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BBenenue

B Hnacrosimee Bpemsa TypusM B Poccuu NpU3HAH OJHUM M3 MPUOPUTETHBIX
HaIpaBJeHUI pa3BUTUS SKOHOMHKH. EcCTeCTBEHHO, €ro pas3BuTue 0€3 MOIIACpPKKH
roCcyJlapCcTBa MPEACTABIIIETCS KpailHE 3aTPYJHUTEIbHBIM. B CBSI3M C 3TUM OJHON M3
KJIFOUEBBIX 3a/1ay TOCYJapCTBEHHOM MOJIUTUKH B cepe TypusMa SBISIeTCs pa3padoTka
COBPEMEHHOI'0 3aKOHOJATEIbCTBA, B YAaCTHOCTH, B O00JAacTH CTaHIapTU3ALUU H
ceprudukanuu. CtaHngapTuzauus U cepTuUKanus TypUCTCKUX YCIYT, HECOMHEHHO,
aKTyaJlbHa, MOCKOJIbKY CIY>KUT TOCYJIapCTBEHHON MEpOM 3alUThl MOTPEOUTENeH OT
HEJI0OpOKaYeCTBEHHBIX yCayr. Kypc sBisieTcsl MUCUMIUIMHOW, AAlolied CTyAeHTaM
MPEACTaBICHHE O JaHHOW 00JacTH TYPUCTCKOTO  MEHEIKMEHTa, 3HaHUS,
HEOOXOMMMBIC I W3YUYCHUS TOCICIYIONIUX TUCIUILINH, a TakkKe IS Oymymien
MPAKTUYECKON JAEATEIIbHOCTU. byaylue CrnenuanucTsl AOJDKHBI 3HATh W YMETh
WCIIOJIb30BaTh HOPMATUBHBIE JIOKYMEHTHI MIPU BO3HUKHOBEHHM KaKUX-JIMOO CIIOPHBIX
BOIIPOCOB. B TaHHOM Kypce pacCMOTPEHBI BOMPOCHI CTAHIAPTU3AIMU U CEPTUPUKAITTU
TYPUCTCKOW JESATEIbHOCTH, HU3JI0KEHBI OCHOBHBIE IOJIOKECHHUS 3aKOHOJATEIIbCTBA B
JaHHOM  oOjacTu, JaH aHajdu3 JIUCTBYIOIIMX HOPMATHBHBIX JIOKYMEHTOB,
MPUMEHSEMBIX MPU CTAaHAAPTU3AINHN U CEPTUDUKAIIUN TYPUCTCKUX YCIYT.

[{enp TUCUUIUIMHBI — U3YYEHHUE TOCYJAPCTBEHHOIO PETYJIUPOBAHUSA TYPUCTCKOU
nesTenpHocTd B Poccuu.

B cooTBeTCTBHM C ITOCTAaBICHHOU LIEJIBIO CTABITCA 3a1a4N:

® [IOJIy4YCHHE CHUCTEMATU3UPOBAHHBIX 3HAHUM O TEOPUH, COBPEMEHHOU
3apyOeHOW W OTEYECTBEHHOM TMpPAaKTUKE CTaHIapTU3allui W cepTUPUKAu B
TypHU3ME;

® 3HAaKOMCTBO C OCHOBHBIMHM TOHSTHUSIMH JIaHHOM 00JIaCTH TYPUCTCKOTO
MEHEKMEHTA, JJOTUYHOE U TPAMOTHOE IOJIb30BaHUE ITOHATUSAMHU U TEPMUHAMU

TypusMm cTan HEOTHEMIIEMOM YaCThIO )KU3HHU JIFOACH. ITO CIOKHAas,
MHOTOJIOXO/IHAsI OTPaCib MUPOBOH IKOHOMHKH CITIOCOOCTBYET 00ECIIEUEHUTO
0J1aroCOCTOSTHUS JTIO/ICH, BBICOKOTO YPOBHS 3aHATOCTH M YJIYUIIICHUSI Ka4eCTBA KU3HU
JIIOJIEN.

C navana 90-x rogoB Poccuiickas ®enepauusa npuctynuia K (GOpMUPOBAHUIO
HAIIMOHAJIBHOTO TYPUCTCKOTO pbiHKa. B HacTosee BpeMs TypusM B Poccun npusHaH
OJIHUM W3 TPUOPUTETHBIX HAMPABJICHUN pPa3BUTUS SKOHOMHKHU. EcTecTBEeHHO, €ro
pa3BUTHE 0€3 MOAJACPKKU rOCyAapCcTBa MPEACTABISAETCS KpailHe 3aTpyAHUTEIbHBIM. B
CBSI3M C ITUM OJIHOW W3 KJIIOUEBBIX 3aJlad TOCYJapCTBEHHOW TMOJUTUKU B cdepe
Typu3Ma SBISIETCS pa3paboTKa COBPEMEHHOTO 3aKOHOMATENbCTBA, B YAaCTHOCTH, B
00JIaCTH CTaHIAPTH3AIIUH.

Ho 90-x romoB B Poccum Hambomee pacnpoCTpaHEHHBIM OOBEKTOM
cranaaptusanuu 6pu1a mpoaykius. C 1992 roga 00bEKTOM CTaHAAPTU3AINH SBISIOTCS
yCIyTH, B TOM uucie © Typuctckue. CraHmapTuzaiusi TYPUCTCKHUX YCIYT,



HECOMHEHHO, aKTyajlbHa, IOCKOJbKY CIY>)KHUT TOCYJApCTBEHHOM MEpOMl 3alluThl
noTpeduTeneit oT HeAOOPOKAYECTBEHHBIX YCIIYT.

1 eab 1 3a1a4M NPAKTUYECKUX 3AHATHH

W3yunTh OCHOBHBIE NPABOBBIE HOPMBI, pEIrJIAMEHTUPYIOUIME TpeOOBaHUS K
TEXHUUYECKUM OOBEKTaM, LIEIN TEXHUUECKOI0 perynupoBanus. Hayuurbcs onpenensiTs
OPUHLMIINAIBHBIE OCHOBBI TPUHATHS PEIIEHUS O HEOOXOAUMOCTH pa3padOTKU
TEXHUYECKOTO perjaMeHTa. PacKpbITh CYIIHOCTh U  COAEpP’KAHWE OCHOBHBIX
JIOKYMEHTOB B cdepe cranmaptusanuu u ceprtudpukanuu: Koncruryuus, Kogexc o6
aJIMUHUCTPATUBHBIX HapylleHusX, 3akoHbl PO u @3 PO: «O6 ocHOBaxX TypHCTCKOM
nestenbHocTH B PO», «O 3ammre mnpaB mnoTpedutenein», «O TEeXHUYECKOM
PEryIUpPOBAHUI, «O TEXHUYECKOM PEryIUpPOBAHUN, [TocTanoBieHus
[IpaButensctBa PD: «O6 yrBepxkaeHuu I[lpaBui mnpenocTaBieHUs] TOCTUHUYHBIX
yciyr», «O0 yTBepkaeHuu [IpaBui ObITOBOTO 00CIyXUBaHUs HaceaeHus: B POy.

2 CTpPyKTypa NPAKTHYECKHUX 3aHATHI

Ne Tembl U copepkaHne 3aHATUH KoJui-Bo yacos
3aHATHS

1 Bomnpocs! BEITOTHEHUSI KOHTPOJIBHO-KYPCOBOH paboThl. Pacnipenenenue 2
3aJaHUH A7 BBITOJTHEHHUS KOHTPOJIbHO-KypcOBOH paboTel. Ob6cykneHne
rpaduka 3amnmT KOHTPOIbHO-KypCcoBOi paboTsl. [Ipe3eHTannoHHbIe
MaTepHalibl IPIMEPOB BEIITOJIHEHHS KOHTPOJIbHO-KYPCOBOH pabOTEHI.

2,34 CrannmapTu3ays B OpraHHU3aIISIX TYPUCTCKON HHYCTPHA 4
1 Crangapt opraHu3anui, ero IpuMeHeHNe, OpTaHu3anus padoT.

2 OOBEKTHI CTAaHIAPTH3ALNH U KOPIIOPATUBHBIE CTAHIAPTH TOCTHHUYHBIX
KOMITaHUHI

3 OneparyoHHbIe CTaHIAPTHI

4 CranjapT KauecTBa 00CITy)KUBaHUSI TOCTHHHYHOTO MPEATIPHUSATHUS

5 Tlopsimok pa3pabOTKH CTaHIAPTOB

Jloxmaapl Mo TeMam

5,6 KOHTPOJIb KAUeCTBA B TYPHU3ME. 4
MeToiMKa oTnpesieNieH!s] yPOBHS 00CITYKUBAHUSI B TOCTHHHIIE
[TporpamMma KOHTPOJISI KauecTBa

[MoKJIaIbl IO TeMaM

7 [lenmoBas urpa: «TaltHBIN KIHEHT) 2
8 TectupoBanwe k | aTrectanun 2
9 MeTo1 KeHC-CTali: BHYTPEHHUI KOHTPOJIb 2
10,11 ATTecTalys CpeICTB pa3MeIeHUs 2
1 LHenwn u 337291 rocy1apCTBEHHON CHCTEMBI KJIACCUBUKAIIH
2 Ilponenypa KnaccupuKauu
I'pynnosas nquckyccusl.
12-14 ITpe3eHTanMoHHBIE MAaTEPHUAIBI IO TEMaM KOHTPOJIBHO-KYPCOBOH paOOTHI. 4
15 TectupoBanue Ko 2 aTTecTaruu 2
Hroro 24




3 MeToan4yecKkue yKa3aHusl K NMPOBEACHUI0 MPAKTHYECKUX 3aHATHI

IpakTuuyeckoe 3ansitue Nel(2 yaca)

Bomnpocel  BBINOJIHEHHS] KOHTPOJIBHO-KYpcOBOM paboThl. Pacnpenenenue 3amaHuit  Juist
BBITIOJTHEHUSI KypCOBOW pabOTHI M TeM A0okiIanoB. OOcyxacHue rpaduka 3allUT KypcoBOM pabOTHI.
[Ipe3eHTaIMOHHBIE MaTEpUaJIbl IPUMEPOB BBIIIOJIHEHUS KYpPCOBOM pabOTHI.

