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1. Heau u3yyeHHus: AUCHUITUHBI

Llenpro MUCHUIUIMHBI «YTpaBIEHHE KadeCTBOM YCIYI» SBISIETCS W3YyYCHHE OCHOB
yIpaBJICHUS] KaueCTBOM YCIYr yriiyOJeHHe 3HAaHWW CTYAEHTOB O (hakTopax, (HOpMHUPYIOIIUX
Ka4eCTBO M KOHKYPEHTOCIIOCOOHOCTh YCIIYT.
3amaun kypca: QopmupoBaHue oOmEH W OKOHOMHUYECKOW  KYJIbTYphl, I[OHUMAaHUS
UCTOPUYECKOH OOOCHOBAHHOCTH  SKOHOMHYECKOTO  Pa3BUTHS  IPOIECCOB M METOJIOB
KOHTPOJIS, MPOTHO3UPOBAHUS M YIPABJICHUS KAuyeCTBOM YCIYyr;  HpUOOpEeTEeHHE IMPaBOBBIX
3HAHWUU B 00JIACTH KayecTBa YCIyT, HEOOXOUMBIX MTOTPEOUTEINIO U IIPOU3BOIUTEIIO JUIS 3AIUTHI
CBOUX IPaB B PIHOYHOW 3KOHOMHUKE; ()OPMHPOBAHUE CHCTEMBI IIEHHOCTEH depe3 OCO3HaHuE
HEOOXOIMMOCTH  paIMOHAIBHOTO BBIOOPA, dopMupoBaHHE yMEHMH W  HaBBIKOB
UCTIOJIB30BaHUSI MOJIENIEH B IpOIecce MPOTHO3UPOBAHUS YCIYT;  pa3BUTHE CHOCOOHOCTEH
CTYIEHTOB K IIEPpEHOCY 3HAaHHH O 3aKOHOMEPHOCTSX MPOLECCOB IPOTHO3UPOBAHUS H
yIpaBJICHUS KAYECTBOM OJTHUX YCIYT Ha JIpyrue

2. [lepeyeHb MIIAHMPYEMBIX Pe3yJIbTATOB 00y4YeHUs M0 AMCHHUILINHE (MOIYJIIO),
COOTHECEHHBIX C IVIAHUPYEeMbIMH Pe3y/JIbTATAMH OCBOCHHS 00pa30BaTeJbHOH NPOrpPaMMbl

Komnerenuuu odyuaiomerocsi, popMmupyembie B pe3yJibTaTe 0CBOEHUSI

JUCIHIINHBI
Kon
KOMIIETEHIIUH 11O Kommerenmus
dI'OC BO

CIOCOOHOCTH YIPABJISTh ACCOPTUMEHTOM M Ka4eCTBOM TOBApOB M yCIYT,
OLICHUBATh WX Ka4eCTBO, TUArHOCTHPOBATH 1e(heKThI, 00eCcIIeunBaTh

[K-1 HEOOXOUMBIN YPOBEHb KauecTBa TOBAPOB M X COXpaHeHue, 3H(PEeKTUBHO
OCYUIECTBJISATH KOHTPOJIb KaUe€CTBa TOBAPOB U YCIIYT, IPUEMKY U YYET TOBAPOB
10 KOJIMYECTBY U KAUECTBY

TOTOBHOCTH 0OecreyrBaTh HEOOXOAUMBIN YPOBEHb KaueCTBa TOPTOBOTO
00CITyKHBaHUS

IIK-8

CTpyKTypa KOMNETCHIIUH

Komnerenmus ®opmupyembie 3YHbl

[1K-1 cnocoGHOCTH ympaBisATh
ACCOPTUMEHTOM U Ka4eCTBOM
TOBApOB U YCIIYT, OLIEHUBATh UX
Ka4eCTBO, JHATHOCTHPOBATH
nedeKThl, 00ecrneynBaTh
HEOOXOIMMBIN YPOBEHB KauecTBa
TOBAPOB U X COXpPaHEHHE,

A (PEKTUBHO OCYIIECTBISATH
KOHTPOJIb KaueCTBa TOBAPOB U
YCIIYT, TPUEMKY H Y4ET TOBapOB
0 KOJINYECTBY U KaYEeCTBY

3. 3HaTh OCHOBBI YIIPABJIEHHUS aCCOPTUMEHTOM U Ka4€CTBOM
YCIIYT, OLIEHKH U KOHTPOJISI Ka4eCTBA yCIyT

Y. yMeTh ynpaBisiTh aCCOPTUMEHTOM U KaYeCTBOM YCIYT,
OLIEHUBATh UX KaYeCTBO U AP(PEKTUBHO OCYLIECTBIAT
KOHTPOJIb KaUeCTBa yCIyT

H. ymMeTh ynpaBisiTh aCCOPTUMEHTOM U KaU€CTBOM YCIIYT,
OLICHUBATh UX Ka4eCTBO U d3()(PEKTUBHO OCYIIECTBIIATh
KOHTpPOJIb Ka4eCTBa yCIyT

3. 3HaTh TpeOoBaHUS K 00eCIIeYeHNI0 HEOOX0IMMOTO YPOBHS
KayecTBa TOPrOBOI'0 OOCITY>KUBAHHS

Y. YMeTh o1leHUTh U 00ecneunTh He0OXOIUMBIH YpOBEHB
KayecTBa TOPrOBOI'0 OOCITy>KUBAHHS

H. Briagets HaBblkaMu oOecriedeHusl HEOOXOIUMOIO YPOBHS
KayecTBa TOPrOBOT0 0OCITY>KUBAHHS

[1K-8 rotoBHOCTE 00€CIIEUNBATH
HEOOXOIUMBIN YPOBEHB KauecTBa
TOPTOBOT0 OOCTYKHUBAHUS

3. MecTo 1ucUMNIJIMHBI (MOIYJIS]) B CTPYKTYpe 00pa3oBaTe/ibHOI MPOrpaMMbl



[punagnexunocts aucuumiunsl - BJIOK 1 JUCHUTTTIMHBI (MOAYJIN): Jucuunnuna
10 BBIOODY.

