMU TPY/Ia.

4 Kakwe mapaMeTpel XapaKTEpU3YIOT pECypChl OpraHU3allMOHHON CTPYKTYpBI  yIIPaBIICHUS
peanpUsTHEM

- pa3Mepbl W XapakTep INPOU3BOACTBEHHBIX TIUIOMACH, TEPPUTOPHH TPEANIPHATHS, KOMMY-
HUKAIMH, BOSMOXXHOCTb PacUIMpPEHHUS;

-! CTETeHb MPOTPECCUBHOCTH M THOKOCTH TEXHOJOTHUECKUX TPOIIECCOB BBIOIHEHHS YCIYT, BO3-
MOYKHOCTH MX JaJbHEWIIEero COBEpPIICHCTBOBAHUS, HAIMYNE MWHHOBAIMOHHBIX pa3pabOTOK MO HOBBIM
BUJIaM YCIIYT;

- TMOKOCTh ¥ aJaNTUBHOCTH YNPABIAIOMIEH CHUCTEMbI, KayecTBO IMPHUHATUS YIPABICHUYECKHX
peIeH A, SKOHOMHUIHOCTD CTPYKTYPHI;

-! COCTOSIHUE aKTHBOB, JINKBHIHOCTb.

5 NHpopManimoHHbIE PECYPCHI — ITO:

-, pa3Mepbl M XapakTep MPOM3BOJCTBEHHBIX IUIOIIAZCH, TEPPUTOPUU MPEINPUATHS, KOMMY-
HUKAIHi{, BO3SMOXHOCTh PACIIHPEHHS,;

-. XapakTtep MH(QOpPMaIUK O caMOi MPOM3BOJICTBEHHOM CHCTEME M BHEIIHEH cpelie, BO3MOKHOCTb
TIOBBIIIICHUS €€ Ka4eCTBa;
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-. mpodecCuoHANBHBIN, KBATU(UKAITMOHHBIN, AeMorpaduIecKuil COCTaB IMepcoHaa;

-! COCTOSIHUE aKTHBOB, JINKBUIHOCTH, HAIUYHE KPEIUTHBIX JTUHUH.
6duHAHCOBBIE PECYPCHI — ATO:

-, pa3Mepbl M XapakTep IPOU3BOJCTBEHHBIX IUIOUIA/IEH, TEPPUTOPUU MPEANPUATUSA, KOMMY-
HUKAI1H, BOSMOXHOCTb PaCLIMPEHMS;

-I XapakTep MH(QOpPMAIMK O caMOil MIPOM3BOJICTBEHHON CUCTEME M BHEIIHEH cpelie, BO3MOKHOCTb
HIOBBIIIEHUS €€ Ka4eCTBa;

-: IpoeCCUOHANBHBIN, KBATU(UKAIMOHHBIN, IeMOrpaUuecKuii CoCTaB MepCoHaa;

-! COCTOSIHAE aKTHBOB, JINKBUTHOCTh, HAJIMYKE KPEIUTHBIX JTUHUH.