Ipakruuyeckoe 3ansitue Ne2, 3,4 (6 yacos)

Tema: CTangapTusanusi B OpraHu3anusax TYPUCTCKONH HHAYCTPUHU
1 CranaapT opranu3anuii, ero npuMeHeHHue, OpraHnu3anus pador.
2 O0beKTHI CTAHAAPTU3AIUHN ¥ KOPNOPATHBHBbIE CTAHIAPTHI TOCTUHHYHBIX KOMIAHUT
3 OnepaumnoHHbIe CTAHAAPTHI
4 CtanaapTt KayecTBa 00CIy:KHUBAHUS TOCTHHUYHOTO MPeANPUATHSA
5 [opsiiok pa3paboTKU CTAHIAPTOB
5.1 IlonsiTHe ¥ BUABI CTAHJAPTOB cepBUCA
5.2 llpuyuHbI pa3padoTKH CTAHJAAPTOB CEpPBHUCA
5.3 llpuHOMNBI CTAHAAPTH3ALMH, IPEUMYILECTBA, BHITOAbI 1 3(P(PeKTHI OT BBEIEHUS
CTAaHIAPTOB
5.4 Ctanaaptbl KaKk HeOTheMJIeMAasi YaCTh CHCTEMbI YIIPaBJIeHHUs CEPBUCOM
5.5 TexHoJ10THSI OMUCAHUSA CTAHAAPTOB
5.6 Metoabl pa3padoTKu CTAaHAAPTOB
5.7 Aaroputm pa3padoTKu CTAaHAAPTOB — 3 1IAra K KJIMEHTCKOMY CePBHCY
5.8 BHyTpeHHssI CTPYKTYpa CTAaHIAPTA

1 CranaapTsl opranu3anuii, ero npuMeHeHue, opranuzanust paéor

CranpmapTbl OpraHu3anuii, B TOM YHCIIE KOMMEpPYECKHMX, OOIIECTBEHHbIX, HAyYHBIX
OpraHM3aluii, caMOperyJupyeMblX oOpraHu3auui, OOBEAMHEHHUH OPUAMYECKHX JIMI[ MOTYT
pa3pabaTbIBaTbCcs M YTBEPXKIAThCS UMH CaMOCTOSTENbHO. [lopsnok pa3paboTKH, YTBEp:KIEHUS,
ydeTa, U3MEHEHHsI U OTMEHBI CTaHJApPTOB OPraHU3alMKA YCTAaHABIMBAECTCS MMH CaMOCTOSITEIIBHO C
y4eToM nonoxeHuit crateu 12 denepanbHoro 3akoHa «O TEXHUYECKOM PETYJIUPOBAHUNY.

[Ipoekt crangapTra OpraHM3alMl MOXET MPEICTABIATHCA pa3pabOTYUKOM B TEXHUYECKHM
KOMHUTET I10 CTAHAAPTU3ALMH, KOTOPBIM OPraHU3yeT MPOBEACHUE DKCIEPTU3bI JAHHOIO Npoekra. Ha
OCHOBAHHUM PE3YNIBTATOB IKCIEPTU3bl JAHHOTO MPOEKTAa TEXHUYECKUH KOMMUTET IO CTaHAAPTU3ALUU
TOTOBUT 3aKJIFOUYEHUE, KOTOPOE HAIPABISAET pa3padOTUHKY MPOEKTa CTaHAapTa.

CrangapTel opraHu3alUil MPUMEHSIOTCS PaBHBIM O00pa30oM M B PaBHOM Mepe HE3aBHUCHMO OT
CTpaHbl M (WJINM) MecTa MPOUCXOXKICHHUS HPOAYKIMH, OCYLIECTBIEHHs IMPOLECCOB MPOU3BOJICTBA,
SKCIUTyaTallMi, XpaHEHUsI, IEPEBO3KH, pealn3alii U YTUJIN3AllMK, BBHIOJHEHUS pabOT M OKa3aHUs
yCIyT, BHUJIOB MJIM OCOOCHHOCTEH CHIENOK W (MJIM) JIMI, KOTOpPbIE SBISIOTCS H3TOTOBUTEISIMH,
UCIIOJTHUTEIISIMU, TPOJAaBIIaMH, TPHOOPETATESIMHU.

2 O0beKTHI CTAHAAPTU3ALNM W KOPIOPATHBHbIE CTAHAAPTHI TOCTUHUYHBIX KOMIIAHU
CranmapTel OOCTY)KMBAaHUSI — YCTAHOBIICHHBIC KOMIAHUEH KpUTEpUHM W TpeOOBaHUS K
MPEAOCTABIIIEMBIM TOCTUHULIEW YCIIyTaMm.
Pe3ynpTaThl m3ydeHuss MOTPeOHOCTEH, OKUIAHUHN, TMPEANOYTCHUN KIUEHTOB JOBOJSATCS 0
MepCcoHaIa TOCTUHUIIBI B BUJIE ONPEACIEHHBIX 005S3aTeIbHBIX MPABUI OOCITYKUBAHUS U MOBEACHHUS,
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pPETrJIaMEHTHPOBAHHBIX B HMHCTPYKIUSAX, TMOJIOKEHUSAX, (PUPMEHHBIX CTaHIAPTaX, TEXHUYECKOM
JTOKYMEHTAIMH, a TAK)Ke TEKYIUX ONEPATUBHBIX PEIICHUSX.

['ocTh X04eT AOOPOKETATEIIBHOTO U BEXKIUBOTO OOCTY)KUBAaHUS CO CTOPOHBI COTPYIAHHKA
0001 CIyKOBI, TOATOMY Ba)XKHO NPEJOCTABICHUE YCIYI'HM OCYLIECTBIISTH IO OJHOMY U TOMY K€
CTaHJapTy, NIPOMKUCAHHOMY U YTBEPKACHHOMY KOMIIaHUEH.

Tak Kak TOCTUHUYHBIA TPOAYKT MOMUMO HEOCSI3aEMbIX XapaKTEPUCTUK BKIIIOYAET B cebs ere
MaTepUaIbHYI0 COCTABISIOIIYIO (3aHUS, COOPYKCHHsI, WHXCHEPHbIC KOMMYHHKAIIUU, MEOEIb,
0o0opysoBaHue, HHBEHTAPh U T. 1.), TO PA3INYaAIOT CTAHIAPThI NPOAYKTA U CEpBHUCA.

B nmporecce co3maHus cTaHAApTOB MPOAYKTa HEOOXOAMMO YYUTHIBATH TPEOOBAHUS
HopMaTuBHBIX T0kyMeHTOB — ['OCToB, CHullos, CanlluHos, BCH u ap.

Iipumep

K crangapram npojayKkTa OTHOCSTCS:

® CTaHJApThl UHTEPHEPA;

® CTaHJapT MPUJIETAIONIeH TEPPUTOPUH;

® CTaHJAPT UCIIOJIb3YEMBIX OTJEIOYHBIX MATEPHAIIOB;

CTaHAapThl TOCTUHUYHON TEXHOJOTHH B pa3pe3e CIy>KEOHBIX U TOCTEBBIX 30H (pa3mep,
pacmosoKeHue, COCTaB);

CTaHIAPTHI CITY>KOBI MUTAHUS (COCTaB, TEXHOJIOTHS, Pa3MEPHI | T. I1.);

CTaHJapThl TOCTEBBIX HOMEPOB (KaTeropuu, pa3Mephl, OCHAIICHUE U T. 11.);

CTaH/IAPTHI TOCTEBBIX U CITY)KEOHBIX MOMEIICHUI (KOPUIOPHI, TUQPTHI, XOJLIIBI U TIP.);

CTaHAapThI JOMOJIHUTENBHBIX YCIYT (ACCOPTUMEHT);

ctanaapTsl aBToMatuzanuu (ACY, 3eKTpOHHBIE 3aMKH U TIP.);

CTaHapThl HHXEHEPHO-KOMMYHUKAIITMOHHOTO 000pYyI0BaHUS,

CTaHJapThl CUCTEM 0€30MaCHOCTH M BHACOHAOTIOCHUS U JIP.

K cranpmapram cepBHca OTHOCSTCS ONUCAaHUS IPOLENYp, TEXHOJIOTHM, CHCTEM, METOJIOB,
IpaBUJI MTOBE/IEHUs], OOIIEHUS 1 00CTY)KUBaHUSI.

CranpapTtel cepBHca pa3pabaThIBAIOTCS C YYETOM MPaBUI MEXKIYHAPOJHOIO STHUKETA,
cneuu(UKU KOHKPETHOM TOCTHUHMIIBI, €€ OpraHM3allMOHHOM CTPYKTYpBl, paclpeieieHus
MOJIHOMOYMI M 00S3aHHOCTEW MEXIy COTPYAHHMKAMH, YMCICHHOCTH MEepCOHAajla B pacuere Ha OJIMH
HOMep, KBAIN(UKALMOHHBIX TPEOOBAaHUH M XapaKTEPUCTUK JTOJKHOCTEH paOOTHUKOB TOCTUHUYHOTO
XO035iCTBA W OOILIECTBEHHOrO0 NHTaHUA (YTBEp)KIAEHBbI IpukazamMu MuHucrepctBa Tpyaa PO,
MunucrepctBa obpazoBanus PO u nocranoienuem ['occrangapra Poccun Ne298 ot 30.12.1993 u
Ip.), OCOOCHHOCTEW  OMEpPallMOHHOTO  MpOIecca, KaTerOpUH  TOCTHHHIIBI, aCCOPTUMEHTA
IIPEIOCTABIIIEMBIX YCIIYT, TUIIAa KOHKPETHONW aBTOMAaTU3UPOBAHHOW CHCTEMBI YIIPABJICHHS U APYTUX
CPEJCTB aBTOMAaTH3allMU IPOU3BOJCTBEHHOIO IpOIlEcCa, YCTAaHOBJIEHHBIX B roctunuue. Kaxmnoe
NOJpa3JieIeHue JIOJHKHO UMETh CBOM NPOIMCAHHbBIE C YIETOM OCOOEHHOCTEH MMEHHO 3TOU CIIy>KObI
(bupMeHHbIE CTaHJapPTHI.

Ipumep

K crangapram cepBuca OTHOCSTCS:

e OponupoBaHue (00paboTKa 3aKa3oB, 3P (HEKTUBHOE HCTIOIIHEHHE OPOHHU U TIp.);

OTEJIbHBIN YUET;

pPETUCTpaLNsl, BBIIUCKA, PACUETHI C TOCTSIMU;

city»k0a TOpHUYHBIX (TIOArOTOBKAa HOMEPOB, yOOPOUHbIE pabOThI, YpOBEHB 3aI1aCOB U IIP.);
yIpaBieHUE T0XOAHOCTHIO;

e KkaapoBoe  obOecneueHue  (ypoBeHb, Tpaduku  pabOTHl, TMporeaypa  HaiiMa,
KBaJIM(UKAIIMOHHBIE TpPeOOBaHUS, CHCTEMa MOTHUBALIMM M CTUMYJIUPOBAaHUS, METOAbl OLEHKU
nepcoHana, 00y4deHue 1 MOBBIIICHNE KBATU(DUKALMY U TIP.) U Ap.




Kopnopamuensie cmanoapmol 20CHUHUYHBIX Yenell 6KAIOYAIOM pAa3iuiHble ACHEeKmbl,
Kacarowjueca npaKkmu4ecku ecex cgep HcuzHeoeaAmeabHOCMU Omenn: om papadomku
NPOEKMHOU 0OKyMeHmayuu u OU3aiina 00 YyHKYUOHUPOGAHUA KOMRAHUU.

['ocTUHMYHBIE CTaHAApPThl TUIIUYHOW CETH OTele OOBIUHO COoJep)KaT CIEAYIOLIUe
CTaHJAPTHI:

® aApXUTEKTYpHBIC U AU3ailHEPCKUE CTAaHAAPTHI;

TEXHOJIOTUYECKHE CTAaHIAPTHI;

rpaduvecKue CTaHAapThl;

CTaHJApThI IO OpeHY;

CTaH/IapTHBIC ONEPATHBHBIC TPOIEAYPHI;
CTaHJAPTHI U MPOIEAYPHI pa0OTHI PECETIIIIH;
CTaH/IAPTHI ¥ MPOIICAYPHI 110 €/I¢ U HATUTKAM.