[IpenmecTBytomuye TUCIHUIUIMHBI (OCBOCHHE KOTOPBIX HEOOXOAMMO [UIsl YCIEHIHOTO
OCBOCHHS JaHHOH): "DOkoHomudeckas teopus”, "Menemxment", "[lopenenne nmorpeduteneit"”,
"Vupasnenue npoaaxamu', "Murepner-mapkerunr", "MapkeTusr"

4. O0beM TUCHMILIHHBI (MOYJISA) B 3a4€THBIX eIHHUIAX ¢ YKa3aHUEeM KOJIUYecTBa

aKaJeMH4YeCKHX YaCOB, BbI/IeJIEHHBIX HA KOHTAKTHYI0 padoTy 00y4alommxcs ¢
npenojaasaresieM (Mo BUAAM y4eOHbIX 3aHATHI) M HA CAMOCTOSITEJILHYIO PadoTy

00y4arIuXxcs

OO6mast Tpy10€MKOCTh TUCIMIUIMHBI COCTABIISCT S5 3a4. e.,180 gacos.

Bt yue6Hof paboTsl KonnuectBo yacos | KonnuectBo yacos
(ounas ®O) (3aounas ®O)
KonrtakTHasi(aynuropHas) pabora
Jlexknuun 18 4

[TpakTnueckue (cem, 1ab.) 3aHATUS 54 14
CamocTosTenbpHas paboTa, BKIIOYast MOATOTOBKY K 108 162
DK3aMEHaM U 3a4eTaM
Bcero yacos 180 180

5. Copepsxkanme IUCHUIIMHBI (MOAYJIA), CTPYKTYPHPOBAHHOE IO TeMaM (pa3aeJiaM) ¢
YKa3aHHEM OTBEJEeHHOI0 HA HUX KOJMYEeCTBA aKaJeMUYeCKUX YaCOB U BHI0B Y4eOHBIX
3aHATHH

5.1. Conep:xanue pa3iei0B M CHUILTAHBI

3aouHas popma o0yueHnus

i _|Cemunap| Camo- |B nnTepa-| ®opmMbI TEKyLIET0
1'17121 P?:cﬂe;]n?];f{l\:‘ Cce;vxe ‘H:::[ JlabopaTt.| cTOAT. | KTUBHOM KOHTPOJIsA
el pu IIpakTny. pao. popme yCIeBaeMOCTH
1 KauecTBO Kak 0OBEKT 3 1 ) 30 Tecr
yIIpaBJIEHUS
p  (Cremaduia cheprr 321 2 30 Sananme
00CITy’)KUBaHUS
3 Mapkeruar . 3210 2 30 3anaHue
B3aMOOTHOIICHUH
4 [KauecTBo yciyr 32 1 4 36 3amaHue
'YropaBieHue CUCTEMOU 3a/laHue.
5 P 32 1 4 36 KoHnTponsHas
00CITy>)KMBaHUS paora
NTOT'O 4 14 162
Ounas ¢popma 00yueHus
i _|Cemunap| Camo- |B nHTepa-| ®opMbI TEKYLIET0
117:)1 Pz:l:;cne;l;nn ;f:::l Cce:/le ‘Hs::l JlaGopar.| cTOAT. | KTUBHOM KOHTPOJIA
AMCIHILE put IIpakTny. pao. popme ycIeBaeMoCTH
1 KadecTBO Kak 00BEKT 3 ) 10 20 Tecr
yIIpaBJICHUS
2 |Crneuunduka chepsr 32 2 10 22 3ananue




Cemunap| Camo- |B unTepa-| ®opmMbl TeKyLIET0
Ne Pa3gen u Tema Ceme-| JIek- P pu P ym
JlaGopatT.| CcTOAT. | KTUBHOM KOHTPOJIA
n/n AUCHHILIMHBI CTP | UMH
IlpakTuy., pao. dopme yCneBaeMoCTH
00CITy)KMBaHUS
MapKeTHuHT
3 P y 32 | 4 10 20 3ananue
B3aMMOOTHOILICHUHN
4 [KauecTtBO yciyr 32 6 12 22 3aganue
AHaMTHYECKOE
YIpaBiieHUE CUCTEMO 3a7laHue.
S 32 4 12 24
00CTyKUBaHUS KoHntposbHas
pabora
NTOTI'O 18 54 108
5.2. JlekuMOHHBbIE 3aHSATHSA, HX COEPKAHUE
Ne HaunmenoBanue
Conepxanue
/1 pa3zienoB U TEM
Ponb 1 3HaueHne KauecTBa B JOCTHKEHUH yCIIeXa KOMITAHHH.
Jleknusa 1. KauectBo
1 lkax o6nexs KOoHKYpeHTOCTIOCOOHOCTh MPOAYKIIUU U LIEHHOCTbD.
KOHKYpEeHTOCTIOCOOHOCTD MpenpusiTus 1 KadecTBo. [lonsarue
yIpaBiICHUS
KauecTBa. DBOJIOLUS MMOHATUS KaueCTBa.