Tema 4. IlonsiTHe U MOKAa3aTeJH KA4YeCTBA YCJIYT M NPOXYKIUHA

1 Ykaxure, kakas rpymnmna (pakropoB He (POPMUPYET KAa4ECTBO YCIYTH:
-, Tpynmna (akToOpoB, ONPEICINSIONIas KAuyeCTBO HCIOJHEHHS YCIYTH W Y4YUTHIBAIOIIas,
HAaCKOJIbKO 3()(hEeKTUBHO NPOBE/IeHa KOMIUIEKCHAs TIOJrOTOBKA BBIIOJIHEHUS YCIYT;
- rpymma $pakTopoB, ONpPEACISIONIas IPUPOCT KOJTMYECTBA TOTPEOUTENEH;
-, Tpynna ¢akTOpoB, OKa3bIBaloOIasi CYLIECTBEHHOE BIIMSHUE Ha OOECleYeHHe KayecTBa
00CITyKMBaHUS KIHCHTOB;
-. rpynna (axkTopoB, BIMAMONIAS KAaK HA KayeCTBO MCIIOJHEHUS YCIYTH, TaK U Ha KauecTBO
00CITyKMBaHUS KIMCHTOB.
2 CrenieHb IPOrPECCUBHOCTU TEXHOJIOIMU OTHOCUTCS K CieytolIe rpymmne (GakTopoB:
->  rpynna (akTopoB, OINpeAeNsIolas KaueCTBO HCIOJHEHHUS YCIYTH M YYUTHIBAIOLIAf,
HAaCKOJIbKO 3()()EeKTUBHO NPOBe/IeHa KOMIUIEKCHAs IIOJIrOTOBKA BBIIOJIHEHHS YCIYT;
- Tpynmna (akTopoB, ONpEAENSIONIas MPUPOCT KOJIMYECTBA TOTpEOHTENeH B pe3ysbTare
MIOBBIIIIEHUS KAUeCTBa OKa3aHUs YCIIyTH;
-.  rpymma (akTopoB, OKa3bIBaOUIas CYIIECTBEHHOE BIHMSHHE Ha OOECleuYeHHe KadyecTBa
00CITy’)KUBaHUSI KIINEHTOB;
-1 rpynna (axkTopoB, BIUSIONIAS KaK HAa KayecTBO MCIOJHEHUs YCIYrd, TaK U Ha KayecTBO
00CITy>)KUBaHHSI KIIUEHTOB.
3 ®axTopsl, popMUpPYIOIIHE KAYECTBO YCIYTH, 3aBHCAT OT:
sTana GOpMHUPOBAHUS YCIIYTH;
. OpraHu3anuyu 1 QyHKIIMOHUPOBAHUH MPOU3BOACTBEHHOIO IPOIIECCa;
- TOYKH 3PEHUS IPOU3BOIAUTEINS YCIYTH;
- YpOBHS TEXHUYECKOM OCHAILIEHHOCTH.
4 Tloka3arenb MPOU3BOAUTENLHOCTH MTOKA3bIBAET:
-: 3¢ (eKTUBHOCTH TPy/la B MaTepUaIbHOM IIPOU3BOJICTBE;
- Kako#i 00beM NPOJYKIIMH MOXKET ObITh BBIMYLIEH C IMOMOIIbIO OLIEHUBAEMOM MPOIYKIIHUU
WIM Kakoi 00beM NPOM3BOJACTBEHHBIX YCIYT MOXET OBbITh OKa3aH 3a OIpe/lelIeHHbIN
IIPOMEXYTOK BPEMEHH;
-! T0JIE3HBIN 2PPEKT OT UCTIOTB30BAHUS POAYKILINH;
-. KauecTBO U3AeNus
5 be30Tka3HOCTh, COXpPaHAEMOCTb, PEMOHTONPUTOJHOCTh, a TaKK€  JIOJTOBEYHOCTh W3JETHs
XapaKTepU3yeT:
-! TMIOKa3aTejb TEXHOJOTUYHOCTH;
- I0Ka3aTeIb COXPAHHOCTH;
- IOKa3aTesb Ha/IeKHOCTH;
-. KauecTBO M3JEIHS.
6 Ilokaszarenu TEXHOJOTHYHOCTH XapaKTEPU3YIOT:
-: 3¢ (eKTUBHOCTH MPOU3BOACTBA MPU U3TOTOBJICHUU U PEMOHTE MPOAYKIIH;
- YpOBEHb HCIIOJb3YEMbIX TEXHOJIOTMH Al OOecrneueHus: BBICOKOM MPOU3BOIUTENILHOCTH
TpyZa IPU U3TOTOBJIEHUU U PEMOHTE ITPOIYKIINH;
-. 3(pPeKTUBHOCTh KOHCTPYKTOPCKO-TEXHOJIOTMYECKUX PEIIeHU Al 00ecredeHHs] BhICOKOM
IIPOU3BOIUTENBHOCTH TPYAA IIPU U3TOTOBJIEHUN U PEMOHTE MPOIYKIIUH.
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Tema 5. @akTopbl, GopMUpPYHOIIHE KAYECTBO YCJIAYT U NPOAYKIMHA