C Toro MoMeHTa, Kak OTeIb HAUYWHAET MPUHOCHUTH MPHUObUIb, CTAaHAAPTHl CTAHOBSTCA
KIFOYEBBIM ~ ()aKTOpPOM  JUISI  OOECIICYCHHsS] WHTETPUPOBAHHBIX M IPO3PAYHBIX  IPOIECCOB
KOMMYHHKAIMK, cOopa HeoOxomumoil wuHopmaiuu. BpiOpaHHbIE CHCTEMBI JOJDKHBI OBITH
COBMECTHMBI, TIPOCTHI B oOpamieHud, dOPEeKTUBHBI B yIpaBIeHUN HWHOOPMAIMOHHBIMU JTAHHBIMU
rocTtei orens, a TakKe CHOCOOHBI OOECHEeunTh Ha BBICOKOM YpPOBHE (PMHAHCOBBIM KOHTPOJb. B
KOHEYHOM CYETE ITH CHUCTEMBbI 00ECIEUHBAIOT PaOOTHUKOB OTEIISI HHCTPYMEHTAMH, HEOOXOUMBIMU
JUTst 00CITY>KMBaHUS TOCTEN U MPSMOTO BO3/ICUCTBUS HA YPOBEHb YIOBICTBOPEHHOCTH KITUEHTA.

ApxumexmypHo-ouzatinepcKue cmanoapmol
ApPXHUTEKTYPHO-IM3aMHEPCKAE  CTAHNAPTHl  YCTAHABIMBAIOT  MHHHMAIBHBIA  HaOOp
TpeOOBaHUIl K CTPOUTENILCTBY HOBOTO OTENsl MIIM K YIPABIEHUIO CcyliecTBytomeil roctunuiei. K ux
YHUCIly OOBIYHO OTHOCHT:
1. CrangapThl OXpaHbl U O€30MACHOCTH KU3HU:
- aBTOMAaTHUYeCKas COPUHKIIEPHAs CUCTEMA MOXKapOTYICHUS;
- OTHETYIIUTEJIA/TIPOTUBOIOKAPHBIC CHCTEMBI;
- TOXapHasl CUTHAJIM3AIMs U IETEKTOPHAs CUCTEMA;
- aBapuiiHas CUTHAJIW3alWsg CUCTEMbl KOMMYHUKAIUI;
- aBapwifHBIC BBIXOJIBI.
2. Pa3BuTHe TeppUTOpUU OTEIS:
- pa3Mmep NPUOTENIbHON TEPPUTOPHH;
- 3CJICHBIC HACAXKICHUS HA TEPPUTOPUU OTEJIS;
- TIApKOBKa;
- Ha0bOp TOPTOBBIX 3HAKOB, BHIBECOK, yKazaTeliel U JIPYTrUX JIEMEHTOB, (OPMUPYIOITUX
o0pa3 OpeHnpa.
3. 31aHne/KOHCTPYKIUS/apXUTEKTypa/BHYTPEHHUM TU3AiH:
- pa3Mepsbl 3aHUs U TUIAHUPOBKA 000PYIOBAHUS;
- pacmpezaeneHue NpocTpaHcTBa (QYHKIMOHAIBHO MYCTOE MPOCTPAHCTBO, OTBEYAIOIEE
MUHUMAJIbHBIM TPEOOBAHUSAM);
- HamoJbHBIC U HACTCHHBIC TTOKPBITHS;
- OKHa U JIBepH;
- CHCTeMa OCBEIICHHUS;
- Mebenb, KperieHus1, apMaTypa;
- OomeparmoHHOe 0OecTeueHrne U 000pPYI0BaHNE;
- MEXaHHMYECKOE, 3JIEKTPUUECKOE U BOJIONPOBOHOE 0OOeCIIeueHHE;
- MeOIMpOBKA M BHYTPEHHSS 3aKOHYCHHOCTh HHTEPhEpa.
ApPXUTEKTYpHbIE U JU3aHEPCKUE CTAaHIAPThl CTAHOBATCS MYTEBOJUTEIEM JJIsl apXUTEKTOPOB,
IU3aifHEPOB HWHTEphepa M TONPSIYMKOB TIPU HAMUCAaHWUU KOHIEMIIMA OTEeNsl W Ha JTare
CTPOUTENbCTBA. DTH CTAHJAPTHI HCIOJB3YIOTCS BCEMH CHEIHATUCTaMH, KOTOpbIe paboTaroT C
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JU3aifHOM M KOHCTpyKIMen orens. OTnen TEeXHUYECKOTO O00CTyKHUBaHUS PE3IOMUPYET CTaHIApTHI B
noroBope «CornameHue 0 TeXHUYECKOM OOCTY)KHBaHUW», KOTOPBI IMOAMUCHIBACTCS C BIIa/ICIbIIeM
orenst. [l ynmpaBisiomeil KOMIIAHUU A3TOT JOKYMEHT CIY)KUT OCHOBAHHEM JMJIsi KOHTPOJS Hal
NPOIECCOM JIM3aWHEPCKUX U CTPOUTEIBHBIX paO0OT Ha COOTBETCTBHE MHUHHMMAIBHBIM TPEOOBAHUSIM,
OTIpeIeIEHHBIM /ISl BCEW CeTH JaHHOTO OpeHa.

Texnonoeuueckue cmanoapmel  TEXHOJIOTUYECKAE CTAHIAPTBHI  ONPENENSIOT  CIHUCOK
000py/IOoBaHUsT M TMPOTPAMMHOTO M CHUCTEMHOr0 OOecredeHHs, HEOOXOTUMOTro Ui YIPaBICHUS
oreneM. K crucky TEXHHYECKHX CPEICTB OTHOCUTCSI MHTETPHUPOBAHHAS CHCTEMa COOCTBEHHOCTH:

* CHUCTEMa yNpaBJICHUS AKTHUBAMHU;

* JUCTPUOBIOTOPCKAS CHCTEMA,

* cHCTeMa yrnpaBleHUS GUHAHCAMH,

* cHcTeMa MPOAAXK U 00CITy)KUBaHUS;

* TEJICKOMMYHHKALMOHHAS CHCTEMA;

* CHCTEMa JJIEKTPOHHBIX KITIOYCH;

* aIMUHHCTPATHUBHAS CUCTEMa M CUCTeMa OyXTaJITepPCKOTO Y4eTa;

* HWHTEPHET;

* KHUHO- U TEJIECHCTEMA,

* cHcTeMa BUJICOHAOIIOICHUS;

* CHCTEMa CETEBOTO M KOMIIBIOTEPHOTO 000PYIOBaHUSI.

I'paguueckue cmanoapmeol

I'paduueckue craHmapThl yCTAaHABJIMBAIOT IMapaMeTPbl BCEX BAXKHBIX JIOTOTHIIOB, SMOJIEM U
(GUpMEHHBIX 3HAKOB, HIPUPTOB, KOTOPbIE OOCCIICYMBAIOT 3AIIUTY HWIACHTUYHOCTH OpeHpa. T
CTaHJApPTHl TAK)KE OMHUCHIBAIOT, KAaK OJDKHBI OBITH MPEICTABICHBI rpadudyeckue HM300paKeHHUS B
JIOTOTHIIE:

* BBIBECKHU M PEKJIIAMHBIC IIUTHI;

* TOPrOBBIC 3HAKH, PA3MEUIAIOIINECS BHYTPH OTEIIS;

* uH()OPMAIIMOHHBIC JOCKH U yKa3aTeJH;

* pekiama;

* OpoIopsl;

* 11en0Bble (POPMBI;

* TOCTEBBIC YEKH,

* BUBWTKY,

* HUMEHHBIE OEiKH;

* MHMCbMEHHbIE IPUHAJUICKHOCTH U KOHBEPTHI;

* TPUHAUICKHOCTH B HOMEPAX;

* TMPUHAUICKHOCTH [l Oapa U pecTopaHa;

* BeO-CaiiT OTeNs M HHTEPHET-CTPAHWYKA C BO3SMOXXHOCTBIO PE3EPBHPOBAHUS HOMEPOB.

I'papuueckue craHzapTel OOBIYHO  pa3pabaThIBAlOTCS TPYNNOM  CHELHUATUCTOB  I10
rpaduvecKkoMy ITU3aiiHy, a KOHTPOJIb HaJl COOJIOCHNEM COOTBETCTBHUSI BHYTPH CETH OCYIIECTBIISIOT
CHELHAINCTBI TI0 CBS35AM C OOIIECTBEHHOCThIO U pekiame. [Ipu pa3zpaboTke 00sS3aTENbHO JOIKHO
COOITIOTATHCSI COOTBETCTBHE B MCIOJIB30BAHUN TOBAPHOTO 3HAKA W I[BETOBOW raMMBbI KOPITOPATHBHBIX
uaeHTUGUKATOpoB. CTaHAAPTHI PACIPOCTPAHSIOTCS MO OTIEIBHBIM OTENSIM CETH Yepe3 «KHUTY
opennos/brand book». I'paduueckue uzoOpaxkeHuss U Qortorpaduu MOryT ObITH MEpeIaHbl MpU
HEOOXO/IMMOCTH U B AJIEKTPOHHOM BH/JIE.

bpenoosvie cmanoapmeot

BpennoBble cTaHIapThl OAHOM CETH, Kak IMPaBHJIO, CHJIBHO OTJIMYAIOTCA OT CTaHAApTOB
npyroi. B OpenioBbie cTaHapThl 0OBIYHO BKIIFOUAOTCS:

» TtexHonorus (IPS);

* ella ¥ HAIUTKH

* BHELIHOCTh pPAOOTHUKOB U YCIIYTH;



* CIyXOBI OTeNs;

* HOMepHOU (PoHT;

* OpOHHMPOBAHUE HOMEPOB U PETUCTPAIUS TOCTEH;

* OOIIECTBEHHBIC IOMEIICHUS | T. 1.

BpennoBbie craHmapThl He SBISIOTCS TpoueccooOpasyroummu. OHM ompenensor Habop
YCIyT, CpEICTBa OOCITY)XMBaHWs, BEKJIMBOCTh IIEPCOHANA W JApPYyrue TpeOOBaHHS K OTEJIO,
HEOOXOIUMBIC JUIS PEBBIMICHUS OKUJAHUHN KIIMEHTOB. B 3TOT CIMCOK MHOT/Ia BKIIIOYAIOT CTAaHAAPTHI
10 OT/ICJIKE HOMEPOB M MeOeNH, a TAKXKE 10 YIPABJICHUIO CHAOKEHHEM B 000PYJIOBaHUEM, HATTMUNE
KOTOPOTrO HEOOXOJAMMO B HOMEpe (CM. OMHCaHWe B JU3allHEPCKUX CTaHAapTax). bpeHmoBbie
CTaHJAPThl OOBIYHO 0000IIA0T TpPeOOBaHMS, YCTaHABIMBAEMbIC IPYIMMHU CTaHAApTaMu OpeHa.

Cmanoapmuvle  onepamusHvie  npoyedypor  (SOP).  PasnuuHble  MEXKIyHApOIHBIC
YIPABISIONINE KOMIIAHUY YCTAaHABJIMBAIOT Pa3HbIC MapaMeTphl JJIsi CBOMX OPCHIOBBIX CTaHIAPTOB H
SOP. ¥V ognux paspabotansl cranaapTsl, HO HeT SOP. Y npyrux ectb u 10 u Apyroe. Kro-to ynenser
MUHUMYM BHHUMAaHHS 3TOMY BOIIPOCY, a KTO-TO JETAbHO pa3padaThiBa€T CUCTEMY CTaHAApPTOB.
WHorna craHmapThl 3aHUMAKOT OoJiee THICSYM CTPAHMII MIEYATHOTO TEKCTA, KyJa BKIHOYACTCS IaKe
ONKMCAHNUE TOPSAJKA JCWCTBHIA 110 TPUTOTOBJIICHUIO OMJIETA W 3alpaBKe TOCTENH. A y IPYIHX
KOMITAaHUH CTaHAapThl MOTYT coJiepxaTbcs Ha 50 cTpaHuIax.