) Jlexius 2. Crneunguka/OcoOeHHOCTH PBIHKA YCIYT U (DaKTOPBI, ONPEICSIISIFOIINE ITH
cdeprl o0cmyxuBanus ocodeHHOCTH. COBOKYITHOE MPEATIOKEHHE «TOBAP — YCIyTay.
Jlexnusa 3-4. [ToHsTHE, CYILIHOCTh M YPOBHU MapKeTUHIra oTHOIIEeHUM. [IonsTHE,

3 [Mapketusr CYIIHOCTh U YPOBHU MapKETUHIa OTHOILICHUH.
B3aMMOOTHOLIEHUN  |Y TOBIETBOPEHHOCTB, JIOSJILHOCTD U YAEp:KaHHUE

[IpenMmytiecTBa KaueCTBEHHOTO 00cy)uBanus. [1oaxoa61 K

4 Jlexuus 5-7. KauectBo jonpenenenuto kayecta. [loHsITHE KauecTBa yCiyr, €ro OTJINYHE OT

yCIIyr KadyecTBa MaTepUaIbHBIX TOBAa-poB. KauecTBO Kak TMHAMUYHAS
Kateropusi. MoJienu KauecTBa yciyr
Jlexums 8-9. MeToabl TPOCKTUPOBAHUS Tpoliecca 00CTyKUBaHUA. Y IPaBICHUE

5 YipaBieHue MOIIHOCTSMH. OpraHu3aius Ipouecca OKUIaHus U
CUCTEMOM KoHpurypanus. Opranuzanus paboTsl ¢ kanodaMu 1
00CITyKHBaHUS HEeZ00POCOBECTHBIMU KIMEHTAMU ouepe-JIeil.

5.3. Cemunapckue, npakTuyecKme, JJadopaTopHbie 3aHATHS, X COAepPKaHue

No paznena u
TeMEL Copepxanuie v (OpMbI IPOBEACHUS

Cemunap 1-5. KauecTBo kak 00beKT ynpanienus. [IpoBoaurcs B popme
CEMHUHAPOB IO 00OOIIEHUIO U YTITYOJICHUIO 3HAHUN C DIIEMEHTaMH JTUCKYCCUHU
OCHOBHBIE TIEpUO/IbI PA3BUTHA KadecTBAa. OCHOBHBIE TAlbl Pa3BUTHS YIIPABICHUS

1 kadecTBOM. OCHOBHBIE 3a71a4M yIIpaBieHus kauecTBOM. OOBEKTHI, CYOBEKTHI,
(yHKLIMOHAJ yIpaBIeHUS Ka4eCTBOM. THIIBI U BUJIBI METOJIOB
yrpaBiieHUs1 KauecTBOM. OCHOBHBIE TaIbl )KU3HEHHOTO KA TIPOTYKIIHH.
[TpuHIMIB OOecTIeueHus
Ka4yeCcTBa MPOTYKIIHH.
Cemunap 6-10. Crienuduka cdepst oocmyxxuBanus. [IpoBonutcs B hopme

) CEMHUHApPOB C UCIIOJIH30BAaHUEM IPYIIIOBOTO aHAJIM3a CUTYallH
[ToHsiTHE yCIyT, UX OTJIMYKE OT TOBapoB. Kitaccudukamnms ycuyr.
Crneruduyeckne 0COOCHHOCTH YCIYyTH




Ne paznena u
TEMbI

Copneprxanue u GOpMBbI IPOBEACHUS

Cemunap 11-15. Mapketunr B3aumooTHomeHui. [TpoBoautes B popme aenoBoi

UTPBI — MOJICIIMPOBAHUE CUTY-allUK y4eOHOM eI TeNbHOCTH

[Ipenmy1ecTBa MapkeTHUHra B3aumozeiicreus. [lnpamuna 3anay MapkeTHHra
OTHOIIEHHA. BBIro1pI HOTpEOHUTENS OT peann3a-Iiuu MapKeTHHTa

B3aMOOTHOIIICHUI

Cemunap 16-21. KauectBo ycnyr. [IpoBoautcs B hopme cemuHapa mo
000011IeHUIO U YIITyOJIEeHUIO 3HAaHUH C 3JIeMEHTaMU JUCKYCCUU

[TpUHIMITBI KAYECTBEHHOTO 00CTYy)XKUBaHUs. MeTo bl pa3pabOTKH U aHATTN3a
nporecca oocnyxxuBaHus. [IpuHIUNIBI yIpaBie-HUs OKUIAHUSAMU KIUCHTA.
["apaHTHM yCIIyT, IPEUMYIIECTBA UX HCTIONb30Banus. Kputepun 3¢ (heKTUBHBIX

TapaHTU.

CemuHap 22-27. YnpaiieHue cucteMoit oociryxxuanus. [IpoBoautcs B popme
ceMHHapa 1o 0000IICHUIO U YTITyOJICHUIO 3HAHHI C 3JICMEHTAMH JUCKYCCHH

MeTo bl paBpa6OTKI/I H aHaJIK3a IIponecca O6CJ'Iy>KI/IBaHI/ISI. MeTton AuarpaMMHOIo

[MPOCKTUPOBAHHA: TCXHOJIOTUA MCTOAA, MPCUMYIICCTBA U HEAOCTATKHU. MGTOI[
TOYEK COMPUKOCHOBEHUS: TEXHOJIOT U METOA, IPEUMYIIECTBA U HEAOCTATKH.
[loHsiTHE TOUYEK COMPUKOCHOBEHUSI. MeTO/] MOTPEOUTENHCKOTO CLIEHAPHS:

TCXHOJIOTHA, IPCUMYIICCTBA U HCAOCTATKHU. Meton PCUHXUHUPUHI'A

6. @oH OIEHOYHBIX CpeacTe JdA MNpoBEACHUSA l'lpOMC)KyTO‘IHOifI arrecranmm 1o

AUCHHUILINHE (MOJTHBIH TEKCT NPUBEACH B NPUIOKEHNHU K padoyeil mporpamme)

