[loKyMeHT NoAnucaH NpoCToil 3NeKTPOHHOM NOANMUCHI0
NHbopmaums o Bnagenbue:

OMO: Actpebiep e paREABP ¢y napcTBeHHOd aBTOHOMHOE 06pa30BaTeIbHOE YUPeKIEHHE BbICIIEro 06pPa30BaHus

LlomkHocTb: PekTop «Poccuiickuii yHuBepcuTeT ApYyx0b6I HapoaoB umMenu [atpuca Jlymymobn»
[ata nognucanus: 16.05.2025 11:42:04 y P 24 P P ymy

YHMKANbHbI NPOrPaMMHBIA KNHOY:
2953301 2068940829295 72078ef43989¢ Boiciias mkoJia yYupasJjJceHUus

QA~n10
Uuuo J/7IvuoJr7J707 JU( OCT1a/0/7uac1od

HarMEHOBaHHE OCHOBHOTO yueOHoro moapasaeneHus (OYII)-pazpabdorurnka OIT BO)

PABOYASA NIPOTPAMMA JJUCHUIIJIMHBI

YIIPABJIEHUE KAYECTBOM YCJIYT' 1 OBCJAYKUBAHUSA B COEPE
CEPBHUCA

(HauMEHOBaHHUE JUCIUILIMHBI/ MOTYJIS )

PexomengoBana MCCH ajis1 HanpaBJieHUs1 MOATOTOBKH/CIeHAJIbHOCTH:

38.04.02 MEHE/IKMEHT

(KO,I[ 1 HAUMCHOBAHUEC HAIIPABJICHUA HO,HFOTOBKH/CHeHPIaJ'ILHOCTI/I)

OcBoeHne  JUCHMIUIMHBI  BeleTcsl B paMKax  peaju3alldd  OCHOBHOM
npogeccuoHAIBLHON 00pa3oBaTeJIbHOM NporpamMmMbl Bbicuiero oopasoanus (OII
BO):

YHPABJIEHUE KNIMEHTCKHUM OIIBITOM M UHHOBAIIMHU B CEPBUCE

(manmenoBanme (mpoduis/cienuanuzamms) OI1 BO)

2025 1.



1. EJIb OCBOEHMA JUCIIUITJIMHbI

Hucuuumna «Management Of Service Quality In The Sphere Of Service» Bxomut B
IIpOrpaMMy MarucTparypbl «YIpaBiIeHHE KIMEHTCKUM OIBITOM M MHHOBALlUM B CEPBHCE» IO
HanpasiieHuto 38.04.02 «MeHemxMeHT» U u3ydaercs B 3, 4 cemectpax 2 kypca. Jucnuruivny
peanusyet Beuepne-3aounoe otaenenue BIIY. JlucuumimrHa cocTouT U3 6 pa3zenoB U 7 TeM U
HalpaBJICHa Ha M3yYEHUE MEXKJIYHAPOJIHBIX CTaHAAPTOB M OCBOCHHME OCHOBHBIX IOHSATHI B

00J1aCTH yIpaBJIeHUs KAYECTBOM.
Lenpt0 OCBOCHMS AMCUMUIUIMHBI SBISAETCS (POPMHUPOBAHUE HABBIKOB YIIPABJICHUS KAu€CTBOM

YCIIYT U OTIpEeICNICHUS] CEPBUCHBIX CTPATErHiA.

2. TPEBOBAHMA K PE3YJIbTATAM OCBOEHUMA JUCIUITJIMHDbI

OcBoeHME IUCHUIUIMHBI «YIIpaBJICHHE KauecTBOM YyCIyr W 0OcCimyKuBaHUsA B cdepe
CepBHCa» HAIPABJICHO HAa (OPMUPOBAHHE y OOYUYAIONIMXCS CIICAYIOIIUX KOMITETEHIUH (4acTh
KOMITCTCHITHH ):

Tabnuya 2.1. Ilepeuenv komnemenyuil, Gopmupyemvlx y 00yHarOWUxcs npu 0C80eHuu
OUCYUNTUHDBL (De3YIbMaAmMbl 0C80EHUS OUCYUNTUHDL)

