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1. EJIb OCBOEHMA JUCIIUITJIMHbI

Jucuuummna «Management Of Service Quality» BXoauT B mporpaMMmy MarucTpaTypbl
«IInanupoBanue u pa3BuTHE Typusma» no HampasiaeHUo 43.04.02 «Typusm» u uzyqaercs BO 2
cemectpe 1 kypca. ductumnny peanusyer Kadenpa roctmHHYHOrO M pecTopaHHOro OusHeca.
JlucuMIinHa COCTOUT U3 5 pa3fiesioB U 5 TeM U HallpaBJIeHa Ha N3YYEHHUE TEOPETUUYECKUX OCHOB U
COBPEMEHHOW TPAKTUKH YIpaBJIEHUS W 00ecneueHus] KadecTBa; CYIIHOCTH U CTPYKTYpPHI
MEHEPKMEHTa KauyecTBa; IPaBOBOro, (PUHAHCOBO-SKOHOMHYECKOTO U  HH(POPMAIIMOHHOTO
o0ecreyeHns: CUCTEMbl MEHEIPKMEHTa KAaueCTBa; TEXHOJIOTUYECKUX IMPOLECCOB M JOIKHOCTHBIX
UHCTPYKUUN B TPO(HECCUOHATILHON e TEIIbHOCTH.

Lenpt0 OCBOCHMS JUCLUMIUIMHBI SIBISIETCS U3yueHHE HEOOXOAMMBIX CTAaHAAPTOB M IPABHI
cepTu(UKaMKU TYPUCTCKUX YCIYT, KiIacCU(UKAIMK TOCTUHUYHBIX MPEANPUSATHI, HOPMAaTUBHO -
NPaBOBBIX JIOKYMEHTOB, a TaKkKe IMOIXOAOB M KPUTEPHUEB OLEHKH 3(P(PEKTUBHOCTH
npenocTaBisgeMbix yciayr. ObecrniedyeHue y OyAylIMX CHEIMAIMCTOB TEOPETHUYECKUX OCHOB U
MPAKTUYECKUX HABBIKOB IO pa3pabOTKe, OpraHU3alMH U BHEIPEHUIO CHCTEMBI Ka4eCTBa BO BCEX
cdepax AeITeTbHOCTU MPEANPUITHI UHIYCTPUU TypU3Ma U TOCTEIPUHUMCTBA.

2. TPEBOBAHMUS K PE3YJIBTATAM OCBOEHMUSA JUCHUITVINHDI

OcBoeHMe TUCHUILIUHBI «YIIpaBlIeHHUE KaueCTBOM YCIIYT U 00CITyXHBaHUS» HAIPABICHO Ha
(bopmupoBaHre y 00yJarOMUXCS CIEAYIONIMX KOMIIETCHIIUH (YaCTH KOMITETEHIINN ):

Tabnuya 2.1. Ilepeuenv komnemenyutl, Gopmupyemvix y 00yYAOWUXCL NPU OCBOCHUU
OUCYUNTIUHBL (Pe3VTbmambvl 0C80eHUS OUCYUNTIUHDL)