6.1. Texymuii KOHTPOJIb

KOHTpOHLHLle 3aJaHuA U
HHbIC MaTepHaJIbl, Onucanmne
3Taﬂbl HeOﬁXOHl/lele JJISl OLIEHKH HoKazaTeeil u
o oBa 3HAHUH, yMeHMii, HABBIKOB KDHTEDHEB
¢popmupos Hl’iﬂ Mepeuens (?)yHbI! u (WIH) oNbITA pHTep
N KOMIETEHIIUH 3.1...3 JIeATeIHLHOCTH OuCHIBANIH
o (l)OpMI/IpyeMbIX ( edeee .Il, 2 KOMIIETeHUUI HA
(Tema u3 N XAPAKTEPU3YIOUIMX ITANbI
H/H . KOMIIETCHIIMH y.l .. .y.n (l)O MHDOBANMS Pa3JIMYHBIX 3TAalax UxX
pabdoueii K PMHPC ¢dopmuposanus,
no ®I'OC BO H.1...H n) KOMIIeTeHIMii B Ipolecce
InporpaMmmabl elloee i - ONMMCAHHME HIKAJI
OCBOCHUS oﬁpasonaTenLHou 100
JUCUMILIHHBI) nporpaMMI ouennsanus (1o 100-
(Hanvienosanne 0aJUILHOI 1IKaJIe)
OLEHOYHOI'0 Cpe}ICTBa)
3.3HaTh OCHOBBI
TIpaBJICHUS
1. KauecTBo kak Zcfo HMEHTOM 1 1 6amn 3a
1 |oOBexT [K-1 P TecT IIPABWJIBHBII
KaueCTBOM YCIIyT,
YIIpaBJICHUS otger (10)
OIICHKH W KOHTPOJIS
KadecTBa yCiayr
H.ymerts ynpaBisiTh
ACCOPTUMEHTOM
0 2,5 GaoB 3a
KaueCTBOM YCJIYT, Ao 2,
2. Criermudpuka NIPaBUJIBHOCTh
OIICHUBATh UX KauyeCTBO
2 [chepsr TK-1 3anaHue IIPUMEHEHHUS
1 3¢ PEeKTHBHO .
00CITy)KUBaHUS KaXJI0H MOJIeNn
OCYIIECTBIISITH (10)
KOHTpPOJIb KauecTBa
ycIyT
3. MapkeTuHr Y.yMeTb ynpaBiaTh BBIOOD
3 |B3aumootHomeHu ([TK-1 ACCOPTUMEHTOM U SagaHue MapKETUHTOBBIX
i KaueCcTBOM YCIIYT, WHCTPYMEHTOB -




Kom‘pom,m,le 3aJaHUA WIH
HHbIC MaTepHaJbl,

Heo0X0AMMbIe JUIST OLIEHKH Omucanue
Iranml o1 Lt ot nokasareJeii u
MHUDOBAHUS . 3HAHUH, YMCHHH, HABBIKOB KpHTepHeB
¢dopmup Iepeuenn (3yHbI. H (WIK) onbITa
Nt KOMIETeH Ui 3.1...3 JesTeTbHOCTH OUCHHBATHS
e (popmupyembix ( .d...2.n, i KOMIeTeHI il Ha
(Tema u3 - XapaKTepH3YIOIHUX ITANbI
n/n N KOMIIeTeHIHii V.1...Y.n, (bopMupoBa PasIMYHBIX ITANAX HX
paboueii . ¢dopmuporanus,
no ®I'OC BO H.1...H ll) KOMIIeTeHIHii B Tipoiecce
IIpOI‘paMMbI oelloce . “ ONMHCAaHHE IKAJ
0CBOEHHSI 00pa30BaTeILHOI onenuBasms (00 100-
JUCUMILIHHBI) NpPOrpaMMel u ”
0aJNILHOI 1IKaJIe)
(HaumenoBanue
OLIECHOYHOI0 CPEACTBA)
OLICHUBATh UX Ka4eCTBO 10 5 6ayos,
1 3 PeKkTUBHO 000CHOBaHHOCTh
OCYILECTBIIATh oTBeTa JI0 5
KOHTPOJIb KauecTBa 0aJIoB, MOJTHOTA
yCIyr oTBeTa - 10 1
6amios (20)
H.ymerts ynpaBisaTh
ACCOPTUMEHTOM U KOPPEKTHOCTh
KauecTBOM YCIIYT, BEIOpPaHHBIX
OIICHMBATH UX Ka4eCTBO mokasarei - 10 5
4 4. Kauecto ycayr [[IK-1 3amanue 8
1 3P PexTuBHO 000CHOBaHHOCTh
OCYIIECTBIISITH cueHapus - 10 15
KOHTpPOJIb KauecTBa 6aos (20)
yCIyT
3.3HaTh TpeOOBaHUS K
00eCIIeUeHUIO
HE00X0AUMOTO YPOBHS
KayecTBa TOPrOBOTO
00CITy>KUBaHHSI
Y. VYMeTh OUEHUTD U
5. YrpagsieHue o0ecIeunTh apryMeHTalus u
pa! . AHaJTUTHYECKOE Prym !
5 |cuctemoit T1K-8 HEO0OXOIUMBIN YPOBEHB - KauecTBO OTBETa
00CITy)KUBaHUS KayecTBa TOPTOBOTO no 10 6amnos (10)
00CITy)KUBaHHS
H.Biagers HaBBIKaAMU
oOecrieueHus
HEOOXOIUMOT0 YPOBHS
KayecTBa TOPrOBOTO
00CTy)KUBAHUS
H.Bnaners HaBbIKaMu
o0ecredeHns MOJTHOTA U
KonTtponpHas pabora
6 T1K-8 HE00X0IUMOTO YPOBHS 000CHOBaHHOCTh
3aganue 4
KayecTBa TOPTOBOTO otBeTa (10)
00CITy)KUBaHHS
3.3HaTh TpeOOBaHUS K 10 4
00eCIIeYCHUIO
KonTposnbHas padbora 6asoB
7 T1K-8 HE00X0IUMOTO YPOBHS N
KonTtposnpHas padota 1 | 3a mpaBUIIBHBIH
KauecTBa TOPrOBOTO
oteet (20)
00CTy)KUBAHUS
Hroro 100