Indp Kommerenmuust HNuauxaropsl AOCTIKEHHS! KOMIETEeHIHH
(B pamMKax JaHHOW IHCIUILIIHEI)
CnocobeH npUMeHATh
COBPEMEHHBIE TEXHUKH U
METOJMKH cOOpa JaHHBIX,
MIPOJIBUHYTHIE METOABI UX
OITK-2 06pii%1inﬂpé§:§f$§éfme OIIK-2.1 OcyiecTBisieT peleHue yIpaBlIeHYeCKUuX 1
HCCIIEI0BATEIbCKHUX 33/1a4 HA PA3IMYHBIX YPOBHAX YIPABICHUS;
HUHTEJUIEKTyaJIbHBIE
MHQOPMALMOHHO-aHATUTHYECKHE
CHCTEMBI, TIPH PEIICHUH
yIpaBJIEHYECKUX U
HCCIIEJ0BATEIbCKUX 3a/1a4
Cnoco6eH caMOCTOSITENbHO
MPUHAMATh 000CHOBAaHHbIC
OpraHU3aIOHHO-
YIPaBIIEHYECKUE PELICHHUS, OIIK-3.2 OueHuBaeT onepalvoHHY0 U OPraHU3aLMOHHYIO
OILIEHMBATh UX ONEPANMOHHYIO H |3 (EKTHBHOCTD, N CONMATBHYIO 3HAUNMOCTD YIPABICHUECKHX
OINK-3 OpTaHM3aIOHHYIO PELICHUH C yueToM MHEHUS oTpeduTesnei ycuyr;
s dexkruBHOCT U conpanbhyto  |OITK-3.3 Bueapsier Ha npeanpusTHIX MpodeccHoHatbHOU chepb
3HaYMMOCTb, 00ECTIEYNBATh UX |MOJIENIN YIIPABICHUS C YI€TOM KPOCC-KYIbTYPHOU M TUHAMUYIHOM
peann3aiuio B yCIOBUIX Cpensl;
CJIOKHOM (B TOM YHCIIE KPOcc-
KYJIBTYpPHOH) U TWHAMHYIHON
cpensl
CriocobeH OlleHNBaTh [TIK-6.1 YMmeeT npoBOANTE OIEHKY AP PEKTHBHOCTH
3¢ PEKTUBHOCT YIPABICHUECKHUX |YIIPABIEHUYECKUX PEIICHUH M0 CTPATETHYECKUM HaIPaBICHUSIM
K-6 pelnIeHui o BEIOOPY KOHIETINH, |JeITeIbHOCTH MPEINPHUATHH chepbl cepBuca;
paspaborke u mana peanuzaun  |[1K-6.2 YMeer ¢popMupoBath IuiaH peanu3aluy CTpaTerui
CTpaTeTuu pa3BUTHS CEPBUCHOTO MPEANPUATHUS C UCIOIB30BAHUEM NPOTrPAMMHO-
NpeAnpusTHi cephl cepBruca  |LIEJIEBOTO MOJIX0/1a;
CnocobeH npuMeHsTh
MEXKTyHapOAHBIN OIBIT IpU I1K-8.1 BripabaTbiBaeT ynpaBieHYECKHE pelIeHHs Ha 0ase
I1K-8 YIpaBJIeHUH pecypcamMu U 00BEKTHBHBIX PE3yIbTATOB aHAIN3a MEXTYHAPOIHOTO OIBITA
Ka4eCTBOM YCJIyT OPTaHU3alui |IesTEeNbHOCTH OpraHn3anuii chepel cepBuca;
chepsl cepBuca

3. MECTO JUCIUMIIJIMHBI B CTPYKTYPE OII BO




JucuunnuHa «YHOpaBieHHE KadyecTBOM YCIYr W oOciyxkuBaHus B cdepe cepBuca»

OTHOCUTCA K o00g3aTenpHOM uactu Oxoka 1

IIporpaMmabl BBICHICTO 06p330BaHI/IH.