HNHaukaTopbl 10CTHKEHU KOMIIeTeHIMH
Iudp Komnerenuus A eI A N I
(B paMKax JaHHOUW NHUCUUTUINHBI)
OIIK-3.1 Pa3zpabaTrIBaeT U BHEAPSAET CUCTEMbI MEHEIKMEHTA
Ka4yecTBa B COOTBETCTBHUHU C HAI[MOHAJIBHBIMU M MEXXTyHAPOAHBIMU
CTaHJapTaMH Ka4ecTBa,;
CrnocoGeH pa3pabaTbiBaTh U P ’
OIIK-3.2 OrneHnBaeT Ka4yecTBO OKa3aHUs yCIyT B cepe TypuzMa B
BHEAPSATH CUCTEMBbI YIIPaBICHUS
OIIK-3 COOTBETCTBHUH CO CTaHJAPTaMHU JESATEIbHOCTH TYPUCTCKUX
Ka4yeCTBOM YCJYT B cepe .
TVeMEMA MPEANPUSATHH, TOCTUHHL] U UHBIX CPEICTB pa3MEIICHHs, C yIEeTOM
P MHEHUsI HOTpeOuTeNel U APYTUX 3aHHTEPECOBAHHBIX CTOPOH;
OIIK-3.3 BHeapsieT cucTeMsl ynpaBJeHHsI KaYeCTBOM Ha
NpeANpUSITHIX CPephl TypU3Ma;
[IK-1.1 [IpoBOmUT cTpaTerNIeCKUil aHAIH3, BBISBISACT (DAKTOPHI
ycriexa, 5KOHOMHYECKH 000CHOBBIBAET KOPIIOPATUBHbIE U
Crnoco6eH oCyILEeCTBIATh (hyHKIIMOHAJTIBHBIE CTPATETUH PA3BUTHS MIPEIIPUATHHA ChephI
CTpaTerudeckoe INTAHNPOBAHNE, |TYPHU3MA;
MK-1 OpPraHM3aLUI0 U KOHTPOJIb [1K-1.2 ®opMupyeT KOHIETIINIO U IUTAHUPYET PeaTn3annio
JeSITeIbHOCTH B cpepe Typu3Ma |KOHKYPEHTHOM CTpaTeTHH Pa3BUTHA MPEAIPHUATHHA chephl TypU3Ma;
Ha pa3JInYHbIX YPOBHAX I1K-1.3 Crioco6eH BBHITIOTHUTE IPOTHO3UPOBAHUE PA3BUTHS CHEPHI
YIpaBICHUS TypU3Ma U TYPUCTCKOH AEATEIBHOCTH B pa3pes3e pa3InaHbIX
YPOBHEH yIpaBiieHHs, B TOM YHCIIe Ha OCHOBE (opcaiiT-
TEXHOJIOTHH;
Cnoco0eH oleHUBaTh
3((HEeKTUBHOCTb YIPABIEHYECKUX
bd N I ITK-7.1 ¥YMmeeT npoBOAMTH OLEHKY 3¢ heKkTHBHOCTH
pelIeHuii o BEIOOPY KOHIIETIIHH, .
IK-7 YIPaBIEHYECKUX PEIIEHUH O CTPATETHUECKUM HAIPaBICHUAM
pa3paboTKe M IUIaHa peaan3alin .
JIeSITEIIbHOCTH TIPENPHUITHH Chepsl TypH3Ma;
CTpaTeTuu pa3BUTHS
MPEIIPUATHI CPephl TypU3Ma

3. MECTO JUCIMIIJIMHBI B CTPYKTYPE OII BO




JucuuiuinHa «YTpaBlIeHWE KAaueCTBOM YCIOYyr M OOCIHYXHBaHHUS» OTHOCUTCS K
o0s13aTenbHON yacTh 0y0Ka 1 «/lucIUmInHbl (MO IH)» 00pa30BaTeIbHOM MPOrPaMMbI BBICIIIETO
o0Opa3oBaHUS.

B pamkax oOpa3oBaresbHOM HpOrpaMMbl BbICHIETO OOpa30BaHUS OOydaIONIMECs TaKKe
OCBaWBAIOT JIpYI'HME JWCHUIUIMHBI ~W/WIA  TPAKTUKH, CIIOCOOCTBYIOIIUE  JIOCTHKCHHUIO
3aIJITAHUPOBAHHBIX PE3YJIbTATOB OCBOCHUS JUCHUIUIMHBI «YTIPaBICHHE KAa4yeCTBOM YCIYyT U
00CITy>)KUBaHUS Y.

Tabauya 3.1. Ilepeuenv xomnonenmos QOII BO, cnocobcmsyrouux 00CMUICEHUIO
3aNnaIAHUPOBAHHBIX PE3YTbMAMOE8 0CE0EHUSL OUCYUNTUHDBL