1 Ykaxurte, kakas rpynna (akropoB HEe GOPMUPYET KaueCTBO YCIYTH:
- rpynma (akTopoB,  OmpeAeNnsionias KauyeCTBO HCHOJIHEHUS YCIYIM M YYWTHIBAIOLIAs,
HACKOJIbKO 3(h(heKTHUBHO IPOBEIeHa KOMILJIEKCHAS MTOATOTOBKA BBHITIOIHEHUS YCIIYT;
- rpymnmna ¢pakTopoB, ONpPEAENSIONas IPUPOCT KOJTMUYECTBA TOTPEOUTENCH;
-1 rpymnmna (axkTopoB, OKa3bIBaIOLIas CYIIECTBEHHOE BIUSHUE Ha oOOecleueHue KauecTBa
00CITyKMBaHUS KIHCHTOB;
-: Tpynmna (akTopoB, BIMSIONIAS KAaK HAa KAa4eCTBO HCIOJHEHHUS YCIYTd, TaK U HAa KaueCTBO
00CTyKMBaHUS KJIMCHTOB.
2 CreneHb MPOrPECCUBHOCTH TEXHOJIOTHH OTHOCUTCS K CIeyIolIel rpynmne GpakTopos:
- rpynma (akTopoB,  OmpeAensionias KauyeCTBO HCIOJIHEHUS YCIYIM W YYHUTHIBAIOIIAs,
HACKOJIbKO 3(h(peKTHUBHO IPpOBEeHa KOMILJIEKCHAS MTOATOTOBKA BHITIOIHEHUS YCIIYT;
- Tpynmna (akTopoB, ONpEAENSIONIas MPUPOCT KOJIMYECTBA TOTpeOHTENeH B pe3yibTare
MOBBILICHUS KAY€CTBA OKA3aHUS YCIYTH;
-, Tpynna ¢akTOpOB, OKa3bIBAalOIIAsi CYINIECTBEHHOE BIIMSHUE Ha OOECIeYeHne KauecTBa
00CITyKMBaHUS KIHNEHTOB;
- Tpynmna (akTopoB, BIHIOMIAS KaK Ha Ka4eCTBO HMCIOJHEHHs YCIYrH, TaK ¥ Ha KadyecCTBO
00CITyKMBaHUS KJIMEHTOB.
3 ®akTopsl, GOPMUPYIOIIHE KAYECTBO YCIYTH, 3aBUCST OT:
-: 9Tana (GopMUPOBAHUS YCIYTH;
-! opraHu3anuy U GyHKIMOHUPOBAHUH ITPOU3BOACTBEHHOTO TIPOIIECCa;
-1 TOUKH 3pEHUS IPOU3BOUTEINS YCIYTH;
-! YPOBHS TEXHUYECKOH OCHAIIEHHOCTH.
4 Ecnu yciyra okazaHa IpU MUHUMAJIBHBIX 3aTpaTax BPEMEHU KIMEHTa, yCIyra BICOKOTO KauyecTBa,
1I€HAa 3a YCIYTI'y IpUeMiieMa, a ycllyra Oka3aHa B yCTaHOBJIEHHBIE CPOKH, TO TaKasl yCIIyra CUUTAeTCs:
-. QyHKIIMOHAIBHOM;
. IOTPEOUTENBCKOM;
. MaTepUaIbHOM;
-1 KOHKYPEHTOCIIOCOOHOM.
5 KauecTtBo, accOpTUMEHT, Il€Ha, TapaHTUH, COLHUAIbHAS NPECTHKHOCTh YCIYT MpearnpHsTHs,
ynoOCTBO  MecTa  pacloJIOKEHUS — MPEINpUsTHS, COMUAIBHBIA  CTAaTyC €ro  KIHMEHTYPHI,
IPUBJIEKATEIbHOCTh PEKJIaMbl M pa3HOOOpa3ve METOJ0B CTUMYJIMpPOBaHMUA CObITa — BCE 3TO
KOMITOHEHTHI:
-:TpebOBaHU OTpeOUTENS;
-! UIMHUJ[KA TIPEATPUSATHS;
- TIOJIUTHKY TIPEATPUSTHUS;
-:YZIOBIETBOPEHHOCTH MOTPEOUTETISI.