«ducuummuuel  (Moaynn)» 0o0pa3oBaTeIbHOU

B pamkax o0pa3zoBaTesbHOM MpoOrpamMmbl BBICIIETO O0pa30BaHUS OOy4YaIOIIMECS TaKxKe

OCBaMBaKOT

JpyTHe

IMUCIUTIINHEI

W/WIM  TPaKTUKH,

CIOCOOCTBYIOIIKE

JOCTHXXCHHIO

3aIJIAHUPOBAHHBIX PE3yJIbTATOB OCBOCHUS JUCLHUIUIMHBL «YIPaBICHUE KAdeCTBOM YCIyr |
oOciry>)kuBaHus B cepe cepBUcay.

Tabnuya 3.1. Ilepeuenv komnonenmos OI1 BO, cnocobcmeyrowux O00CmMuiceHur
3ANIAHUPOBARHbLX PpE3)1bmamoe OC60E€HUA auCuu}’lﬂqul
IIpeamecTByIOIINE IMocaenyrommue
HIngp Haumenosanue ZIHCEH)::[HHHLI?,MOI;)’JIM, zmcunnnnill)l:lll\]fouynn,
KOMIIETEHIM U % %
MPAKTHKH MPAKTUKH
Crnoco0OeH MpUMEeHATh
COBpPEMCHHBIC TEXHUKH U
METOAMKH cOOpa TaHHBIX,
HpOI[BI/IHyTI)Ie METOAbI UX
00pabOTKU U aHAIN3a, B TOM OCHOBBI TCOPHH BEPOSTHOCTEH U
OIIK-2 YHUCIIE UCTIOIB30BaTh CTATUCTHYCCKU aHAIIN3, [penauioMHast MpaKkTUKa;
I/IHTeJ'IJ'IeKTyaJ'H)HI)Ie AHaJ'II/I3 nu Bm3yan143au1/1>1 JaHHBIX
nHpopMannoHHO-
AHAJINTUYCCKHUEC CUCTCMBI,
TIPY peIICHUHN
YIpaBICHYCCKUX H
HCCIIE0BATEILCKIX 33124
CrocobeH caMOCTOSITEIHLHO
MPUHUMATH 00OCHOBAaHHBIC
OpTraHU3aIMOHHO-
YIpaBJICHYECKHE PEIICHUS,
OLICHUBATDH UX Teopus opraHu3anyy ynpaseHUs;
OIEPALUOHHYIO U MeToap! KpeaTHBHOTO MbIIuTeHus; | Kpocc-KyiapTypHBIH
OIK-3 OpraHU3aI[HOHHYIO IIcUXO0I0THYeCcKHe U MEHEIKMEHT;
3 PEeKTUBHOCTD U (U3HOJIOTYECKHE ACTIEKTHI IIpenuruioMHas IpaKkTHUKa,;
COLUAITbHYIO 3HAYMMOCTb, CepBHCa;
o0ecreynBaTh X
peai3annio B yCIOBUIX
CJIOYKHOM (B TOM YHCITE
KpOCC-KYJIbTYPHOW) H
JUHAMUYHOM CpeJIb
CrniocobeH OIeHnBaTh
3¢ PEKTHBHOCTD VYrpasieH4YecKkass SJKOHOMHKA; [IpenauiuioMHast MpaKkTUKA;
YIPaBJIEHYECKUX PELIECHUI Teopus opranuzauuu ynpasieHus; | Kpocc-kynbTypHblil
HK-G 10 BI)IGOpy KOHICIIIHNH, HCI/IXOHOFI/I‘IGCKHC nu MCHCIIPKMCHT,
pa3paboTke 1 TuIaHa (bu3HONIOTHYECKHE aCTIEKTHI DuHAHCH OPTaHU3AIHNA U
peanu3aiyu CTpaTeruu CepBHCa, (hMHAHCOBBIN aHAIH3;
Pa3BUTHSA IPEANPUATHIA
cthepsl cepBuca
Crnoco0OeH MpUMEHATh
MEXTyHAPOIHBIHA OIBIT TIPU CoBpeMeHHBIC TEXHOJIOTHH
K-8 VIpaBJICHUH pecypcaMu U MPOCKTHPOBAHUS KIIMEHTCKOTO

KayeCTBOM YCIIyT
opranuzanuii cdepsl
cepBuca

OIIbITa B CEPBUCE;

* - 3amoJIHAETCS B COOTBETCTBUM ¢ MaTpuueil komnereniuidi u CYII OIT BO

** - 3JIEeKTUBHBIC TUCIMIUIMHBI /TIPAKTHKH




4. OFbEM JUCHUILIVNHBI U BUJIbI YYEBHOM PABOTHI

O6mas TpynoeMkocth nucnumuinabl «Management Of Service Quality In The Sphere Of Service» cocraBisieT «3» 3a4eTHBIC €IMHUIIBI.
Tabnuya 4.1. Buowl yuebHOU pabomvl no nepuooam 0C80eHUs 00PA308aAMENbHOU NPOSPAMMbL 8blCUe20 00PA308aHUsL O/l 3A0HUHOU HOpMbL
0OyueHusl.