IIpepmecrByromue Ilocaenyromue
ngp Haumenonanue HHCEHI:IHHHLI;’MOI)III}’JIH, )]HCHHHJIH};({}I:I/;IHOZ[}’JIH,
KOMIeTeHI[U! % *
NPaKTHKH NPaKTHKH
CriocobeH pa3pabaThiBaTh U
OIK-3 BHEJIPSATH CUCTEMBI [penaumiomMHas MpakTUKa;
yIpaBJIeHUs] KAYeCTBOM
ycayr B chepe Typusma
[MpenumioMHas NPaKkTHKA;
Crparerugeckoe
MOJCITUPOBAHNE Pa3BUTHS
TypU3Ma Ha PETHOHAIBHOM H
Croco0eH OCyLIEeCTBISATh rOCYyapCTBEHHOM YPOBHE;
CTpaTEerH4YecKoe Crpareruyeckoe u
IUIAaHUPOBAHUE, OKOHOMHUKA HHAYCTPUU HpOrpaMMHO-1IEIEBOE
IIK-1 OpraHu3alui0 U KOHTPOIb TrOCTEIPUMMCTBA; yIpaBJICHUE B
JeSITeIIBHOCTH B cepe npodeCcCHOHANBHOM chepe;
TypHU3Ma Ha Pa3In4HbIX Qunancogwlii
YPOBHSX YIpPaBICHUSA Meneoddcmenm**,
DopMUPOBAHUE U YIIPABJICHUE
TePPUTOPHUATIBHBIMH
PEKpEallMOHHBIMH CHCTEMaMH;
[MpenumiioMHas NPaKkTHKA;
Crpareruyeckoe u
MPOrPaMMHO-1ICJICBOE
Croco0eH OLleHUBATb yIpaBJicHUE B
3¢ EKTHBHOCTD npodecCHOHANBHOM chepe;
YIPaBJICHYECKUX PEILICHUI Qunancogwlii
OKOHOMHUKA HHIYCTPUHU s
K-7 0 BHIOOPY KOHIETIIHH, FOCTENpUIMCTEA: MeHneodcmenm **,
pa3paboTke U IaHa Coxpanenue 9K0102U4€CK020
peanu3aiiy CTpaTeruu pasHogecuss mypucmcKux
Pa3BUTHS NIPEANIPUSTHN meppumopuii **;
cdepsl Typu3Ma dopmupoBaHue U yIIpaBiIeHHE
TepPUTOPUATLHBIMA
pEeKpeannoHHbBIMUA CHCTEMaMU;

* - 3aMONHSACTCS B COOTBETCTBUM ¢ MaTpuiei kommnereHnuii u CYII OI1 BO
** - 3NIeKTUBHBIC TUCIUIUIMHEI /TIPAKTHKH




4. OFbEM JUCHUILIVNHBI U BUJIbI YYEBHOM PABOTHI

O6mmas TpynoeMkocTh nuciumuimabl «Management Of Service Quality» coctaBnsieT «4» 3a4eTHBIC €IUHHUIIBL.
Tabnuya 4.1. Buowl yuebHOU pabomuvl no nepuooam 0cC80eHUsi 0OpA308amMenbHOlU NPOSPAMMbL BblCUEe20 00paA308aHUst Olsl OYHOU (HOopMbl
0OyueHusl.

Buja yueOHoii padoThl BCETIO, ak.u. CeMec2T pCED)
Koumaxmmnas paboma, ax.u. 34 34
Jlexrun (JIK) 17 17
Jlabopartopusie pabotsl (JIP) 0 0
IMpaktryeckue/cemunapckue 3ansatus (C3) 17 17
Camocmosmenvras paboma 00y4arOWuxcs, ax.u. 74 74
Koumponw (ax3amen/3auem c oyenkoil), ax.u. 36 36
OO01asi TPYI0E€MKOCTh THCHHILTHHBI aK.4. 144 144
3a4.e/1. 4 4




5. COAEPKAHUE JUCIUITVINHBI

Tabauya 5. 1. Cooepoicanue oucyuniunsvl (MOOYis) no 8udam y4ebHou pabomol

Homep
pasnesa

HaumenoBanmue pazaesna
AUCHUILTAHBI

Conep:xanue pasaesa (TeMbl)

Bua
y4eOHoI
pabdoThr*

IIpenmer, Ha3HauEHUE,
LIeJIU, 3aJ]a4l U
cojepKaHue Kypca.
Knaccudukanus
MOKa3aTejie KauecTBa 1
METOJIbl X OIIPENEIIEHMUSL.

Pazgen 1

11

[MousTus u onpeneneHus chepsl KauecTBa yCIyT.