6.2. [IpomMe:KyTOUHBIH KOHTPOJIb (3a4€T, IK3aMEeH)

1-i1 Bompoc Ouiera (40 GamtoB), Bua Borpoca: Tect/mpoBepka 3Hanuil. Kputepwuii: mo 2 Ganna

Pado4nM y4yeOHBIM IVIAHOM NPEeAyCMOTPeH JK3aMeH B cemecTpe 32.

BOITPOCHI JJI51 ITIPOBEPKM 3HAHUIA:

3a MPaBWIbHBINA OTBET.




Komnerennusi: IIK-1 cnoco0HoCTh ynpaBJisiTb AaCCOPTHMEHTOM M Ka4eCTBOM TOBApOB M
YCJIYT, OLIEHUBATH UX KAa4eCTBO, JUATHOCTHUPOBATDH Je(eKThl, 00ecrneunBaTh HE00X0AUMbIH
YPOBeHb KauyecTBa TOBAPOB M MX COXpaHeHHe, 3Q(PeKTHBHO OCYIIeCTBJIAATHL KOHTPOJIb
Ka4eCcTBAa TOBAPOB U YCJIYT, IPHEMKY U y4eT TOBAPOB 110 KOJIU4YeCTBY H KauecTBY

3HaHME: 3HATh OCHOBBI YIPABIEHUS ACCOPTUMEHTOM M KayeCTBOM YCIYI, OLIEHKH U KOHTPOJISA
Ka4yecTBa YCIIyT

. "KU3HEHHBIN LUKJI yCIYTU

. MAPKETUHTOBBI KOHTPOJIb B cepe yCiyr

. Mozenp KaueCTBEHHOTO 00CTyXKHUBaHUS (gap-MOJIeIb)

. Mogens ynpasnenus BocrpustueM kadectBa K. I'perpooca

. O0beKThI, CyOBEKTHI, (PYHKIIMOHAT YIPABICHUS KAY€CTBOM.

. Onpeznenenye BHyTPEHHEr0 MapKeTUHIa

. Onpenenenye JaTEHTHOM JIOSUIBHOCTH

. OCHOBHBIE 331a4M YIPABJICHUS KAYECTBOM.

. OCHOBHBIE XapaKTEPUCTUKH YCIIYTH

. IToHsATHE «KayecTBa yCIyr»

. [lonsATHE «TIPOIYKT»

. ITonsATHe cranmapTa o0CIIyKUBaHUS

. [lonsiTue yciyru u ee poijib B )KOHOMHUKE

. ITorpeGuTenbckas LIEHHOCTh, TOTPEOUTENILCKUE 0XKUIAaHHSI U YIOBIETBOPEHHOCTh

. [lpuBeaute npumep NpeanpoOAaKHbIX yCIyT

. IPOM3BOJICTBEHHbIE MOIITHOCTH B chepe yciayr

. pabora c xxanobamu

. Ponb chepsl yenyr B oOmiecTBe

. COOTHOIIIEHUE 1IEHbI U KauecTBa B chepe ycayr

. CYIIHOCTb yIpaBJIeHuUs B cpepe yciuyr

. TUIIBI YJIOBJIE€TBOPEHHOCTH

. YPOBHH MapKeTHHIa B3aUMOOTHOIIIEHUN

23. ®opmbl IPEOCTABIEHUS YCIYT

Kommnerennusi: IIK-8 roroBHocts o0ecneynBaTh HEO0XOAMMBIH YPOBEHb KavyecTBa
TOProBoro o0c/JayKuBaHHSA

3Hanue: 3HaTh TpeOoBaHUSA K OOeCHeueHHI0 HEoO0XOAMMOro YPOBHS KauecTBa TOProBOTO
00CcITy)KMUBaHUS

24. Buasl puckoB B cepe 00cayKUBaHUSA

25. KOHIIETIUY MapKETUHTa YCIYyT

26. MapKeTHuHT OTHOIIEHUM

27. MeTon «auarpaMMHOTO TPOSKTUPOBAHUS»

28. MeToj «1oTpeOUTENBCKOTO CIIEHAPUS»

29. Meron TO4eK CONPUKOCHOBEHUS

30. Meronuka «TanHcTBEHHBIHN OKynarenaby. CyIIHOCTb. JTalbl.

31. Monens SERVQUAL
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TUITOBBIE 3AJIAHWSA J1J151 IIPOBEPKM YMEHUU:

2-1 Borpoc Owmnera (30 6ayutoB), BUA Bompoca: 3ajanue Ha ymenue. Kpurepuii: 1o 10 Gayios
3a CHCTEMY OIIeHKH KadecTBa, j0 10 GaiioB 3a 000CHOBaHHOCTH BBIOOpa (akTopos, A0 10
0aJIoB 3a CTaHAAPT,.