Buj yueOHoii padoThI BCETIO, ak.u. 3 Cemectp(-b1) 1

Koumaxmmnas paboma, ax.u. 16 16 0
Jlexrun (JIK) 8 8 0
Jlabopartopusie pabotsl (JIP) 0 0 0
IMpaktryeckue/cemunapckue 3ansatus (C3) 8 8 0
Camocmosmenvras paboma 00y4arOWuxcs, ax.u. 83 56 27
Koumponw (ax3amen/3auem c oyenkoil), ax.u. 9 0 9
OO01asi TPYI0E€MKOCTh THCHHILTHHBI aK.4. 108 12 36
3a4.e/1. 3 2 1




5. COAEPKAHUE JUCIUITVINHBI

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

Bup
Homep | HammeHnoBaHue pasnena .
Conep:xanue pasaesa (TeMbl) yueOHOM
pa3nena JUCIHMILTHHBI %
padoThI
VpasieHue KaueCTBOM PasBurre nouaTHii o kauectse. KauecTBo Kak
Pazgen 1 P 1.1 JIK, C3
YCIYT. COLMAITbHO-3KOHOMHUYECKAsl KATErOPHsI.
Mesxaynapoausie cragaaptel UCO, HOpMaTUBHEIE
HopwmatuBHO-TIpaBoBas 2.1 yHap P » Hop JIK, C3
JIOKYMCHTBI.
Pasgen 2 |6a3a obecrieueHus —
Poccuiickas (HarioHaIpHAas) CUCTEMA
KayecTBa YCIyT. 2.2 JIK, C3
CTaHIapTH3AIINH.
Kpurepuu, MmeTosl,
CPEIICTBA U aHAJIH3
[IpuHIMTIBI CHCTEMBI MEHEIKMEHTA KauecTBa
Paznmen 3 |pe3ynpraToB B 3.1 (CMK) JIK, C3
MEHEHKMEHTE KaueCcTBa ’
MIPOAYKTOB (YCIyT)
MexayHapOoJHBIA M OTEUECTBESHHBIN OITBIT CEPBCH-
Paznmen 4 | CepBuc-MeHe 1KMEHT. 4.1 YHAPOIL p JIK, C3
MEHEHKMEHTA.
CepBHCHBIC CTPATETHH U
[IpuHIUIBI CHCTEMBI MEHEIXKMEHTA KauecTBa
Paznmen 5 |ux skcmepTHO- 51 (CMK) JIK, C3
aHAJINTHYECKAs OI[CHKA. )
Toxazarem ITpunnune! onpeneneHus nmokasareneu
Pa3nen 6 |3 dexkTuBHOCTH cucteM 6.1 P P JIK, C3
3¢ HEKTHBHOCTH.
yIpaBJICHUS KAYECTBOM.

* - 3anonasercs Toapko mo OUHOM dhopme odyuenwust: JIK — aexyuu, JIP — nabopamopnsie pabomoi; C3 —
npaKmuiecKue/CeMunapcrue 3aHamusl.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUME JUCHUIIJINHBI

Tabnuya 6.1. MamepuaneHo-mexnuueckoe obecneuerue OUCYUNIUHbL

Tun aynuropuu

OcHamenue ayiuropuu

Crnennanu3npoBaHHoOe
yueOHOe/1abopaTopHoOe
odopynoBanme, I1O u
MaTepHuabl 1J1s1 0CBOCHHA
AMCUMILINHBI
(mpu HeOOXOAUMOCTH)