JIK, C3

HopwmarusHo - npaBoBoe
obecrieueHne KadecTBa
YCITyT. DBOIOHS
MOAXOMO0B K yIPABICHHUIO
kauyecTBOM B Poccum 1 3a
pyOesKoM.

Pasnen 2

2.1

Pouns rocymapcerBa B obecnieueHNs KauecTBa yCIyT
TypHU3Ma M 3aIIUTHI [IPaB MOTpeOUTENeH.

JIK, C3

Konnenmus Bceobmero
YIPaBJICHUS KAYECTBOM
TQM. MexayHapoaHbie
cta"aptsl ISO 9000.

Pasnen 3

3.1

[Moka3artenn Ka4eCTBa TYPUCTCKOTO MPOIYKTA.

JIK, C3

KoHKypeHTOCIOCOOHOCTD
M KaueCTBO KaK (hakTop
Paznen 4 |ycnexa npeanpusaTus
UHIYCTPUH TypH3Ma U
TOCTEIIPUIMCTBA.

41

ITonsatue koHKypeHIHU. OCHOBHBIE IPU3HAKU
CYIIECTBOBAHUS CBOOOHOTO PHIHKA.

JIK, C3

[IpuHIUTBET MEHEIKMEHTA
Paspen 5 |kauectBa. YnpaBieHue

5.1

HpI/IHHI/IHLI MCHC/DKMCHTA Ka4uCCTBaA.

JIK, C3

Ka4C€CTBOM YCJIYT.

* - 3amonHsAeTcs Tonpko mo OUHOMU dhopme obyuenwust: JIK — nexyuu, JIP — nabopamopnvie pabomwl,; C3 —
RPaKmuyecKue/CeMunapcKue 3aHamus.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHUE JUCHUIIJIMHBI

Tabnuya 6.1. Mamepuanvho-mexnuueckoe obecneuenue OUCYUNIUHBL

Tun aynuropuu

OcHamenue ayiuropuu

Cneuuaau3npoBaHHOe
yueOHOe/1adopaTopHoe
odopynoBanmue, IO u
MaTepuabl 1J1s1 0CBOECHHSA
AUCHUTLTAHBI
(mpu He0OX0AMMOCTH)

Aynutopus sl IPOBEICHUS 3aHSATHIA
JIGKITMOHHOTO THUIIAa, OCHAIIICHHAS

Microsoft 'apanT

Koncynprant [Inroc
Windows 7 KMS Corp (OS,

JleknmoHHast KOMITJICKTOM CIeIIUATM3UPOBAHHOI MeOeu; . .
’ JIOCKOU (3KpaHOMH) 151 TeXHi‘-IeCKI/IMI/I ’ Wmdov.vs)’ MSOffice
CpEeICTBAMHU MYJIbTHME/INA IPE3CHTAIINH. Professional Plus (oucheie
npunoxenus, MSOffice)

AyauTopus JUisl IPOBEICHUS 3aHATUN
CEMUHAPCKOT0 TUTA, TPYIIIOBBIX U Microsoft 'apanT
WHIUBUIyaTbHBIX KOHCYIbTaIU, Tekymero | KoncynpranT [linroc

Cemunapcxas KOHTPOJISl U TPOMEKYTOUHOM aTTecTaluH, Windows 7 KMS Corp (OS,

OCHAIICHHAsI KOMITJIEKTOM
CHEIHATM3UPOBAHHON MeOeH 1
TEXHUYECKUMHU CPEJICTBAMU MYJIbTUMENA
IIPE3CHTALUMN.

Windows), MSOffice
Professional Plus (oducHbie
npunoxenus, MSOffice)




AyauTopus JUisl CaMOCTOSATEILHON pabOThI Microsoft ['apanT
oOyyaromuxcs (MoxeT ucrnonb3oBarses st | Koncynprant [lnroc
Hns . .
., | MpOBeEeHNs CEMUHAPCKUX 3aHATUN U Windows 7 KMS Corp (OS,
CaMOCTOSITEIIbHOM 9 . :
AGOTLL KOHCYJIbTAIIHH ), OCHAIIIEHHAS KOMILIEKTOM Windows), MSOffice
p CHeIHaTM3UPOBAHHON MeOeH 1 Professional Plus (oducHsbie
KoMibroTepami ¢ gocrynom B SUOC. npunoxenus, MSOffice)

* - ayIUTOpHS AJIsl CAMOCTOSTENIbHOI padoThl 00yyaroninxcst ykaspiaercs OBA3ATEJIbHO!