KiroueBbIMM KOMIOHEHTAMH TPOLETYPHl YIPaBICHUS CTaHAAPTAaMH B MEXITYHapOIHBIX
TOCTUHUYHBIX KOMITAHHSX SBJISIFOTCS:

* TOCTH;

* YOpaBJCHHE CUETAMH U 33/I0JDKCHHOCTSMHU KIIMCHTA!

* IpOIECCH 00paTHOM CBSI3H;

* TEJICeKOMMYHHKAIIMOHHBIC YCIYTH;

* oOciyxHBaHHE KIMEHTOB (ITapKOBKa, JOCTaBKa Oaraxa);

* aIMUHHCTPATHUBHBIC 33]a4H;

* IOYTOBAs CIIy)K0a M YITaKOBKa;

* ONEPALMOHHBINA KOHTPOJIb.

Bunn  Mappuomm-maaowui, Habmodas 3a mem, KAK Nosap 6 e20 pecmopaHe lcapuil
KapmowiKy (CKOIbKO pa3z oOH Nnepesopavyusdan KapmowiKy, 6peMs NpusomoeieHus u m. n.),
8NOCIEOCMBUU CO30A]l peecmp CMAHOAPMHBIX Npoyeodyp OeUCMBUsL CLYHCeOHO020 NONb30B8AHUS —
Standard operation procedures (SOP), komopuiii 6 umoze dondicno paspabomams 0as cebsi Kaxicooe
eocmuHuynoe npeonpusimue. Cmanoapmuvie onepamushvie npoyedypol (SOP) — dosonvro croscroe
nOHAMUe, MaK KAK OHU KOPPEKMUPYIOMCS C YYemom HyxHcO ynpasnaioweu komnanuu. Imoobwv
paspabomams cmaHOApmHvle ONEPamueHvle NpPoYeoypvl Oasf AOMUHUCHPANUSBHO20 YHPABIEHUS.
HECKONbKUMU — OMeNAMU, 8CeM  OmelsiM — HeoOXo0uMo umMems  OOUHAKOBYIO — cucmemy U
opeanuzayuounyro cmpykmypy. To ecmv 011 moco, umobvl onpederumv, HmMo AGIAEMC
CMaHOapmu3upOBAHHbIM NPOYECCOM pPecUCMpayuu 20cmell, 60 8cex OMensax cemu OONHCHA OblMb
eouHas cucmema ynpasieHusi aKmueamu.

Peecmp moorcem 6vimb ckonb y200HO NOOPOOHBIM: UemM Oemanbhee PACNUCAHA MEXHONI02US,
mem npouje Konmpous u ooyuenue. Hudswce npuseden oanexo ne nonmsiii npumep peecmpa:

[Tpumep

CTaHJapT €KEeIHEBHOU TeKyllel yOOpKkH (110 KaTeropusiM HOMEPOB);
CTaH/AapT yOOpKH HOMepa Iocie Bele3/a (110 KaTeropusiM HOMEpOB);
CTaHJapT reHepalibHOM yOOpKH (110 KaTeropusM HOMEpPOB);
CTaHJapT MPOMEKYTOUHOM/IKCIIpecc-yOOpKH;

CTaHJapT YOOPKH/TIPOBEPKHU 3a0POHUPOBAHHBIX HOMEPOB;
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CTaHAapT MOATOTOBKU HOMEpA KO CHY (BEUEpHUI CEPBUC);

CTaHJapT yOOpKH xoiuia 1-ro sTaxa;

CTaHJapT YOOpKH JH(PTOB;

CTaHJAapT YOOPKH MO3TAXKHBIX XOJIJIOB/MECT OT/IbIXa;

CTaHJapT YOOPKHU KOpUI0pa;

CTaHJapT YOOPKH aMUHUCTPATUBHBIX, CIIy>KEOHBIX ITOMEILEHHIH;

CTaHJIapT YOOPKU MOCOOHBIX TTOMEIICHHH, MACTEPCKHX, KOTEIBHOI;

CTaHJapT YOOPKH TEPPUTOPUH IEpe]l INIaBHBIM BXO/IOM B FOCTHHHILY;

CTaHJapT YOOPKU MPUJIETAIOLIEH TEPPUTOPUL;

° cTaHAapT YOOPKH JIECTHHULL, B T. Y. 3aIACHBIX;

CTaHJapT YOOPKH BaHHOW KOMHATBI/CaHy3Jla MHIUBUAYaJIbHOT0/00IIET0 MOIb30BAHNUS;

CTaHAapT pabOTHI C KaI00aMu;

CTaHJApTHl OyXTaNTepcKOro U (PMHAHCOBOTO y4EeTa U OTYETHOCTH;

CTaHJapT YOOPKH CayHBbI;

CTaHJIapThl aCCOPTUMEHTA U PaCKJIaJKU IIEYaTHOW peKiIaMbl B HOMepE (110 KaTErOpUsIM);

CTaHJapT KOMIUIEKTOBAHMSI TEJIEKKU TOPHUUHON/ 111 6€Ibsi/yOOpOUHOH TENekKKH;

CTaHJapT «YPOBEHb 3aI1aCOB ISl KOMIJIEKTOBAHUSI HOMEPOB U O€libs JUIsl FOCTEN OTENs»;

CTaHJapT COAEPKUMOT0 MUHH-0apa;

CTaHJapThl OOOPYJOBaHMS W OCHAIIEHHUS HOMEpOB (MO KaTeropusM, BKJIOYas MeOelb,
HOCTeNIbHOE OeNbe U MPHUHAUIEKHOCTH, peKIaMHble U MH(OPMAIMOHHO-CIPAaBOYHbIE MaTepUalbl,
TyaJIeTHbIE IPUHA/IEKHOCTH, IOCYLY U IIp.) C yUETOM HOPMAaTUBHBIX JOKYMEHTOB;

CTaHJApThl ACCOPTUMEHTAa W PACKJIAJKHU TYyaJeTHBIX NPUHAUIEKHOCTEH WHAMBUIYAIbHOTO
I10JIb30BaHNUS (C YUETOM KaTEropuu HOMEpa U CTaTyca rocts);

CTaHJapT Mepeayd CMEeHbl (HaJuuue J0KyMEHTOB, OPsI0K Ha pabodeM mecte, MH(popMarus
o 3ansToctu H®, 3a0poHNPOBaHHBIX HOMEpPAX, UHIUACHTAX 32 CMEHY, HEBBIIOJIHEHHBIX MOKETaHUIX
rocTei, 3aJaHNsAX U PACHOPSDKEHUSX aIMUHUCTPALIMHY, IE€HEKHBIX CPEICTBAX);

UHCTpyKLUs 1o padote ¢ ACY;

CTaHJapThl BCTPEUN MHIAMBUAYAIBHBIX TOCTEH, TYPUCTCKUX Ipym, Aeneranuii, VIP-rocreii;

CTaHJapThl IPE3EHTALIUU OTENIsl, PECTOPaHa, MECTHBIX JIOCTOIIPUMEUATEIbHOCTEH U Tp.;

CTaHJapThl TeNE(POHHBIX MEPETOBOPOB, MPUBETCTBUS I'OCTS MPH JIUYHOM KOHTAKTE, IPOILAHUS
IIPU BBIE3/IE U JIP.

3 OnepannoHHbIe CTAHIAPTHI

JIOKyMEHTaJIbHOM OCHOBOM  OIIEPAl[MOHHBIX CTAHAAPTOB SBIIAIOTCSA JIOKAJIBHBIE aKThI
TOCTUHUYHOIO MPEANPHUATHS, IPEACTaBICHHBIE IPUKA3aMH, JOLKHOCTHBIMH HWHCTPYKIMSAMHU,
HOJIOKEHUSAMHU O CIIy)KOaX TOCTMHUIIBI, perjiaMeHTaMH MPOLECCOB, PyKOBOACTBOM Ul MEpPCOHANa U
IpyruMu gokymeHTamu. OCOOEHHO BaXHO, YTOOBI B JOJKHOCTHOM HMHCTPYKLMH, perjamMeHTax,
TPYZAOBOM M KOJUIEKTUBHOM JIOTOBOpax Oblja MpONHMCaHa OOS3aHHOCTh HAJUJIEKAILEro MCIOJHEHUS
CTaH/JIapTOB TOCTMHUYHOTO MPEINPUSITUS U OTBETCTBEHHOCTh paOOTHHKOB 3a MX HEBBINOJHEHUE. B
3TOM cilydae TOCTMHMLA OyJeT IOpUAMYECKH 3allliIlleHa B CUTYalHMsX, CBSI3aHHBIX C HaJIOKEHHEM
JUCIUIIMHAPHBIX B3BICKAHUN U YBOJIBHEHHEM HEJOOPOCOBECTHBIX COTPYIHUKOB.

B omiinume OT MoBeNEHYECKMX M APYrHMX CTaHAAPTOB (OHM OTBEYAIOT HA BOMPOC «UTO?»),
OlepallMOHHbIE CTaHAApPThl OTBEYAIOT HAa BOMNpOC «Kak?». Hampumep, KpoBaTh [0JKHA OBITH
3aIPaBJICHA B COOTBETCTBUU CO CTAHAAPTOM TFOCTHUHULBI «....... » (4T0?), @ NEUCTBUSA TOPHUYHOU IO
CMEHE M 3alpaBKe IPOCTBIHM, HABOJIOYEK, MOJOJACSUIBHHMKA, IMOKpbIBAla JCTAJIBHO OIHMCAHBI B
ornepanoHHOM cTta”zaapTe (kak?). IIpakThka mokasbIBaeT, 4YTO COCTaB M CTPYKTypa ONEpPalMOHHBIX
CTaHJApTOB pa3HbIX TOCTUHUL, KAaK IMPaBUJIO, OTIUYAKOTCA JpPyr OT JApyra. OTH OTINYMS
00yCJIOBJIEHbI KaK KaTeropuel, Tak W OCHAIlEHHeM U O00OpYJOBaHHEM HOMEpPOB, CIEHU(PUKON
ONEpAIMOHHOTO  MpOllecca, OCOOCHHOCTSIMH  OPraHU3allMOHHOMW  CTPYKTYpbl ~TOCTHUHHUYHOIO
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OpEINpUsATHs, aMOUIIUSIMH PYKOBOJCTBA M CTPEMJICHHEM K JIMJCPCTBY Ha BBIOpPAHHBIX CErMEHTax
PBIHKA.

[IpencraBiaeHHblii B NpuUioXkeHUH JOKyMeHT «Cmyx06a obcmyxuBanus. OrnepanuoHHBIC
CTaHAapThl» pa3paboraH mo mnpuHimy Step by step (mar 3a marom). Ocoboe BHHUMaHHE B 3TOM
JOKYMEHTE YJEIIEHO HE TOJBKO IMOAPOOHOMY OMHMCAaHHUIO JCUCTBUI IEpCcOHaja, HO M BOIPOCAM
KOPHOPAaTUBHOW KYyJIbTYpbl — BHEIIHEMY BHJY, NpPAaBWIAM JIMYHOM TUTUEHBI, IOBEICHUIO
COTPYIHUKOB B PA3JINYHBIX 30HAX TOCTHHUIIBI.