Aynuropus Ui IPOBEICHUS 3aHATUI
JIEKIIMOHHOTO THIIA, OCHAIIICHHAS

Microsoft I'apanT

Koncynsrant Ilnroc
Windows 7 KMS Corp (OS,

JlexoHHast KOMILIEKTOM CHelHaTU3upOBaHHON MeOenu; . .
" > 1 p > | Windows), MSOffice
JIOCKOH (9KpaHOM) U TEXHHYECKUMU .
CpeACTBaMU MYJIbTUMEINA NPe3eHTAUI Professional Plus (ogucrie
P Y p ' npuioxxenus, MSOffice)
AynuTtopus U IPOBEICHUS 3aHATUI
CEMHUHApPCKOI0 THMA, TPYIIIOBBIX U Microsoft 'apanT
WHIMBUYAIbHBIX KOHCYNIbTalMH, Tekymero | Koncymnprant [liroc
KOHTPOJIS ¥ TPOMEXYTOUHOW aTTECTaIlHH, Windows 7 KMS Corp (OS,
CemuHapckas . .
OCHAII[EHHAs KOMILIEKTOM Windows), MSOffice
CHIeIUaTU3UPOBAHHON MeOeH 1 Professional Plus (oducHsie
TEXHUYECKMMHU CPEACTBAMHU MYJIbTUMENNA npunoxenus, MSOffice)
MIPE3EHTALNMN.
Tns AyIuTOpHs U CAMOCTOSTENIEHOW PabOTHI Microsoft 'apanT
. | oOyuarommxcst (Moxet ucrnonb3oBarbes st | Koncymprant [Tinroc
CaMOCTOSITEIIbHOM . .
paboTe! MIPOBE/ICHUS] CEMUHAPCKUX 3aHATUH U Windows 7 KMS Corp (OS,

KOHCYJIbTAIIMi ), OCHALIIEHHAs! KOMIJIEKTOM

Windows), MSOffice




CHeIUaTu3UPOBAHHON MeOeH U Professional Plus (o¢ucHsie
KoMibroTepami ¢ gocrynom B SUOC. npunoxenus, MSOffice)

* - ayIUTOpHS AJISl CAMOCTOSTENIbHOI padoThl 00yyaroniuxcst ykaspiaercs OBA3ATEJIDBHO!

7. YAEBHO-METO/MYECKOE 1 THO®OPMAIIMOHHOE OBECIIEYEHUE JUCHUILIJINHBI

Ocnoenas numepamypa:

1. Arapkos, A. I1. Ynpasnenue kauectBoMm: yueOnuk / A. I1. Arapkos. — 3-e u3n., crep. —
Mocksa: JlamkoB u K°, 2022. — 204 c.: wi., Tabn. — (YueOHbIe U3MaHMS 111 OaKaaBpOB). —
Pexxum noctyna: o noanucke. — URL: https://biblioclub.ru/index.php?page=book&id=684370

2. Kypoukuna, A. FO. YnpasieHue Ka4eCTBOM YCIYT : Y4€OHUK U IPAKTUKYM IS By30B
/ A. YO. Kypoukuna. — 2-e u3[., uctp. u gon. — Mocksa : U3mparensctBo FOpaiit, 2025. — 172
¢. — (Bricmee oopazoanue). — ISBN 978-5-534-07316-4. — TekcT : 2IeKTpOHHBIH //
Oo6pasoBarenbHas wiathopma KOpaiir [caiit]. — URL: https://urait.ru/bcode/561433
Hononnumenvnas numepamypa:

1. KpasimmeTpust 1 yripaBieHHE KadeCTBOM: yueOHoe mocobue / 3.A. AHHCUMOB;
TToBOIKCKHIT FOCYIAPCTBEHHBIH TEXHONIOrHYecKnii yruBepeutet. — Momkap-Omna: IIT'TY, 2018.
— 74 c.: cxeMm., Tabn. — Pexxum noctyna: nmo nmoanucke. — URL:
http://biblioclub.ru/index.php?page=book&id=486989. — buGnuorp. B ku. — ISBN 978-5-8158-
1967-2. — TekcT: AMeKTPOHHBIN.