7. YAEBHO-METO/MYECKOE 1 THO®OOPMAIIMOHHOE OBECIIEYEHHUE JUCIUITIJINHBI

Ocnoenas numepamypa:

1. EppemoBa, M. B. Ynpapnenue ka4eCTBOM FTOCTUHUYHBIX YCIYT: YIEOHHUK H
npakTukym Ji1s By30B / M. B. EdbpemoBa. — Mocksa: U3narensctBo FOpaiit, 2020. — 350 ¢. —
(Briciiee oopasoBanme). https://biblio-online.ru/book/upravlenie-kachestvom-gostinichnyh-
uslug-447103

2. Kypoukuna, A. HO. YnpaBieHne KauecTBOM yCIyT: YIeOHHUK U MPAKTUKYM JUIS BY30B /
A. 1O. Kypoukuna. — 2-e uzn., uctp. u gomn. — Mocksa: U3aarensctBo KOpaiit, 2023. — 172 c.
— (Bsicmiee o6paszoBanue). — ISBN 978-5-534-07316-4. — TekcT: 31eKTpOHHBIH //
OopasoBarenbHas miardopma FOpaiir [caiit]. — URL: https://urait.ru/bcode/512424
HononnumenvHas numepamypa:

1. dextsaps, I'. M. Cranpaptuzanus, cepTudukanus, KaiacCuPpUKanus B TYpUCTCKON U
TOCTUHUYHON UHAYCTpUU: yueOHOoe ocobue /uis By30B / I'. M. [lextsaps. — 4-e uza., nepepad. u
non. — Mocksa: U3parensctBo FOpaiit, 2020. — 412 ¢. — (Bricuiee oOpazoBanue).
https://biblio-online.ru/book/standartizaciya-sertifikaciya-klassifikaciya-v-turistskoy-i-
gostinichnoy-industrii-452692

2. Kpsicosa, E.B. ConnanbHas KBaTMMETpHsl, OLIEHKA Ka4eCTBa U CTaHIapTU3aIUL
CoLMaNBbHBIX yciyr: yueOHoe nocodue / E.B. Kpbicoa; [ToBomxckuii rocy1apcTBEHHbIN
TeXHONOTHYECKUH YHUBepcHTeT. - Momkap-Oma: ITT'TY, 2017. - 112 c.: u. - bubauorp. B KH. -
ISBN 978-5-8158-1869-9; [ OnexTponnsiii pecype]. - URL:
http://biblioclub.ru/index.php?page=book&id=477386

3. Kypoukuna, A. FO. YnpaBneHune kauecTBOM YCIYT: Y4€OHUK U MIPAKTUKYM JUISI
akageMmuueckoro Oakanaspuata / A. FO. Kypoukuna. — 2-e u3za., ucmp. u fon. — MockBa:
W3narensctBo KOpaiit, 2019. — 172 ¢. — (bakamaBp. AkagemMudeckuii Kypc. Moayib).
https://biblio-online.ru/book/upravlenie-kachestvom-uslug-434105

4. Muxeesa, E.H. Ynpasnenue kauectBom: yueonuk / E.H. Muxeesa, M.B. Cepouiras. -
2-e u3.., ucnp. u joi. - Mocksa: M3narenscko-Topropas koproparus «Jlamxkos u K», 2017. -
531 c.: wi. - bubmumorp.: c. 481-487. - ISBN 978-5-394-01078-1; [DnekrpoHHBIH pecypc]. -
URL.: http://biblioclub.ru/index.php?page=book&id=454086

5. IlpennpuHUMaTENbCTBO B MHAYCTPUU TOCTENPUUMCTBA: yuebHoe nocooue / FO.B.
Open, C.C. Baiiuexosckas, H.H. TensnoBa u ap.; @EJAEPAJIBHOE 'OCY IAPCTBEHHOE
BIO/DKETHOE OBPA30OBATEJIBHOE YUPEXXJIEHUWE BBICIHEI'O OBPA3ZOBAHU A
«CTABPOITOJILCKUI TOCYIAPCTBEHHBIN ATPAPHBIN YHUBEPCUTET. -
Crasponons: CEKBOWMS, 2017. - 117 ¢. [Dnexrpouusiii pecype]. - URL:
http://biblioclub.ru/index.php?page=book&id=485071