Komnerenuusi: IIK-1 cnoco0HOCTH ynpaB/isiTb aCCOPTUMEHTOM H Ka4eCTBOM TOBAapoOB U
YCJIYT, OHEHHBATh UX Ka4eCTBO, AUATHOCTHPOBATH Ae(eKThl, 00ecneYnBaTh HE0OX0AMMBbIH
YPOBEHb Ka4yecTBa TOBAPOB M HMX COXpaHeHHe, dP(PeKTHBHO OCYIIECTBIAATHL KOHTPOJb
Ka4eCcTBAa TOBAPOB U YCJIYI, IPHEMKY U Y4eT TOBAPOB 110 KOJIUYECTBY U Ka4eCTBY



YMeHue: yMeTb YIpaBisTh aCCOPTUMEHTOM M KaueCTBOM YCIYT, OLIGHWBAaTh HUX KayecTBO U
3(PEKTUBHO OCYIIECTBIATh KOHTPOJIh KAYECTBA YCIYT

3amaua Ne 1. Pa3paGoraiiTe cucteMy OIIGHKH KayecTBa yciayru npeanpusitueM. llepedncnure
(dakTopbl, OKa3bIBAIOLIME BIMSHHE HAa BOCHPHUITHE KayecTBa OOCHY>KMBAHUA CO CTOPOHBI
noTpeouTens.

Kovmnerennusi: IIK-8 roroBHocTh oOecnmeunBaTb HeOOXOAUMBIH YPOBeHb KadecTBa
TOProBoOro o0c/JIyKuBaHHSA

Ymenue: YMeThb OIEHHTh U 00€cleyuTh HEOOXOAMMBIH YpOBEHb KauecTBa TOProOBOTO
00cITy)KUBaHUS

3amaua Ne 2. Pa3paboTaiiTe cTaHAapT KauecTBa 0OCITYKUBAHHS

TUITOBBIE 3ATAHIA UL ITIPOBEPKH HABBIKOB:

3-i1 Bompoc Omitera (30 GamtoB), BuA Bompoca: 3anaHue Ha HaBbIKM. Kputepwmii: mo 15 3a
pa3paboTKy CTaHAApTOB OOCIyXUBaHUS, 10 15 GamioB 3a BbIOOp M 00OCHOBAaHHWE KPUTEPUEB
OIICHKH.

Komnerennusi: I1K-1 cnocodHocTh ynpaB/siTb aCCOPTHMEHTOM M Ka4eCTBOM TOBapoOB
YCJIYT, OLEHHBATh UX Ka4eCTBO, JUATHOCTHPOBATH Ae(eKThl, 00ecneynBaTh HE0OX0AUMbI
YPOBeHb KayecTBa TOBAPOB M MX cOXpaHeHHe, I(P(PEKTHBHO OCYHIECTBJIATH KOHTPOJb
KAa4yecTBAa TOBAPOB U YCJIYT, IPHEMKY M Y4eT TOBAPOB M0 KOJIHYECTBY U KaUeCTBY

HaBI)IKZ YMGTI) praBJDITI) aCCOpTI/IMeHTOM U Ka4eCTBOM YCJIyF, OIICHHUBATh HX Ka4YeCTBO H
3¢ (HeKTUBHO OCYIIECTBIATH KOHTPOJIb KaueCTBa yCIYT

3ananue Ne 1. Pa3paboraiiTe ctangapT KauecTBa 00CIIy)KUBaHUS

Komnerennusi: IIK-8 roroBHocTth o0OecneuynBaTh HeO0XOAUMBbIH YPOBeHb KadecTBa
TOProBoro o0c/J1yKuBaHHSA

HaBbik: Bmagetsr HaBblkamMu oOecrieueHHss HEOOXOJAMMOTO YpOBHS KadecTBa TOPTOBOTO
00CITy>)KMUBaHUS

3amanue Ne 2. Chopmynupyiite 1 000CHYITe KPUTEPUU OLIEHKH COOTBETCTBHSI OOCTYKUBAHUS
CTaHJAPTy

OBPA3EIL] BUJIETA

MUHHCTEPCTBO HAYKH M BBICIIETO 0Opa30BaHUS

Poccuiickoii deeparn Hanpagnenue - 38.03.06 Toprosoe nemno

deepanbHOE FOCYIaPCTBEHHOE GI0KETHO® [Tpousb - MapKeTUHT, POJAKH U
06pa3oBaTENbHOE YUPEKICHHE JIOTUCTHUKA
BHICIICTO 00pasoBaHIi Kadenpa MmenemxkMeHTa U cepBuca

«BAUKAJIBCKUH I'OCYJJAPCTBEHHBIN
YHUBEPCUTET»
(®PI'bOY BO «bI'Y») YCIIyT

JlucuurmHa - YpasieHue KaueCTBOM

9K3AMEHAIIMOHHBIN BUJIET Ne 1

1. Tect (40 GamoB).

2. PazpabortaiiTe crcTeMy OIICHKH KauecTBa yCIyru npennpustueM. [lepeuncnure
(akTOphl, OKa3bIBAIOIINE BIHUSIHNE HA BOCIIPUATUE KA4eCTBA OOCITY>KMBAHHUS CO CTOPOHBI
noTtpedurens. (30 6amios).

3. Chopmynupyiite 1 000CHYHTE KPUTEPUU OIICHKUA COOTBETCTBUSI OOCITY)KHBAHUS
cranaapty (30 6aios).

CocraBurenb E.A. lllaruna




3aBemyromuii kKadempoi E.A. lllaruna

7. IlepevyeHb OCHOBHOI U JONMOJHUTEJIbHOH Y4eOHOM JIUTEPATYPbI, HEOOXOAMMOI /1151
OCBOEHHUS TUCUMILUINHBI (MOYJIs1)

a) OCHOBHAs JIUTEpaTypa:

1. MapkeTuHr YyCIyr: TIepcoHall, TEeXHOJOruW, crpareruu. Service Marketing: People,
Technology, Strategy. nep. ¢ anra.. Service Marketing: People, Technology, Strategy. 4-e¢ uzn./
Kpucrodep Jlasnok.- M.: Bunbsimc, 2005.-997 c.