2. MeHeKMEHT KadecTBa MHHOBAIMOHHOTO MPOJIyKTa: yuyeObHoe mocodue / H.T'.
Akuiopaena. — ﬁouncap-Ona: [II'TY, 2019. — 194 c.: cxem., ui., Tabn. — Pexxum goctymna: mo
noanucke. — URL: http://biblioclub.ru/index.php?page=book&id=562234

3. MexnyHapoHble cTaHaapThl ayaurta: yueOHuk / A.A. CutHoB; OUHAHCOBBII
yauBepcuteT npu IIpaBurensctBe Poccuiickoit @enepaunn. — Mocksa: FOuutu-/lana: 3akoH u
npaBo, 2017. — 239 c.: tabx. — (Magister). — Pexxum mpoctymna: mo moamucke. — URL:
http://biblioclub.ru/index.php?page=book&id=562329 — ISBN 978-5-238-02556-8.

4. YrpaBiieHHe Ka4eCTBOM B MEXIYHAPOJAHBIX KOPIOPAIHIX: MPAKTUKYM /
MunuctepcTBo oOpazoBanus U Hayku Poccuiickoit @eaepannn, OenepaibHOE TOCYAAPCTBEHHOE
aBTOHOMHOE 00pa30BaTeIbHOE YUPEXkKAECHUE BBICIIETO MPOPEeCcCHOHATBHOTO 00pa30BaHUs
«CeBepo-KaBkasckuil (enepanbHblii yHUBEpCUTET»; aBT.-cocT. E.®. bobposa, O.A. bopuc. -
CraBponoins: CKOY, 2016. - 167 c. - bubnuorp. B kH.; To xe [DnexTponHsIii pecypc]. - URL:
http://biblioclub.ru/index.php?page=book&id=459317

5. Ynpasnenue kauectBoM: yueoHoe nocodue / E.}FO. CannaeBa, E.M. I{BetkoBa //
TTOBOJIKCKHIT FOCYIAPCTBEHHbIH TEXHONOIHUeCK i yHuBepcuTeT. - Momkap-Ona: TIT'TY, 2017.
- 156 c.: un. - bubauorp. B kH. - ISBN 978-5-8158-1802-6; [ Onekrponnslit pecypc]. - URL:
http://biblioclub.ru/index.php?page=book&id=461637
Pecypcwr ungopmayuonno-menexommyHuKayuoHHou cemu « Anmepunemy»:

1. O9bC PYIH u croponnue 3bC, Kk KOTOPBIM CTyI€HTBl YHUBEPCUTETA UMEIOT JOCTYII
Ha OCHOBAHMUH 3aKJIFOUYEHHBIX JI0TOBOPOB

- DnekTpoHHO-0mbmmoTeunas cucrema PYJIH — 9bC PY JIH
http://lib.rudn.ru/MegaPro/Web

- OBC «YHuBepcuTeTckas Oubaroreka onnaiti» http://www.biblioclub.ru

- OBC Opaiit http://www.biblio-online.ru

- ObC «KoHCcynbpTaHT cTyneHTay www.studentlibrary.ru

- OBC «Tpounkuiit mocT»

2. ba3bl TaHHBIX W TOUCKOBBIE CUCTEMBI

- DIIEKTPOHHBIN (HOH/I TPABOBOM 1 HOPMATUBHO-TEXHUYECKOW JJOKYMEHTAIIUU
http://docs.cntd.ru/

- mouckoBas cucreMa Suaekc https://www.yandex.ru/

- mouckoBas cuctema Google https://www.google.ru/

- pedeparuBHas 6a3a nanubpix SCOPUS
http://www.elsevierscience.ru/products/scopus/




Yuebno-memoouueckue mamepuansi 015 camocmoamenbHol pabomel 00y4arOWUxcs npu

0CBOCHUU OUCYUNTUHBL/MOOYAS ™!
1. Kypc nekuuii no nuctuiinae «Y IpaBieHre KayeCTBOM YCIyT B 00CITy)KUBaHUS B

chepe cepBucay.

* - Bce y4eOHO-METOAMYECKHE MaTepuallbl Ul CaMOCTOATENbHOM paboThl 00ydaromuxcs
pa3MeIaTCs B COOTBETCTBUHU € AEUCTBYIOLIUM MOPsiAKOM Ha cTpaHule aucuuiuinasl B TYHUC!
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