Tema 6. 3axaun U GopMBbI OPraHU3aLUN KOHTPOJISI KA4eCTBa YCJIYT U MPOAYKIHH

1 TexHuueckuii KOHTPOJIb HA IPEAIPUATHN HE TIPEAHA3HAYEH JUIA:
- obecredeHus BBITyCKa MPOAYKIHH (YCIYT), COOTBETCTBYIOIIMX TPEOOBAHUSM TEXHUUYECKOU
JOKYMEHTAIMH U M0KETaHUSAM 3aKa3unKa;
-: CIIOCOOCTBOBAHMSI BHITIOJIHEHUIO YCIYT C HAUMEHBIIUMU 3aTpaTaMu BPEMEHU U CPEJICTB;
BO3MO>KHOCTH 3KCIIEPUMEHTAJILHON MPOBEPKH I1apaMETPOB HOBOM MPOAYKLINH;
-: MPEJOCTaBJICHUSI UCXOJHBIX JaHHBIX U MAaTEPHAIOB, KOTOPbIE MOTYT OBITH MCIIOJIB30BAaHbI B
LEJIAX pa3paboTKU MEPONPHUATHIA IO TOBBIIIEHUIO Ka4eCTBa YCIYT.
2 HckmarouyuTe NpPUHLNI, KOTOPBIM HE OTHOCUTCS K PALMOHAIBHOM OPraHW3aldd TEXHUYECKOTO
KOHTPOJISL:
- TEXHUYECKUN KOHTPOJb JOJDKEH OXBAaThIBATH BCE DJIEMEHTHI M CTaJUM MIpOLEcca OKa3aHUs
yCIIyTH;
- TE€XHUKA, METOAbl W OpraHU3alMOHHBIE (OPMBI KOHTPOJS JIOJDKHBI IOJHOCTBIO
COOTBETCTBOBATh OCOOEHHOCTSIM TEXHHMKH, TEXHOJIOTMM M OpraHM3allid Mpollecca OKa3aHUs
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yeiyr;
-2 3¢(eKTUBHOCTh paIlMOHATHHON OpPraHU3allii KOHTPOJS B IIEJIOM U OTAEIHHBIX €€ 2JICMCHTOB
HE MOXKET OBITh 000CHOBaHA YKOHOMHYECKH;
- cHCTeMa KOHTPOJIS JOJDKHA OOECTIeurMBaTh YETKOE  pachpesesieHne OOsS3aHHOCTeH W
OTBETCTBEHHOCTH MEXIY OTACIbHBIMU UCIIOJTHUTEIISIMH.
3 [To kakoMy pHU3HAKY KJIaCCU(DUIIUPYETCST OPTaHU3AIHSI KOHTPOJIS Ka4eCcTBa YCIYT U IPOAYKIIUHU:
-1 TI0 BUJTY KOHTPOJIUPYEMBIX U3/IEITHH;
-: I10 KOJIMYECTBY OXBATHIBAEMBIX KOHTPOJIEM OTIepaIlHii;
-1 TI0 CJIO’KHOCTH BBITIOJHAEMBIX KOHTPOJIBHBIX OTICPAIIHA;
-1 10 BpEMEHH, 3aTPadye€HHOMY Ha KOHTPOJIb OJTHOTO M3JIEIIHS.
4 Tlo MecTy OCYIIECTBIICHUSI KOHTPOJILHBIX orepanuii popma opraHu3ainuy KOHTPOJISI ~ MOXKET OBITh:
-: CTAllMOHAPHBIN, JIETYYHH;
-: CTaIMOHAPHBIN, BEIOOPOYHBIN;
-: CTallMOHAPHBIN, HECTAIIMOHAPHBIH;
-1 JIETYYU, CKOJIb3SILIHIA.

Tema 7. OcHOBBI 00ecneYeHUsI KaYecTBa 00CIy:KUBAHNSA NOTPeOuTe Is1. XapaKTepUCTHKA BUI0B
yeayr u ¢gopM o0cay:KUBaHUS OTPeOUTEIs