2. DBanc, JDkeiimMc YmpaBieHHe KadyecTBOM [DIEKTPOHHBIA pecypc] : ydeOHOoe mocodue st
CTYJICHTOB BY30B, 0Oy4YalOImIKXCs MO CHeUalbHOCTH «MeHeHKMEHT opranuzauuny / Jixeimc
OBaHnc ; nep. 3. M. Kopotkona ; o pen. 2. M. KopoTkoBa. — DJIEKTPOH. TEKCTOBBIC JaHHBIE.
— M. : IOHUTHU-JAHA, 2017. — 672 c. — 5-238-01062-1. — Pexum jgocryna:
http://www.iprbookshop.ru/74947.html

0) 1OMOJIHUTE/IbLHAS JINTEpaTypa:

1. Hukonaituyk B. E. Mapketunr u MmenepkMeHT yeayr. Jlenosoii cepsuc/ B. E. Hukomnaituyk.-
CIIG.: ITutep, 2005.-604 c.

2. beksut I'. [IpoxaBast He3puMoOE: PYKOBOACTBO 1O COBPEMEHHOMY MapKeTHHTY yciyr. Selling
the Invisible. Selling the Invisible. 6-e u3n./ T'appu BekBut.- M.: Ansnnna busnec Byke, 2011.-
223 c.

3. bypmenko T. JI. Cdepa ycayr: 5KOHOMHKA, MEHEKMEHT, MapKeTHHT. y4eO. mocobue.
npaktukym/ mox pea. T. [I. Bypmenko.- M.: KuoPyc, 2010.-424 c.

4. Nanungk, B. 1. YenoBeueckuii (hakTop B YIIpaBICHUU KauyecTBOM. VMIHHOBAILIMOHHBIMIIOAXOH K
YIPaBJICHHUIO YPrOHOMUYHOCTEIO [DIIEKTPOHHEIN pecype] : yueOHoe mocodue / B. M. JlaHuisK.
— DIJIeKTpOH. TeKCTOBBIE maHHble. — M. : Jloroc, 2014. — 336 ¢. — 978-5-98704-585-5. —
Pexxnm noctyna: http://www.iprbookshop.ru/70685.html

5. CUCTEMHBIN MOAXOJ B YIPABJIEHUN aCCOPTUMEHTOM M KAYE€CTBOM MPOAYKIIMH [DIEKTPOHHBIN
pecypc] : Monorpadus / I'. P. Peibakosa, 1. B. Kporosa, E. A. Jlemakosa [u jp.] ; mox pex. I'. P.
Pr106akoBoii. — DnekTpoH. TeKCTOBbIE aaHHble. — KpacHosgpck : Cubupckuii denepalbHbINA
yHuBepcurer, 2017. — 236  c¢. — 978-5-7638-3602-8. — PexuMm  gocTyma:
http://www.iprbookshop.ru/84122.html

6. YipasjaeHUe KadyecTBOM 00pa3oBaHMs [DISKTPOHHBIA pecypc] : ydeOHoe mocodme / E. A.

Ondep, E. . Caxapuyk, E. B. Cepreesa [u ap.]. — DJIeKTpOH. TEKCTOBbIE NaHHBIE. —
Bosarorpag : BoarorpaJckuii rocyaapCTBEHHBIM COIMAJILHO-TIEAATOTHYECKUN  VHUBEPCUTET,
«[lepemenay, 2016. — 122 c¢. — 978-5-9935-0357-8. — Pexum  pgocryia:

http://www.iprbookshop.ru/58328.html

8. Ilepeuenbp pecypcoB HMH(OPMANMOHHO-TEJEKOMMYHMKANUOHHON ceTtn «UHTepHeET»,
He00XOAUMBIX /IJIS OCBOEHUS IMCUMILIMHBI (MOAYJIs1), BKJIIOYas npodeccuoHalbHble 0a3bl
JAHHBIX U ”HGOPMALMOHHO-CIPABOYHbIE CHCTEMBbI

Jlis  ocBOEHMS AMCHMIUIUHBI O0yYaromemycsi HEOOXOAWMBI CIEQYIOIIUE PEeCypChI
UH(POPMALMOHHO-TEIEKOMMYHHUKAIIMOHHON ceTn «HTepHeT»:
— Caiir baiikanbCKoro rocyJapcTBEHHOTO YHUBEPCHTETA, aapec aoctyma: http://bgu.ru/, moctym
KPYIJIOCYTOYHBIM HEOrpaHUYEHHBIN U3 MT000# Toukn VHTepHeT
— Hayunas osnextponnas Oubmmoreka eLIBRARY.RU, amgpec mocryma: http:/elibrary.ru/.
JOCTyll K POCCHUMCKUM JKypHalaM, HaXOISIIMMCS IOJHOCTbIO MM YaCTUYHO B OTKPBITOM
JIOCTYTIE NP YCIOBUU PETUCTPALIUN
— DOnexTtpoHHas Oubmmnoteka WM3marenbckoro pgoma "I'pebenHukoB", aapec pocryma:
http://www.grebennikon.ru/. moctyn ¢ kommnbroTepoB cetu BI'Y (1o IP-ampecam)
— DrnexTpoHHO-OMbMMoTeuHas cucreMa [PRbooks, anpec gocryma: https://www.iprbookshop.ru.
JIOCTYI HEOTPAHUYEHHBIN
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9. MeToanyeckue yKazaHusi VISl 00y4a0IMXCsl 10 OCBOEHUIO TUCHMILIUHBI (MOIYJIs1)

N3yuaTh QUCLUIUIMHY PEKOMEHIYETCS B COOTBETCTBUM C TOW IOCIIE€AOBATEIbHOCTHIO,
KOTOpasgs o0Oo3HaueHa B €€ cojepKaHWW. J{JIs yCIEemIHOro OCBOCHHMS Kypca OOydarommecs
JIOJDKHBI UMETh [I€pBOHAYaJIbHbIE 3HaHUS B 00J1aCTH MEHEKMEHTA.