4 Ctanaaprt Ka4ecTBa 00CJAYKUBAHUSA FOCTHHUYHOIO NMPeNPUATHS

B mnacrosimiee Bpems, B YCIOBHSX BO3pacTarollell KOHKYPEHIIMH, peHaroIiuM (akTopom
CTaOUIILHOTO M JOJATOCPOYHOIO MPOLIBETAHUS MPEANIPUATUS CTAHOBSITCS JOBEPUTENIbHBIE OTHOIIECHUS
¢ KIMeHTaMu. Ha mpakTuke OTHOIICHHS C KIMEHTaMU — 3TO TMOBCEJHEBHOE OOIIEHUE C HUMH, a
00CIIyKMBaHUE KIMEHTOB — YCTAHOBJICHHBIE B KOMIIAaHMM IpaBWia U Mpouenypbl. MapKeTUHT U
peKsamMa MpPUBJIEKAIOT KIUEHTOB. A BOT OCTaHYTCS JIM OHM JIOBOJIbHBI, BEPHYTCS JIM CHOBA, OyIyT JIH
PEKOMEH/I0BaTh TOCTUHUIY — OTBET 3aBUCUT OT KauyecTBa Ballero oOciyxuBaHus. KauecTBeHHBIH
cepBuc o0nagaeT 3pHeKToM MyIbTUIUIMKATOPA: OH YMHOXKAET PE3yNIbTaThl, IOCTUTHYTHIE PEKIIaMOii,
MapKETUHIOM U IIPOJIaXKaMH.

HccnenoBanus 1MokasblBaoT, UTO 3a CUET YJIYYIIEHHUS KayecTBa CEpBHCA MOXKHO JTIOOUTHCS (B
JIOJITOCPOYHOM TepcreKkTuBe) Oonbliero o0bemMa Npojaax M MpHOBUIM, YeM 3a CYET MapKeTHHra,
IOPOJABMKEHUSI WM peKiaMbl. ['OCTUHUYHBIE NPEANpPUATHSA, KOTOPbIE J€latoT OCOOBI ymop Ha
COBEpPILEHCTBOBAHUHM CBOETO CEPBUCA, IOJIYYAIOT YCTOWYMBOE KOHKYPEHTHOE NPEUMYIIECTBO U
JOMUHHUpOBaHHE Ha pbIHKE. OOCIyXHBaHUE, KOTOPOE MHIUBUAYAIbHO MPEJOCTABISAET KaXKIbli U3
BAIlIUX COTPYIHHUKOB (IIPU YCJIOBUH, YTO OHO BBICOKOT'O KauecTBa), 3TO TO, YTO HUKOIJIA HE CMOTYT
CKOTIMPOBATh W TMOBTOPUTH Ballld KOHKYPEHTHI. 3a4acTyl0 HEOOS3aTelIbHO CHIDKATh IICHBI, YTOOBI
JOOUTHCS yIOBIETBOPEHUS KIMEHTOB. [l0CTAaTOYHO MPOCTO yAy4IIUTh O0OCHykKuBaHHe. BkianbiBaTh
JICHBT'Y B YIIYUIICHHUE CEPBUCA ITO TO K€ CaMO€, YTO HHBECTUPOBATH UX B MPUOBLIb.

OO6ciyxuBaHHe — 3TO TO, YTO QyMAlOT O HEM BalM KiIueHThl. Ilnoxoe obciyxuBaHue
3acTaB/IgeT KOMIIAHMIO JIeNIaTh LIar Ha3ajd. Xopolee oO0CIIy)KUBAaHUE MO3BOJIAET €d yaepikKaTbcs Ha
Mmecte. U TOJbKO UCKITIOUUTENbHOE 00CTY)KMBAaHUE JBUTAET TOCTUHUILY BIIEpe]l, HABCTpeUy J0X0/1aM
u npubpu. OJHAaKO JAake OTIMYHBIN MNPOAYKT NPU IIJIOXOM OOCIYXUBAaHUU OYAET TOJIBKO
pas3ipakaTh KIMEeHTOB. KauecTBeHHBIN CepBUC M MHAMBUAYAJIBHBIA MOAX0J — 3TO (yHIAMEHT, Ha
KOTOPOM CTOMT 3/1aHN€ — JIOSUIbHOCTh KJIHEHTOB.

KauecTBeHHbIl cepBUC (0OCHy:KMBaHHME) — 3TO KOHIIEHTpALUsl BCEX PECypcoB M BCeX
COTPYIHMKOB KOMIIAHMHM Ha YJOBJIETBOPEHHMHM KIMEHTOB. [IpenmymiecrBa KauyeCTBEHHOIO
00CTyKUBaHUS OATBEPKICHBI IPAKTUKOM, OUEBUIHBI U HEOCIIOPUMBI:

* Xopouias penmyranus KOMIaHuy;

* BO3MOXXHOCTb BBIJIEIUTHCSA HA (POHE KOHKYPEHTOB;

* JIOSJIBHOCTB KIIMEHTOB;

* yYBEJIMYEHHE JJOJU PbIHKA U 00beMa MPOJax, POCT MPUOBLIH;

* Oousee yacTble U 6osee KpyImHbIe MPOJaKu, 0oJiee TOPOTHe 3aKa3bl;

* TIOBTOPHBIE MPOAAXKU;

* YBEJIMYECHHE KJIMEHTCKOW 0a3bl M KOJIMYECTBA HOBBIX KJIMEHTOB;

* COKpalieHue 0I0/)KETOB Ha MapKETHHT, peKjIamy, IPOABIKEHUE;

* yMeHblIeHHe yncia kano0. Pasperienue Oomnpiiero konuuecTsa xkano0. CoxpaHeHue

KIJIUEHTOB;
* TOBBILICHHUE TPYAOBOM AUCIUILTUHBI M TPOU3BOAUTENILHOCTH O1arogapsi HO3UTUBHOMY
HAaCTPOIO KIIMEHTOB;
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* YIy4lIeHHE OTHOLICHHUN B KOJUIEKTUBE: JIFOJIU OXOTHO OOIIAIOTCS IPYT C IPYTOM, IOTOMY
YTO y HUX XOpOIllee HACTPOCHHE, U OHU JENaloT PadoTy C YAOBOJIbCTBHEM;

* CHIKCHHE TEKY4YECTH KaJIPOB.

Crangapt KayecTBa 00CIY>KUBaHUS KIMEHTOB

TexHonornueckue, OpEHIOBBIE, ONEPAIMOHHBIE U APYTHe BUABI CTAaHAAPTOB, KaK MPaBHUIIO,
HEMOCPEJICTBEHHO KacaroTcCs JEesTeIbHOCTH KOHKPETHBIX CIYKO M mojpaszzefeHuil rocTuHuipl. Ho
MOCKOJIBKY CEpBUC MPEJOCTAaBIACTCS B Mpolecce OOICHUs, a HOCUTENSMHU OOIIEHUS SBISIOTCS
JIOM, TO B HA€aje KaKIbli COTPYAHHK TOCTHHHMIIBI, BCTyNasi B KOHTAKT C T'OCTEM WJIHM IPOCTO
IpoXo/ss MHUMO, BHOCHUT CBOHM BKJIaJ B (DOPMUPOBAaHHE y TOCTS OIPENEICHHOTO BIICYATICHUS O
roctunuie. akTU4ecku B Ka4eCTBEHHOM O0CTYKMBAaHUU TaK WM MHAYE 33/1€iCTBOBaHBI Bce. ['0CcTh
e, B CBOIO OuYepe/b, BIECUYATICHHE, MOJYyYCHHOE OT OOINEHHUS MM HaOJI0JEHUS 33 KOHKPETHBIM
pabOTHUKOM, acCOLUMUPYET W PaACHpOCTpaHsSeT Ha Bce MpenanpusTve. boiee Toro, kaxablii roctb
UHIMBUYaJIeH, a 3HA4YUT, KaXJas CEpBUCHAs CUTyalUsl YHHKaJbHA. M Ha KaXIyl0 CEPBHCHYIO
CUTYaIlMIO0 UHCTPYKIIUIO HE HAMUIIENIb. 3a4acTyl0 pabOTHUKAM MIPUXOAUTCS pa30oUpaThCs HA MECTE U
0€e3 yyacTusi MEHE)KEPOB.

[ToaToMy 1711 TOCTHHUIIBI BaKHO UMETh JOKYMEHT, OIMMCHIBAIOUINII OCHOBOMOJArarolue
NPUHIUIGI, TIOAXOBI U MOJUTHKY HPEANPHUATHS OTHOCUTEIHHO B3aMMOOTHOIICHUH C KIMEHTAMH U
B3aMMOJICHCTBUS MeKy cinyx0amu. [1o cyTu, cranaapT KadecTBa 00CITy>KUBaHUS — 3TO BCE, YTO MBI
JiesiaeM, 9YTo0bI YIOBJIETBOPUTH KIIMEHTA.

CrangapT KadecTBa JOJDKEH MPEIyCMOTPETh OCHOBHBIE BOIMPOCHI M ACWCTBUS MEpCOHANA,
YUUTBIBASI MIPH 3TOM, YTO (DaKTOpHI CTaHAApTa KadyecTBa MMEIOT 3aBUCHMOCTh KaK OOBEKTHUBHYIO
(HEe3aBUCUMYIO OT HAC), TaK U CYOBEKTHBHYIO (3aBHCHMYIO TOJBKO OT HAlIMX 3HAHUM, HABBIKOB U
MPUPOIHBIX JAHHBIX).