1KauecTBO 00CTyKMBaHMSI KIMEHTOB — 3TO:
-. COBOKYIHOCTb YCJIOBUH, XapaKTEpPU3YIOIIUX yJENbHbIA BEC 3aKa30B, CIAHHBIX 3aKa3uUKy C
HIEPBOTO MPEIbSABICHUS;
-! COBOKYIHOCTH YCJIIOBUH, 00€CIIEUNBAIONINX MOTPEOUTEII0 HAMMEHBIIINE 3aTPAaThl BDEMEHU U
MaKCUMaJIbHble YA00CTBa IPU MOJIb30BAHUY YCIIyTaMH;
-! HaI4#e 0JIaro1apCTBEHHBIX OT3BIBOB Ha KAYECTBO BBIIIOJHEHHBIX YCIIYT;
- COBOKYIHOCTb YCJIOBUH, 00€CHEuMBAIONIMX HaMMEHbIINWE 3aTpaTbl BPEMEHH IpHU
M10JIb30BAHUU yCIyTraMHu.
2 YxaxuTe NoKa3areib, KOTOPbIM HEe MOXKET ObITh MCIOJIb30BAH JJIS OLEHKU KauecTBa 00CITyKUBAHUS:
-. KOJIMYECTBO BUJOB OKa3bIBAEMBIX YCIYT;
- yJIeJIbHBIN BEC YCIIYT, pealn30BaHHbBIX M0 MIPOrPECCUBHBIM (hopMaM 00CTYKUBAHHUS;
-. yZeJbHBIN BEC HEBBIIOIHEHHbIX 3aKa30B;
-! yJeNbHBIN BEC CPOUYHBIX 3aKa30B B OOIIEM KOJMUECTBE 3aKa30B.
3 Kynbrypa oOciyXuBaHUS 3TO:
- COBOKYIHOCTb YCJIOBHH, B KOTOPBIX MPOUCXOTUT Ipolecc OOIEeHUs] paObOTHUKOB CQepsl
YCIIYT C IOTPEOUTENEM;
-1 9THKa 00CTYKMBaHUS;
-1 COBOKYNHOCTbH YCIIOBUH, B KOTOPBIX MPOUCXOJUT Ipolecc oOueHus pabOTHUKOB cepbl
yCayr,
-1 YCIIOBUS, B KOTOPBIX IPOUCXOJIUT pa3pabOTKa yCIyT.
4 DcreTnka 00CIyKUBaHUS ITO:
- BEXJIMBOE, BHUMATEJIbHOE U J0OpOKEIaTeIbHOE OTHOIIEHUE PaOOTHUKOB cepbl yCIayr K
3aKa3ynKaM;
- COBOKYIHOCTH YCJIOBUH, B KOTOPBIX MPOMCXOJUT IpoLecc OOHIeHHs] pabOTHUKOB cepbl
yCIYyT ¢ HOTpeOUTENEM;
-2 OnaronpusaTHas o0CTaHOBKA M KOM(OPT, Co37aBaeMble 3aKa34UKy MPH MOTYYEHUH YCIIYTH;
[[BETOCBETOBOE pELICHHE (OTHAENIKa M OKpacka CT€H U TOTOJKOB, IIBET I0Ja, €CTECTBEHHOE
OCBEILEHUE, JTaMIIbl, JIFOCTPHI U Ip.).
5 KommiekcHoe 00cmyKUBaHHE MPEIoIaraer:
-1 OILIATY YCIIYT MOCJIE UX MOJIy4eHMUs,;
-. IIOJIyYE€HHUE B OJTHOM MECTE HECKOJIBKO BUJIOB YCIIYT;
-1 TMOJIy4E€HHE HECKOJIbKMX BUJIOB YCIIYT OJTHOBPEMEHHO;
-. IIOJIyYE€HUE HECKOJIBKHX YCIYT MO LEHE OJHOU
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Tema 8. XapakTepucTHKa KayecTBa TPy/Aa NePCOHAJIA NpeaANpPUsTHii cepbl cepBuca

1 CrtocoOHOCTH AOKHBIM 00Pa30M BBIOIHATE PAOOTY OMPEACIICHHON CI0KHOCTH 3TO —
-1 KauecTBO TPY[a;
- HHTEHCUBHOCTb TPY/a;
-1 CJIO)KHOCTb TPY/a;

-! pealbHOE KauyecTBO Tpy/a.
2 Yto OTHOCHUTCS K IOTEHIIMAJIbHBIM XapaKTEpUCTHUKaM KadecTBa Tpyaa

- CoJIepXKaHMe Tpya;

-1 CJOXHOCTb TPYAAQ;

-: yCJOBHUS TPY/a;
3 Kakue rpynmsl xapakTepuCcTHK KadecTBa yciyr BbiaeneHsl B UCO 9004.2

KOJINYECTBEHHBIE;

KaueCTBEHHbIE;