6. ConmanbHas KBAJIMMETpPHS, OLIEHKA KayecTBa U CTaHAapTU3aLUs COLUAIbHBIX YCIIYT:
yuebnuk / .C. Pomansrues, H.H. CtpenbuukoBa, JI.B. Tormuumii u np. - MockBa: M3natenscko-
toproBas kopropamus «Jlamkos u K°», 2016. - 182 c.: Tabi. - (YueOHbIe U3gaHUS IS
OaxanaBpoB). - bubnuorp. B kH. - ISBN 978-5-394-02023-0; [DnextponHslit pecypce]. - URL:
http://biblioclub.ru/index.php?page=book&id=453438
Pecypcwi ungopmayuonno-menexomMmyHuKayuoHHou cemu « Mnmepunemy»:

1. ObC PYIH u croponnue 9bC, Kk KOTOPBIM CTYA€HTHI YHUBEPCUTETA UMEIOT JOCTYII
Ha OCHOBaHMUH 3aKJIFOYCHHBIX JTOTOBOPOB

- DnekTpoHHO-0mbmmoTeunas cucrema PYJIH — ObC PYJIH




http://lib.rudn.ru/MegaPro/Web
- OBC «YHuBepcuTeTcKas Oubinoreka onaam» http://www.biblioclub.ru
- OBC IOpaiit http://www.biblio-online.ru
- ObC «KoHCcynbpTaHT cTyeHTay www.studentlibrary.ru
- OBC «Tpounkuii mocT»
2. ba3bl JaHHBIX U TOMCKOBBIE CHCTEMBbI
- DIIEKTPOHHBIN (HOH/T TPABOBON ¥ HOPMATUBHO-TEXHUIECKOM JOKYMEHTAITUU
http://docs.cntd.ru/
- mouckoBas cucreMa SHaekc https://www.yandex.ru/
- mouckoBas cuctema Google https://www.google.ru/
- pedeparuBHas 6a3a ganubeix SCOPUS
http://www.elsevierscience.ru/products/scopus/
Yuebno-memoouueckue mamepuansi 015 camocmoamenbHol pabomsl 00Y4arOWUXcs npu
0CB80eHUU OUCYUNTUHBL/MOOYIA*:
1. Kypc nexuuii no qucimiiinHe « Y mpaBlieHue Ka4eCTBOM YCIYT U OOCIIY>KMBaHUSI».

* - Bce y4eOHO-METOIUYCCKUE MATePUANTBI JJII CAMOCTOSITEIIBHONH PabOThl 00yUJarOmUXCsl
pa3MeIIarTcs B COOTBETCTBUHU C ACHCTBYIOUINM MOpsiAKoM Ha cTpanulle aucuuruinasl B TYUC!

8. OIEHOUYHBIE MATEPHAJIbI U BAJLJIbHO-PEUTUHI OBASI CUCTEMA
OINEHUBAHUSA YPOBHA C®OPMUPOBAHHOCTH KOMIIETEHIIUM 11O

JUCIHUIIVIMHE

OneHouHble MaTepuasibl U OaUIbHO-PEUTHMHTOBas cHCTeMa™ OIlCHUBaHHUS YpPOBHS
c(hOpMUPOBAHHOCTH KOMIIETEHIIUN (YaCTH KOMIETEHIIUW) MO UTOTaM OCBOEHUS JUCIUILUIMHBI
«YTpaBieHHe KaueCTBOM yCIyT U 00CITYKUBaHUS MIpeIcTaBlIeHbl B [IpunokeHnn k HacTosIen

Paboueit mporpaMme TUCHUIUTAHEI.
* - OM u BPC dopmupyroTcst Ha OCHOBaHUHU TPpeOOBaHMI COOTBETCTBYIOIIETO
JIOKaJIbHOTO HOpMaTuBHOro akra PY J1H.
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