Cocrapngonuye cTaniapTa KauecTBa 00CTYKUBAHUS

OcHOBOI1 TF0O0TO cTaHAapTa Ka4eCTBa JIOJHKHBI OBITh IOPUINYECKU 3aKPEIICHHbIEC MTPaBUiIa
— T€ 3aKOHBI, IOCTAHOBJICHHSI U MTPUKA3bl, KOTOPbIE HAMIPSAMYIO WU OMOCPEOBAHHO
pErIaMEeHTHPYIOT 0COOCHHOCTH OTEUYECTBEHHOTO CEpBHCA. DTO:

3akoH «O 3ammuTe npas NoTpeduTenein;

1SO-9000;

[IpaBuna mpenocTaBieHus TOCTUHUYHBIX YCIYT U IPYTHE TOKYMEHTHI (eiepaibHOrO
NIPaBUTEIILCTBA U MECTHBIX OPTaHOB BJIACTH.

be3ycnoBHO, 3TH JOKYMEHTHI Ba)XKHBI, HO OHH SIBISIOTCS JIUIIbL OCHOBOHM, (hyHIaMEHTOM, Ha
KOTOPOM MBI OyJieM — WM He OyJleM — CTPOUTH 3/1aHue Oe3ynpedyHoro ceppuca. Ha nHamr B3rusn,
OCHOBOM JUIsl TaKkoro CTPOMUTENbCTBA MOXKET CTaTh TOJBKO O€3yCcJIOBHAs TNPUBEPKEHHOCTh
PYKOBOJICTBA TIEPBOKIACCHOMY CEPBHCY; M 3aTe€M, B TOM WJIM WHOM TIOPSJIIKE, YK€ HUIYT Jpyrue
COCTAaBJISIOLIHE:

* TIpOAYKT (TOBap, yciyra);

* TOJIOKUTENbHAs aTMoc(epa B MecTe 00CITyKUBaHUS;

* 0TOOp KaJapOB «HA JUHHUIO PPOHTA;

* U, COOTBETCTBEHHO, HaBbIKH I€pCcoHaa:

* OBJAJICHHE UCKYCCTBOM ITPOIAK;

* B3aUMOOTHOILEHUS JIOICH B BallleM KOJIEKTUBE;

* WX BHEIIHWI BUJI,

* COBEpLICHHBI HHCTPYMEHT — S3BIK;

* YMCHHE yCTaHABIIMBAaTh KOHTAKT;

* YMEHHE NOHATh MOTPEOHOCTH U BO3MOKHOCTHU TOKYTIATENs;

* COOJIIO/ICHHE CITY’)KEOHOT'O ATHUKETA;

* 0e3yKOPU3HEHHO MPaBUIbHBIN TeIEMapKETHHT (BbI 3BOHUTE KIHEHTY, BAM 3BOHHT

KIIUEHT);
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* TMpaBWIBHOE BEJCHUE KIMEHTCKON 0a3bl, paboTa ¢ kineHTaMu (00pa3bl KIMEHTOB,
TEXHOJIOTHS pabOTHI C KIIMEHTAMH);

» oOcmyxuBaHHE dKCTpa-Kiacca (00CITyKHUTE KIIMEHTA TaK, KaK OH XOTeJ Obl, YTOOBI €ro

00CITY)XHIIN);

* OCHOBHBIE MTOKA3aTEJH OIIEHKH Ka4eCTBEHHOT'O OOCITYKUBAHMUS,;

* OTYETHOCTh O Ka4eCTBE OOCITYKHBAHHUS;

* OCHOBHBIE ITPaBUJIA KAYECTBEHHOTO OOCITYKNBaHUS;

* MOMEHTHI HCTHHBI B OU3HEC-TIporieccax (IUKJIbI, I7ie HAanOOJIbIast BEPOSITHOCTD «IIPOBaay

Ka4eCTBEHHOT'O OOCITY>KUBAHHUS);

* aHaJ M3 Hepe3yIbTaTUBHBIX MPOJAXK (JJa0OpaTOpHs MPOAAXK) — U T. JI., U T. II.

JlaHHBII IEpeveHb He JorMa. 3HaHUS U OTBIT KaYeCTBEHHOTO 00CITY)KUBAaHUS ITO3BOJIAT BaM
€r0 YTOYHHUTH U PaCIIUPHUTh.

Cranpapt 10KeH OBITh TOCTPOCH TAKUM 00pa3oM, 4ToObI 00ydaeMblil MOT U3yYUTh
CoJIepKaHNe TOTO HITM HHOTO BOIIPOCA, HA TPEHUPOBKAX 3aKPEIUTh CBOH 3HAHUS M 0TPabOTaTh
HaBBIKM OOCITY’)KHBaHUS, UCIIOIB30BATh NPUOOPETEHHBIC YMEHUS B CBOCH MPAKTHUECKOM
JESITeILHOCTH IO MEPBOKIACCHOMY OOCTYKMBAHUIO KIIUCHTOB, MOJYYUTh yJIOBICTBOPCHHUE OT CBOCH
paboThl, a TaKKe BBICOKUI OalI mokasatelis «Y J0BIETBOPEHHOCTh MOTPEOUTENEH», YKPETHB UMUK
TPEIIPUSATHSL.

IlpumepHnuwiii apuanm nodooHo020 cmanoapma. 8Ki04aem maxKue e2o pazoeibl, KaK:

6 Wazo8 K 00CIYAHCUBAHUIO FIKCMPA-KIACCA,

NPUBEPHCEHHOCb PYKOBOOCMBA NEPBOKIACCHOMY CEPBUCY,

6 NPUHYUNOB YCNEUHO20 PYKOBOOUMEIS,

OCHOBbI MACMEPCMBA KAYECNBEHHO20 0DCIYHCUBAHUS (NIAH TUUHO0 YCnexa),

4 ycnosust 00cmudiceHUs: 0SIbHOCIU KIUEHMO8,

Kat0Yegble haKxmopul ycnexa nepcoHand,

5 wazo6 Hedpenust cucmemvl OMEEMCMBEHHOCIU NEPCOHANA,

4 waza co30anus 8bICOKOU KYIbMYPbl 0OCAYHCUBAHUS U OpYyeue, — pa3pabomamnsl Ha OCHOGe
mamepuanos Service Quality Institute (CIIIA).

Axyenm Ha HeOOHOKPAMHOM NOBMOPEHUU CAMBIX BANCHBIX COCMABISAIOUWUX 8bICOKOKIACCHO2O0
00CIYHCUBAHUSL OAem 803MONCHOCHb NEPCOHANLY HE MOIbKO MAKCUMAILHO OCO3HAMb UX 3HAYEHUE, HO
U nOCMYnamu 8 COOMEEeMCmMeUU ¢ HUMU.

Hanuuue oounaxosvix unu noxosscux mexcoy coootl YmeepucoeHutl no pasiuiHbiM acnekmam
0esAmenbHOCMU 20CMUHUYbL NOOMBEPAHCOAEN UX BANCHOCMb OJisl 0O0eCnedeHUsl 8blcOK020 Kauecmed
(Hanpumep, @3simue OMEEMCMEEHHOCMU, PA3GUMUe NEPCOHANA, PACUWUPEHUe NOIHOMOYUL U Op.).
Takum obpazom, usmenenue oaxce 00HO20 NEMEHmMA 6 IYUULYI0 COPOHY 0053AMeNbHO OMPA3UMCS
U HA OCMANBHBIX ACNEKMAX 0OCIYHCUBAHUSL.

5 Pa3paboTka ctangapToB
5.1 IloHsiTHe M BUJBI CTAHIAPTOB CEPBHCA
CrangapTel cepBUCa — IIpaBWIa, HWHCTPYKIMH, NPEANUCAHMS, PETIAMEHTBHI, KOTOpBIE
HEO0OXOIUMO BBITIOJHSATh KaXKI0MY COTPYJITHUKY B COOTBETCTBUH C JOJKHOCTHBIMH 00SI3aHHOCTSMU.

B kaudecTBe cTranmapTa mpearaeTcs paccMaTpuUBaTh JII000M periiaMeHT, KOTOPbIN SBIsSETCs
STAIOHHBIM 00PA3IOM TOBEICHHS, MOCIEAOBATEIHHOCTU NEHCTBUI MO0 OMHCAHMEM HIeaTbHOTO
pe3yInbTarta.

B cepBucHOM O6CJ'IV)KI/IBaHI/II/I BBIACIAIOT IBa BUJAa CTAHAAPTOB — BHCIMHHUE U BHYTPCHHUC.

Baemnne (BHANMBIE) CTAHAAPTHI OTpaXar0T BUI O6CJ'Iy)KI/IBaHI/IH, KOTOpBII71 oJIy4acT roCTb
IIPU KOHTAKTE C TOCTUHHIICH.

BHCMHHﬁ, BUJIMMBIN CCPBUC CKIAABIBACTCA U3 CIICAYIOIIUX 3JICMCHTOB!
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CepBuc mpogaxx — Mporecc 00CTyKHBaHUS KIMEHTOB Ha ATale MPOAAKH NPOAYKTa HIH
YCIIyTY TOCTUHUIIBL.

CepBuC CONPOBOXKIEHUS — YCIYrM B JA0- (Hampumep, OpOHMpPOBAaHUE HOMEpa) WIH
NIOCIIENIPOAAKHBIN EPUOL.

IIpumep

[Ipumepom cepBHca CONPOBOXKACHUS B MOCICIPONAXKHBIA IMEPUO SIBISIETCA 3JIEKTPOHHAA U
MIOYTOBAsl PACChUIKA IMPOCHEKTOB, OYKJIETOB, OpOIIIOp TOCTUHHUIBI C MH(OpManuei o ee HOBBIX
IOPOAYKTaX M yciyrax, CHelHaJbHBIX HPEUIOKEHHSX, MaKeTax YCIyr, OOHYCHBIX IporpamMmax M
JIPYTUX aKUUAX JUIs TOCTOSHHBIX KIMEHTOB. OOBIYHOM NPaKTUKOW B TOCTHHUYHOM OH3HECe
CUMTAETCS PACChbUIKA IO3JPABUTEIBHBIX OTKPHITOK M IIMCEM HWHIUBUAYAIbHBIM TOCTAM W
KOPIIOPAaTHBHBIM KJIMEHTaM C JHEM pPOXJACHUS, NpOPEeCcCHOHATbHBIMH, HAIMOHAIBHBIMUA U
rOCyapCTBEHHBIMU  Npa3iHUKaMu.  OZHOBPEMEHHO  TOCTMHMIIA  IIOMMMO  HMCIIOJIHCHHS
UH(POPMALIMOHHON 1 TIO3PaBUTEIbHON (DYHKIIMIA JOMOTHUTEIBHO HAIOMUHAET TOCTSIM O cebe.

BHyTpeHHHE CTAHAAPTHI CEPBHCA — 3TO B3aUMOJEHCTBUE MOAPA3AEICHUN U COTPYAHHUKOB
KOMIIAHUM JIpyr C JpPYroM, IZ€ KaXAbld SBISETCS BHYTPEHHMM KIMEHTOM. OTHU CTaHAAPTHI
peryaupyioT BCIOMOTraTelbHbIE OlEpaluu, KOTOpble OO0EC-eYUBAIOT MPOLEAYPY MPOAAXKH,
00CTyKUBaHUS U MOCIENPOIAXKHOTO CONPOBOKICHUS.

[Tpumep

UYTo0Obl rOpHUYHASI MOTJIa CBOEBPEMEHHO U MOJIHOCTBIO IOJArOTOBUTH HOMEP K 3a€3/1y HOBOT'O
rocTs, cliy’kO6a mpuema U pa3MelleHHs J0JDKHA Ha3HauYUuTh HOMeEpa IO 3ae3j, MpauedHas J0JDKHA
YUCTO BBICTUPATh U OTIJIAJUThH MOCTENIbHOE O€Nbe U MOJIOTEHLIa, OT/AE] CHA0KEeHUs — 00eclneuuTh
TOPHUYHYIO MOIOIIHUMH CPEICTBAMU U IPYTMMH PACXOAyEMbIMH MaTE€pUAIaMU U T. 1.

Heo0xo1mMo Takke pa3fensiTh «MATKUE» U «KECTKHE)» CTaHIAPThL.

Msrkue (soft) cranaapTbl — ONPENEISIOT MPUHIUIIMAIBLHYIO TOCIEI0BATEIHHOCTD
NEHCTBUI M CTaHIIAPT pe3yJibTaTa, HO HE PErJaMeHTHPYIOT AEUCTBUN COTPYIHUKA (KaK TO CIENaTh).
K HuM oTHOcATCS «denmoBedecKuil QaxTop", npyxkenrodue, BEKIMBOCTb, CTPEMJICHHE IOMOYb.
OOwieHne ¢ TOCTSIMM, AKTHBHBIE MPOAAXH TPeOYIOT HMHIMBUAYAJIbHOIO IMOAXOJA K KIHEHTY U
HEKOTOPOW CIOHTAHHOCTH B TOJACTPOMKE COTPYAHHMKA K XapaKTepy B3aMMOJCHCTBHUS C KIMEHTOM.