BCE OTBETHI BEPHBI.
4 COBOKYNHOCTb pECypCOB, HUMEIOLIUXCS B PACHOPSIKEHUM MPEANPUATHS, U CIIOCOOHOCTU €ro
COTPYAHHUKOB M MEHEIKEPOB K MCIIOJIb30BAHUIO PECYpPCOB C ILEJIbI CO3JaHMs TOBApOB, YCIYr U
[OJIyYEHUSI MaKCUMAJILHOIO JI0X0/1a - 3TO

-: [Ipou3BocTBEHHBIE TOTEHLIUAT (PUPMBI;

-. TexHuueckuil noTeHuuan GUpMsl;

- DKOHOMHUYECKHI NOTEeHIH AT (PUPMBI;

-. DKOJIOTUYECKHiA TOTEHIIHAT (PUPMBI.
5 O0beM U KayecTBO HMMEIOLIUXCSA PECYpCOB, CHOCOOHOCTU COTPYAHUKOB K BBIIOJIHEHUIO YCIYT
CEepBHCa, CIOCOOHOCTH MEHEKEPA ONTUMAIILHO UCIOIb30BaTh UMEIOLINECS Y NPEANPUATUS PECYPCHI,
MHHOBAI[MOHHBIE CHOCOOHOCTH, MH(OPMAIIMOHHBIE CIOCOOHOCTH, (PMHAHCOBBIE CIIOCOOHOCTH — BCE
3TO:

. (haKTOpBI IPOM3BOJICTBEHHOTO TOTEHIIMAJIA;
-. (paKTOpBI TEXHUUYECKOTO MOTEHINAIIA;
- (hakTOpBI FIKOHOMHUYECKOTO MOTEHIINANIA,;
-: ()aKTOpPBI IKOJIOTMUECKOr0 MOTEHIINATIA.
6Kakue mapameTpsl XapakTepU3ylOT KaJIpOBbI€ PECYpPChl IPEATPUATHS
-1 pa3Mepbl U XapakTep MPOU3BOICTBEHHBIX IUIOIMIAJCH, TEPPUTOPUH IPEATPUITHS, KOMMYHUKALIUM,
BO3MO>KHOCTb PaCIIMpPEHUS;
-1 Xapaktep MH(OpMalMHU 0 caMOil MPOU3BOJICTBEHHOM CUCTEME M BHEIIHEW cpejie, BO3MOKHOCTD
MIOBBILICHMS €€ KaUeCTBa;
-: mpodeccUOHANbHBIN, KBATU(PUKALMOHHBIH, IeMOrpapuuecKuil cocTaB MepcoHana;
-1 COCTOSIHME aKTHUBOB, JINKBUAHOCTh, HATMYME KPEAUTHBIX JTUHUM.

Tema 9. CTanapTuzanms XapakTepucTHK KauecTBa yCJayr
1 NudopmanoHHbIE pecypechl — 3TO:

- pa3Mepbl M XapakTep IPOU3BOJCTBEHHBIX IUIOMIAJEH, TEPPUTOPUH NPEANPUITUS, KOMMY-
HUKAaLlU{, BO3MOKHOCTb PacIIUpPEHMS;

-. XapakTep MHGOpMaIUK O caMOW MPOU3BOJCTBEHHONW CHUCTEME M BHEIIHEW cpejie, BO3MOKHOCTD
MOBBILIEHMS €€ KaUeCTBa;

-: mpodeccroHANbHBIN, KBATU(DUKAIIMOHHBIHN, eMorpaduueckuii cocTaB epcoHaa;

-:COCTOSIHME aKTHUBOB, JINKBUAHOCTh, HAJIMYME KPEAUTHBIX JTMHHM.
2 OUHAHCOBBIE PECYPCHI — ATO:

-pazMeppl M XapakTep NPOU3BOACTBEHHBIX IUIOIIAJAEH, TEPPUTOPUM NPEAIPUITHS, KOMMY-
HUKAaLUN, BO3SMOYKHOCTb PacIIMPEHMUS;

-. Xapaktep HH(pOpMaIMK O caMOi MPOU3BOACTBEHHON CUCTEME U BHEIIHEH cpesie, BO3MOXKHOCTh

MOBBILICHUS €€ KauecTBa;

-: IpoecCHOHANBbHBIN, KBATU(UKAIMOHHBIHN, IeMorpaduuecKuii cocTaB MepcoHaa;