Ha nexnusx mpenojaBarenb 03ByYMBAET TEMY, 3HAKOMHT C MEPEYHEM JIMTEPATYpPHI IO
TeMe, OOOCHOBBIBAET MECTO M DPOJIb 3TOW TeMbl B JAaHHOM IUCLUIUIMHE, PAcKphIBaeT ee
NpaKkTUYecKoe 3HaueHue. B Xoje JeKuuid CTyAeHTYy HEOOXOAWMO BECTH KOHCHEKT, (PUKCHPYs
OCHOBHBIE ITOHATHS U POOJIEMHBIE BOIIPOCHI.

[IpakTuyeckne (CEeMHHAPCKHE) 3aHATHS IO CBOEMY COJEP)KAaHHUIO CBSI3aHBI C TEMATHUKON
JEKIMOHHBIX 3aHATHHA. HaunHaTh MOATrOTOBKY K 3aHATHIO LEJIeCO00Pa3HO ¢ KOHCIIEKTa JICKIUH.
3amanue Ha TPAKTHYECKOE (CEMUHAPCKOE) 3aHSITHE COOO0IIaeTcss OO0y4aroluMmcs 10 €ro
npoBesneHus. Ha ceMunape mpenojgaBarenb OpraHu3yeT oOCYXJIE€HUE STOW TeMbl, BbICTyNas B
Ka4yecTBE OpraHu3aTopa, KOHCYJIbTaHTA M HKCHEpTa Yy4eOHO-TIO3HABATEIBHOW IESITeIbHOCTH
oOyuarorerocs.

W3yuenne qucuuIUIMHbI (MOIYIIS) BKIIOYAET CAMOCTOSTENILHYIO PadoTy 00ydaronierocs.

OCHOBHBIMHU BHUJJAMH CaMOCTOSITEIbHON pabOThl CTY/IEHTOB C y4acTHUEM IIperojiaBaTesei
SIBIISTEOTCSL:

* TeKYyIL[ME KOHCYJIbTALUY;

* IpUEM U pa300p JAOMAIIHUX 3aJaHUH (B Yachl MPAKTUYECKUX 3aHATHI).

OCHOBHBIMHU BHJIaMH CAMOCTOSATEIILHON pabOTHI CTYIEHTOB 0€3 y4acTHs MperoiaBareiieit
SIBIISTEOTCSL:

* (hopMHPOBAHHE M YCBOCHUE COJICPKaHMsI KOHCIIEKTA JIEKINI Ha 0a3e peKOMEHI0BaHHOM
JEKTOPOM Y4eOHOW JHMTEpaTyphl, BKJIIOYas HWHPOPMALMOHHBIE 00pa30BaTEeNbHBIE PECYPCHI
(3711eKTpOHHBIE YUYEOHUKH, SJEKTPOHHbIE OMOIMOTEKH U JP.);

* CaMOCTOSITETIbHOE HW3yYEHHE OTHENBHBIX TEM WM BOMPOCOB MO YYEOHHKAM HIIH
yueOHBIM MTOCOOUSIM;

* HAaIIMCaHUE JOKJIAJIOB;

* IOJITOTOBKA K CEMUHApaM.

10. Ilepeyens HH(POPMALMOHHBIX TEXHOJIOTHH, HCIIOJIb3YEMbIX IIPH OCYIIECTBJICHU U
o0pa3oBaTe/IbHOIO MpoLecca Mo JUCUUILIMHE (MOYJ/110), BK/IIOYas NepevyeHb
NPOrpaMMHOI0 o0ecrne4eHus

B yueOHOM mpornecce UCTIONb3yeTCs CIEeAYOLEe IPOrpaMMHOE 00eCIeUeHuE:
— MS Office,
— Koncynprantllntoc: Bepcus Ilpod - nndopmanronnas cnpaBovHas cucrema,

11. Onucanne MaTepuAJIbHO-TEXHNYECKOI 0a3bl, HEOOXO0AUMOM JIf1 OCYLeCTBJICHUS
00pa30BaTeJbLHOI0 NMPoLEcca Mo AMCHUIINHE (MOYJII0):

B ydeGHOM mpoliecce UCTONb3yeTcs ciaeaytomiee 000pyI0BaHHE:
— [MomenieHus AJ1 CaMOCTOSITEIFHOM pabOTHI, OCHAIIIEHHBIE KOMITBIOTEPHON TEXHUKOM C
BO3MOXKHOCTBIO TIOJIKITFOUeHHS K ceTH "MHTepHeT" n o0ecrieueHrneM J0CTyIa B AIEKTPOHHYIO
nH(pOpMaIMOHHO-00Pa30BaTEIBHYIO CPEY BY3a,
— Y4ueOHbIe ayTUTOPUU TSl IPOBEACHHUS: 3aHATHI JTEKIIMOHHOTO TUIA, 3aHATHI CEMUHAPCKOTO
THUIIA, TPAKTUYECKHUX 3aHITHH, BBIMOTHEHUS KYPCOBBIX PabOT, TPYMITOBBIX M MHANBUIYaTbHBIX
KOHCYJIbTAIIMH, TEKYILIETO KOHTPOJIS U MPOMEXYTOYHOM aTTecTally, YKOMILJIEKTOBAHHbBIE
CIIEIUATTU3UPOBAHHON MEOEITbIO U TEXHUYECKUMHU CPEICTBaMU O0YyUCHHUS,
— HaGopsl 1eMOHCTPallmOHHOT0 000PYI0BaHUS M YU€OHO-HATJISAHBIX TOCOOUIA