AKecrkue (hard) ctangapTbl — ONepalMOHHbIE CTAHAAPTHI, U3MEpsIeMble TOUHO. JKecTkue
CTaHJIAPThl MAKCUMAJIbHO PETJIAMEHTHUPYIOT IAEHCTBUSA COTPYIHMKA: KaK CKa3aTh, KOrJa, B KaKoOM
IIOCJIEIOBATEIILHOCTH U IpOYEe.

[Ipumep

VIMEHHO JKECTKME CTaHJIApThl PErJIAMEHTHUPYIOT KOJIMYECTBO T'YIKOB, B TEUEHHE KOTOPBIX
clenyeT CHATh TpyOKy (He mo3gHee 4-To Tyjaka), BpeMsl MEXIy HpHUOBITHEM TOCTS K CTOWKE U
NOJy4eHHEM KJroda oT Homepa (3—5 MUHYT), BpeMsl JOCTaBKH B HOMEP KOHTHHEHTAIbHOTO 3aBTpaKa
C TOr0 MOMEHTa, Kak nucnerdep Room Service monoxun TpyoKy U 10 CTyka OQHUIIMaHTa C TOTOBBIM
3aBTPaKoM B JiBepb HoOMepa (15 MUHYT).

OHM oOTpa)kaloT Ka4yecTBO OOCITY)XKMBaHUS KIMEHTAa INPU B3aUMOJEHCTBHM C MEPCOHAIOM
TOCTUHUIIBI U CBSI3aHBI C peakIueil Ha KiIueHTa (IpUeM 3asBOK Mo TesedoHy, IOCTPOEeHUE AUajora,
NPUBETCTBHE, BCTpeda, oopmieHue 3ae3fa, npoinanue). Takue cTaHIapThl TakXkKe MOJIXOIAT JUIs
NeSITeIbBHOCTH, KOTOpasi HOCUT MOBTOPSIIOIIMICS XapaKTep U He TpeOyeT BapHaTUBHOTO MMOBEACHHUSL.

[Tpumep

K >xecTkuM cTangapTam OTHOCSITCS:

CTaHIApTHl yOOpOYHBIX PAbOT B HOMEpax, OOIIECTBEHHBIX, CIYKEOHBIX M TOICOOHBIX
MOMEIIEHUSX TOCTUHULIBI;
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CTaHJapT KOMIUIEKTOBAHHSI TEJIEKKH TOPHUYHON/ I O€IIbs1/yOOPOUHOM TENekKKH;

CTaHJApT ACCOPTUMEHTA U PACKIIAIKH [1€4aTHOW peKiaMbl B HOMEpE;

CTaHJApT YPOBHS 3aI1acoB JUIsl KOMIUIEKTOBAHHSI HOMEPOB U O€lbs AJIst TOCTEH OTeIs;

CTaHJapT COAEPKUMOr0 MUHH-0apa;

CTaHJapT Mepeadyn CMEHBI,

crangapt padotsl ¢ ACY;

CTaHJAapTHI TeNE(POHHBIX MIEPETOBOPOB, MPUBETCTBUS T'OCTS MPH JIMYHOM KOHTAKTE, IPOILAHHU
IIpU BBIE3JIE;

CTaHJApTHl BCTPEUU HMHIAMBHIYAJBHBIX T'OCTEH, TYPUCTCKHX T'PYII, HHOCTPAHHBIX TPaXKIaH,
neneramuid, VIP-rocreii;

CTaHJApTHI PE3EHTAIIMY TOCTUHUIIBI, PECTOPaHa, MECTHBIX JOCTONPUMEYATEIbHOCTEH U Jp.

TunuyHbell npuMep JKECTKUX CTaHJApTOB Mbl MOXXeM HabOmogate B «MakgoHanacey.
[ToGounbiM 3(h(HeKTOM KECTKUX CTaHIAPTOB SIBIISICTCS BBICOKash TeKydka mnepcoHana. C oxHOU
CTOPOHBI, HAJM4ME€ TAKMX CTAHJAPTOB I103BOJIAET OBICTPO «HATACKMBATh» HOBUYKOB, JH0OMBASACH
HEOO0XO/IMMOTO YpPOBHSA OOCTY)KMBaHHUS, a C JAPYrOdM CTOPOHBI, JIIOAH OBICTPO «BBIFOPAIOT» OT
HE0O0X0/IMMOCTH T'OBOPUTH OJHO M TO K€, BECTU cedsl B JKECTKUX pamkax. M mo 3Toil mpuuuHe
BHE/IPATH KECTKHE CTAHIAPTHI, HAPUMEP, B OT/EIIE MPOJaK HE PEKOMEHIYETCH.

HeobxomuMocTh pa3pabOTKu B BHEJPEHUS CTAHIAPTOB TAKKE BO3HUKACT JJI TEX CHUTYAIUH,
KOTOPBIE Yallle BCEro CBSA3aHbI C KOHPIMKTaAMU U MTPOOIEMaMHU.

ITpumep

Jlj1g TOro yToOBl MAKCUMAJIbHO UCKIIIOUUTH B JIaJIbHEHILIEM CIIOKHBIE CUTYalH, CBSI3aHHBIE C
HEJI0BOJILCTBOM, MPETEH3USIMU U JKall00aMu IocTel, He00X0AUMO MPONUCATh COOCTBEHHO CUTYAIUIO
U aJITOPUTM AEUCTBUN COTPYAHHMKA. 3a OCHOBY O€peTcsi MOJEIb MOBEAEHUS ONBITHOTO MM JYYILIEro
COTPYAHHKAa W BapuUaHT, OOECHEeUMBAIOIIMKA HHTEpeCchl KIMEHTa. Takum o0pa3oM, CTaHIapT
IpUOOpETaeT peaTMCTUYHOCTD U a/IeKBaTHOCTb.

CrangapTel TOJDKHBI YETKO ONPENENATh, YTO M KaK JOJDKEH JelaTh IEPCOHal B MpoIecce
00CIyXKUBaHUS KJIMEHTA U BO B3aUMOJIEHCTBUU MEXy co00i. CaMoe yacToe BO3pakeHuE, CBSI3aHHOE
C BBEJICHHEM CTaH/apTOB, — MPOTUBOINOCTABICHHUE KECTKOCTH CTaHJIapTOB U HEOOXOAMMOCTHU OBITh
THOKUM K TOMY, YTO IPOUCXOJUT BHYTPU U BOBHE TOCTHHMIIBI.

Onnako OmMOOYHO CYWTATh, YTO CTAHAAPTHI OOCITYKHMBAaHMS — OTO HEKas JOTMa: Iiar
BIIPaBO, IIar BIeBO — paccTped. OHM JIUIIb 33Jal0T HAMpaBlieHUE: ¢ Kako ¢pa3oii oOpaTUTHC K
KJIMEHTY, KaKk M30€XaTh Cropa ¢ HUM, B KaKOM MOMEHT TMOJIOWTH K TOCTIO U MPEIIOKUTH EMY CBOIO
MOMOIIIb, KaK paccKa3aTh O TOCTUHMIIE U YCIyrax | T. 1.

CrangapTel — 3TO «KapTay», T[S Ha KOTOPYIO, COTPYAHMKH OPUEHTUPYIOTCS, KaK M Kyna
«exarb». Ho u3BecTHO, 4TO HM OJHA KapTa HE OTPakaeT MECTHOCTb C a0COJIIOTHOM TOYHOCTBIO.
CrnepnoBarenbHO, B paMKaxX CTaHJIApPTOB BCETJa CYLIECTBYET MECTO s TBopuecTBa. Ilo MHeHuro
Macaaku I/IMaI/I, OIHOTI'O M3 AINOHCKHX CICHHAIIMCTOB IO KAYCCTBY (SIHOHI.[GB CJIO)KHO OOBUHHUTL B
OTCYTCTBUM T'HOKOCTH): «CO0II0IeHNE CTaHJapTOB HATIOMUHAET MPOLIECC YIIPABICHHUS aBTOMOOUIIEM.
BonuTens n0mkeH BBINOIHATH ONPEAEICHHBIE NMpPaBHUJA, U B PE3yJbTaTe OH IOJIy4aeT CBOOOAY
JIBIDKEHUS B KeJlaeMOM HarpaBiieHHH'". IMEHHO cTaHAapThl MO3BOJIIOT MAaKCUMaJIbHO OCBOOOIUTH
BpeMsl OT pEUIEHUs PYTHMHHBIX BOIPOCOB M IPHUCTYNHUTHh K TBOPYECKOMY ITOMCKY HOBBIX MYyTEH H
peLICHU.

5.2. IIpu4nHbI pa3pad0TKH CTAHIAPTOB CepPBHCA
Eciam roctuanYHOE MNpEANpUATUE XOYET IrapaHTUPOBAHHO U CTaOMIILHO moJiy4artb JKeJTaeMBIH
pe3ysbpTaT, CIeAyeT IoJlaraTbCsl HE Ha OTAEIbHBIX CIELMAIUCTOB, KOTOpPbIE B CHIIy CBOETO
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MOHMMAHUS U OTBETCTBEHHOCTH OYyIyT CTapaThCs BBHIMOTHATH «KaK MOXHO JyYIlIe» CBOIO 3a/1auy, a
Ha MPOJAYMaHHYIO CHUCTEMY, B KOTOPOW MpelycMOTpeHbl M (opmarhl mepeaayud MHPOpMaLUU, U
perjiaMeHThl BBIMOJHEHUSI JIEUCTBHI TakuM 00pa3oM, KOTOpPbIM MaKCHUMaJIbHO MpUEMIIEM st
KJIMEHTAa U SKOHOMUYEH 111 TOCTUHHUIIBI.

OcHogHble NPUYUHBL, KOMODblE ROOYICOAIOM DA3padamuvléams CHAHOADMbL .

1. OGecneunTh Y3HaBa€MOCTh TOPTOBOM MapKu

[Ipexe Bcero craHmapThl 0OCITYKUBaHHUS OPUECHTUPOBAHBI HA KJIMEHTOB, KOTOPBIC OKHUJIAIOT
MOJyYUTh OJMHAKOBO XOPOIIMKA YpoBeHb oO0cimyxuBaHus. OCOOCHHO aKTyalbHO »JTO IS
TOCTHHUYHBIX ceTeil. [loaromy kaxmas yBakarorias ce0si TOCTHHUYHAs KOMITAaHUSI UMeeT OpEeHI0YK
(TOKYMEHT, B KOTOPOM OIMCaHbI IpaBuiIa oOpaeHus ¢ GUpMEHHBIM [BETOM, mIpudToM, HOHOM H T.
1.). YCIemHble KOMIIAaHUU JOPOKaT CBOMMHM 3aBOCBAaHUSIMH M CTaHIAPTU3UPYIOT uX. [IpeBocxoHo,
KOT'Jla Ballli CTaHAAPThl 0OCIY>KUBAHHUS BBHITOJHO OTIMYAIOT BaC OT KOHKYPEHTA: TOTJA OHH €Ie U
SIBJISIFOTCSI BalllUM KOHKYPEHTHBIM ITPEUMYIIECTBOM. BaKHO TOJIBKO COXPAHUTh €0 M TOIIEPKUBATh.