-:COCTOSIHME aKTHUBOB, JINKBUAHOCTh, HATMYME KPEAUTHBIX JTMHHH.
3 VlHHOBalIMOHHBIE CIIOCOOHOCTH — 3TO:

-:CII0COOHOCTH K OOHOBJICHHIO ITPOU3BO/ICTBA, CMEHE TEXHOJIOTUH;
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-1 CIIOCOOHOCTSIMU 00padaThIBATh U «IIEPEBAPUBATHY;
-:KpPEeIMTOCTIOCOOHOCTBIIPEATIPUSATHUS, BHYTPEHHSISI U BHEUTHSS 33J0JKEHHOCTD.
4 NudopmarmoHHbIe CITOCOOHOCTH:
-:CIIOCOOHOCTH K OOHOBJICHHUIO TIPOU3BOJICTBA, CMEHE TEXHOJIOTUH;
-:CIIOCOOHOCTH 00pabaThIBATh U «IIEPEBAPHUBATHY;
-KpPEeIMTOCTIOCOOHOCTD MPEANPUATHS, BHYTPEHHSIS U BHEIIHSIS 33/10J5KEHHOCTb.
5 ®UHAHCOBBIMHU CITOCOOHOCTSIMU:
-:CIIOCOOHOCTH K OOHOBJIICHHIO TIPOM3BOICTBA, CMEHE TEXHOJIOTUH;
-:CIIOCOOHOCTH 00pabaThIBaTh U «IIEPEBAPUBATH Y,
- KpPEIUTOCTIOCOOHOCTh MPEIIPUSATHUS, BHYTPSHHSS U BHEITHSS 3a/I0JKCHHOCTb.

8.2. TunoBbie KOHTPOJIbHBbIE 32/IaHUS UJIH UHbIE MATEPHAJIbI, HEOOXOAUMBIE VIl OI[€HKHU
3HAHWI, YMEHHM i, HABBIKOB M (WJIH) ONBITA B X0/I€ IPOMEKYTOUHOM ATTECTAUM 110 JUCHHUIJINHE

®dopma npoBeeHNs TPOMEKYTOUHOM aTTecTallu 110 JAUCHUILIIMHE:

- 9K3aMeH (1o pe3yibTaTaM HaKONUTEIBHOIrO pedTHHra Win B (OpME KOMIIBIOTEPHOTO
TECTUPOBAHUS).

YcTHO-UCcbMEeHHas ¢opMma 1o Owieram Ipeanojaraercs, Kak IpaBWiIo, A CAAuu
aKaJeMUYECKOH 3a/10JKEHHOCTH.

IIpuMepHBbIii NepevyeHb BONPOCOB /ISl MOATOTOBKH K K3aMeHY
ITK-2. CniocodeH ocylecTBJIATH PA0OThHI M0 YINPABJIEHHI0 Ka4eCTBOM NMPOaAYyKIuU (padoT, ycayr)

1. CommanbHOE 3HAYCHHUE YCIYT.

JlaTh XapakTepUCTUKY OCHOBHBIM MOHATUAM Cephl yCIyr: yciayra, HoTpeOuTeny,

noTpeOHOCTH, UCTIOTHUTEINHN, 00CTYKHBAHUE, PE3YIbTAT YCIYTH, padoTa.

OcobeHHOCTH Cdephl yCIyT.

Oco0eHHOCTH OpraHU3aIuy ACITEIHHOCTU MPEANPUITHI cPepbl CEpBHUCa.

CucTeMHBIN TOAXO0 K OpraHu3aluy NpeaAnpusaTuil. CBolcTBa MPOU3BOICTBEHHBIX CHCTEM.

XapakTepucTuka MOJIETU NpeanpusaTus cepbl cepBrca Kak OTKPHITON MPOU3BOACTBEHHOMN

CUCTEMBI.

7. Bwuasl npeanpusatuii chepsl cepBuca.

8. JlaTh XapakTepUCTHUKY IPOU3BOJCTBEHHO-aIMUHUCTPATUBHON CTPYKTYpE NMPEAPUATHSI.

9. JlaTh XapakTepUCTUKY IMPOU3BOJCTBEHHO-TEXHOJIOTHIECKON CTPYKTYPE MPEIIPUSITHSL.

10. Tunsl MPOU3BOCTBA.

11. MeTo/bl OpraHu3aliy BHITIOJIHEHUS YCIIYT.

12. XapakTepucTrka 371€MEHTOB OpraHU3allK TPpy/Aa Ha MpenpuaTusx chepsl ceppruca. Hayunas
OpraHu3anus Tpyja.

13. lats xapaktepucTuKy (hopM pasjieneHus Tpya Ha IpeAnpHusITUsiX chepsl cepBuca.

14. OcHoBHBIE HaNPaBJIEHUSI COBEPIICHCTBOBAHUS Pa3AeieHUs U KOONEpalluu Tpyia Ha
IpeNpUsATHIX cepbl cepBuUca.

15. Opranuzanus paboyero Mecra 1 X IUIAHHPOBKA Kak (pakTop obecrnieueHus: KaueCTBEHHOTO
BBITIOJIHEHHSI paloT.

16. HopmupoBanue Tpyaa. Buast HOpM 1 HOpMAaTHBOB.

17. Metonibl HOpPMUPOBaHUS TPYIa.

18. YcnoBus Tpyna Kak 3JIEMEHT OpraHU3aIluy TPY/a, BIUASIONNA Ha €0 d3PPEKTUBHOCTD.

19. JTatp onpeneneHue MOHATUIO «KaYeCTBO YCIIYT U MPOIYKIIMM» U XapaKTEPUCTHKY €ro
MTOKa3aTeNeH.

20. MeTob! OlIEHKH KayecTBa YCIIYT.

21. TlorpeOuTenbCcKue OKUIAHHS TTPU OLIEHKE Ka4eCTBa YCIIYT.

22. KauecTBo 00cny)MBaHUA KIMEHTOB. [loka3zaTeny OlleHKH KayecTBa 0OCTyKUBaHUSL.

23. XapakTepucTuka (paxTopoB, GOPMHUPYIOMIHUX KaueCTBO OBITOBOM YCIYTH.

no
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3anaun v GopMBI OpraHU3alUU KOHTPOJIS Ka4ecTBa YCIYT U TPOIYKIIHH.

Posb o0ciykuBaHust OTpeOUTENEH B MOBBIIEHUH KOHKYPEHTOCIIOCOOHOCTH MPEANIPUIATUI
chepsl cepBuca.

XapaktepucTuka (pakToOpOB, BIUAIOUINX Ha paboTy ¢ TOTPEOUTEIEM.

OCHOBHBIE 1I€JTH, CTOSIIHE TP MPEAIPUATUSIME chepbl cepBrca IpU padoTe ¢
OTPEOUTEISIMHU.

MeponpusThs 10 OpraHU3aIKi Ka4eCTBEHHOTO 00CITY)KUBAaHHE TOTPEOUTENCH.

JlaTh XapakTepUCTUKY OCHOBHBIM CJIaraeéMbIM KYJIBTYpPBI OOCITY)KUBaHUS: 3TUKE, ICTETHUKE,
peKJiame yCIIyT.

Knaccudukanust popm obcmyxuBaHus oTpeduTeneil Ha npeAnpusITHsIX cepbl cepBuca.
XapaKkTepUCTUKU KauecTBa TpyAa MepCcoHaja mpeanpusaTuil chepsl cepBuca.
[TpemupoBaHue epcoHaNa Kak ojiHa UX (GOPM MOOMIPEHHS pAOOTHUKOB 32 KAYECTBEHHOE
UCTIOJIHEHUE YCIYT U MPOAYKIUH.

OOBeKTHI CTaHTAPTU3AIMH HA TIPSATIPUITUSAX CHEPBI YCITYT.

Bunsl ctangapToB, IpUMEHSIEMbIX Ha MPEINPUATHIX ChEephl CepBUCA.

[MTopsiiok ipoBeneHus 00s3aTeIbHON cepTU(UKALIUU YCITYT.

OcoOeHHOCTH CepTH(HUKAIINN YCITYT.

Oco0eHHOCTH CTaHAAPTU3AIUH YCIIYT.

3apyOeKHBIN OIBIT CTAHJAPTU3AIMH YCIYT.

[ToaTBepkIeHUE COOTBETCTBUS OBITOBBIX YCIIYT.

CranmapTu3anus XapakKTepHCTUK Ka4eCcTBa YCIIYT.