ITpumep

3HaKoOMasi UCTOPHS: KOTJIa OTKPBHIBAIOT HOBBIA PECTOpPAH, MEPBOE BPEMs MEPCOHANI padoTaeT
Ha MakCUMyM€ CBOMX BO3MOXxHOCTel. [IpuuemM korga npuesxaemib B Ipyro ropojl 1 ClipaliiBaclb,
1€ MOYKHO TIOYKHUHATh, CJIBIIIHUIIL U TaKue PeTuIMKu: «Cxoliu B pecTopaH «N», OH TOJBKO OTKPBUICS,
enie He UcrnopTwics». Pedb maeT o 3aKOHE NOCTUKEHUS MaKCHUMAJIbHOIO pe3yjibTaTa MEHbIIUMHU
yemwusMu. [103ToMy BO MHOTHX ITOJOOHBIX 3aBEICHHSIX HA MEPBBIX MOPaX COTPYAHHKH CTaparOTCS
130 BCEX CWJI YroauTh KiaueHTy. Korja 3Tto mosydaercss U KIMEHT TOTOB MPUXOJIUTh MOBTOPHO, OH
MOXET CTOJIKHYTBCSI C TEM, YTO KaueCTBO OOCITYKMBAHHS CHU3UIIOCH J0 CPEIHEIPUBBIYHOTO YPOBHS
10 TOPOJY.

I'ocTb, oOpamasicb B IOCTHMHMIY MOBTOPHO, OKMAAET KaK MHHHUMYM TaKOTO K€ YPOBHS
o0CTy)XKMBaHUS, KaK B TEPBBIA pa3, U HUKAaK HE MeHbIIe. Kak TOJIbKO KadecTBO OOCTY)KUBaHUS
MEHSETCS B XYIIIYI0O CTOPOHY, 9TO MOKET NPUBECTU K OTTOKY psZla KIMEHTOB M3-3a Pa3pyLICHUS
0’KHMJIaHWM, KOTOPBIE CaMO K€ TOCTHHUYHOE MIPEANPUITHE U CPOPMUPOBAIIO.

2. CHabUTh COTPYJHUKA TOTOBBIMH PEIIEHUSMH Ul Pa0OThI B HEOOBIYHBIX CUTYAIUIX

Jlig Toro 4toObl COTPYAHMKM HE HAOWBANM IIUIIKK B CJIOXHBIX CHUTYallUAX, 3a4acTylo
ONMCHIBAIOT YCIEIIHBIN ONBIT, KOTOPHII IMOMOTA€T U3 HUX BBIXOAWUTH. TakKMMM CUTYyalUsIMU MOTYT
OBITh: TIOCEIIEHHE HETPE3BOro KIMEHTa, paboTa C arpecCUBHBIM/KOH(QIMKTHBIM KIMEHTOM, YTO
JieNaTh, €CJIM KIMEHT MOAaeT Kanoly, Kak BECTH ce0sl, €ClIM KJIMEeHT NpuIIed ¢ peOeHKOM, U T. 1.

CH0XHOCTh NMPUMEHEHHs] TaKUX CTaHJApPTOB 3aKJI0YaeTcsl JHIIb B TOM, 4YTO pabora B
CIIOXKHBIX CUTyallMsIX TpeOyeT HaTpeHupoBaHHOCTH. VIHoraa TpedyeTcs, 4ToObl COTPYAHUK JaKe He
JlyMajl, a IPOCTO CAENAN TO, YEMY €TI0 YUWINA. JTO CBA3aHO C TEM, YTO B JKECTKHUX YCIOBHAX, KOTAA
KJIMEHT TOTOB HApYIIUThb CJOXKUBILIMECS OTHOLICHHS, JUISI TOrO 4YTOOBI MOJYYUTh >KEIaeMbli
pE3yJIbTaT, COTPYAHUK MOXKET PAaCTEPATHCA.

ITpumep

Cyl1iecTByeT BEpOATHOCTh TOTO, YTO COTPYIHUK MOKET COBEPIIUTH OMUOOYHBIE NEUCTBUS U,
HarpuMmep, BO3MECTUTH yIIepO, KOTOpPBIA BO3MeIaTh HEe JObKeH. Ha cTpeccoByro cutyanuio Jroau
pearupyroT IMO-pasHOMY: KTO-TO HallaJaeT, KTO-TO M30eraer, KTO-TO BOOOIIE HUYEro He
IIPEANPUHUMACT.

Jl71s Toro 4T0OBI YCHENIHO pa3peniaTh CIOKHBIE CUTYAllMH, B TOM YUCIE€ KOH(MIUKTHBIC WIIH
CTPECCOBBIC, IEPCOHATT HEOOXOAUMO 00yUaTh:
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® [IDOYHOCTH HABBIKA 3aBHCUT OT 4YacTOThl NOBTOpeHHU. IlodTOMYy Yem waiie COTpyAHHK
0TpalaTbIBAaeT HABBIK, TEM OBICTPEE OH HAYUUTCS €ro MPAaBUIbHO MCII0JIb30BaTh HA MPAKTUKE;

® OTCYTCTBUE HEOOXOJUMOCTH TPHUMEHEHHs HaBblKa MNPHUBOJUT K €ro IOTepe.
CoOTBETCTBEHHO, HEOOXOAMMO BpEMs OT BPEMEHH MOJEIUPOBATH AJIS COTPYAHUKOB I0J00HBIE
CUTYallUH, aKTYaJIM3UPYs HABBIKU PAOOTHI C MOJAOOHBIM KIMEHTOM;

IIpumep
C nenpro oTpabOTKU U 3aKPEIIEHNs] HYXKHBIX HAaBBIKOB MOYXHO pa3bIrpaTh CUTYallMI0, KOTJa
OJIMH COTPYOHHK HrpaeT KIMEHTa, OPYyrol — cHenuaiucra 1o oOcimyxkuBaHuio. [Ipu sToMm

JKeJaTeIbHO, YTOOBI KaX/Iblil COTPYAHHUK MOMPOOOBal ce0s B PO TOCTS.
NOMePSAHHBIU 8 pe3yibmane OMCYMCMEUs NPAKMUKY HABLIK 80CCHMAHABNUBAEMC 20PaA300

bvicmpee, uem mMpeHUpOBKa ¢ Hyad. 3HaHUe OAHHO20 NpPABUIA CYWECMBEeHHO obne2uaem O

MeHedIcepos N0 NepPCoHANy U pykogooumeneti pabomy no no00epiICanuto compyoOHUKO8 6 HYICHOU
gopwme.

3. CraHIapTU3UPOBATh JICHCTBHS B OTBET HA BIMSHHUE KOHKYPEHTA

Eciu craHmapTel ciocOOHBI YAOBIECTBOPUTH CBEPXOKUIAHUS KIMCHTA, a 3HAYWT, MOBBICHTH
CTEIICHb JIOSJIBHOCTH KJIIMEHTOB, TO TOCTHHHUIA Y)KE€ MOJy4YaeT KOHKYPEHTHOE MpeumyiiectBo. [lpu
3TOM CJIEIyeT OTMETUTh, YTO JIOSIILHOCTh HE PaBHSCTCS YIOBIECTBOPEHHOCTH. JIOSIIBHOCTE — 3TO
He4uTo OOJIbIIIEE.

Dopmyna nosivHocmu.

Jlosnbnocme = Yooenemeopenue + Cropnpu3s

20e ydoeﬂemeopenue — nojiyyeHue 02cUdAeMo20 U 3Anl1aHupoOBaArRHO20 pe3yilbmama,

ITpumep
DTO MOMHKHO OBITH HE TOJHKO YIOBJICTBOPEHHE OT MPOXKUBAHUS B HOMEpPE, HO B IIEJIOM OT
mpolecca B3aMMOJACHCTBUSA € TOCTUHULIEM — C COTPYJHUKAMH, YCIYyraMd U JaK€ PEKIaMHBIMHU

MarcpurajiaMyu roCTUHUIBI.

CIOpNpuU3 — NpesvllueHue OHCUOAHULL KTUeHma, a makice (C y4emom mozo, 4mo K Xxopouiemy
bvicmpo npugvikaiom) nocmosnusie yayyuiernus. CosepuleHCmeos8ams JHce MONCHO MOAbKO MO, YMO
yorce (hopmanuzoeano.

CrangapTtel — 3TO TPYAHOKONHUPYEMOE KOHKYPEHTHOE MPEUMYIIECTBO, I03BOJISIONIEE
BBITOJTHO OTIMYUTHCS OT KOHKYPEHTOB CBOMM I10/IXO/JIOM B OOILEHUH C KIMEHTaMH.

4. Co3laHre MHCTPYMEHTA a/IaliTallii U 00YYEeHHsI HOBOTO COTPYAHMKA

CranzapThl JOJKHBI UCHIOIB30BATHCS JJIl TOTO, YTOOBI OBICTPO BBECTH HOBOT'O COTPYJHHKA B
KOJUIEKTUB W HMCKJIIOYUTH OLIMOOYHOE MOBEIEHUE B IEpBble AHM paboThl McnoiaHuTens. [IpakTtuka
MOKa3bIBAET, YTO OOCIYKUBAIOIIMNA IEPCOHAN SIBJISETCS CaMbIM «TeKydnM». CyIIecTBYeT yrpo3a, yTo
npuodpereHHoe 3P PEKTUBHOE MOBEEHUE MOKET OBITh yTepsaHo. C caMoro Hayana HOBBII epcoHal
JIOJDKEH JIEMOHCTPUPOBAaTh HEM3MEHHO NPUBBIYHOE IS KJIMEHTa KadecTBO cepBHca. Pa3paborka
CTaH/JapTOB TMO3BOJSIET COXPAHUTh IPEEMCTBEHHOCTh YCIEUIHBIX 3HAHUW U  TOBEICHMS.
Hcnonb3oBaHue CTaHAapTOB TpeOyeT JAeTalbHOrO OOYy4eHUS COTPYA-HHKOB, BIUIOTH [0
«JIPECCUPOBKN», €CIIH PeUb UJET O )KECTKUX CTaHIapTax.

[Tpumep

Haubonee >(dexTuBHbIM sBISETCS NpelBapUTEIbHOE OO0Y4YEHHE IEepCOHana 3a OAMH-TPU
Mecsla A0 Hadaja paboTel B rocTHHUIlE. OCOOEHHO 3TO aKTyaJdbHO JJsl KOHTAKTHBIX CIIYXO0
rocTuHMLBL. HabpaHHbIE COTPYIHUKU MPOXOAST MOJHBIA KypC TPEHUPOBOK, KOTOpPBIE, KCTAaTH, €IIe U
SABJIAIOTCA CPCACTBOM OLICHKHU COTPYJAHHUKA HAa 3TAIlC BXOKACHUA B JOJDKHOCTD.
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5. Co3/iaTh MHCTPYMEHT JJIs OIICHKU Ka4ecTBa 00IyKUBAHUS.

K coxanenuto, nmporecc o0cy>)KMBaHUSI HE BCET/Ia BIUSAET HA pe3yabTaT JUHEHHO. To ecTh He
BCErJa TaMm, IJIe €CTh Xopoliee oOcCiIyXuBaHHEe 0e3 (OpPMaTM30BaHHBIX CTaHAAPTOB, OOJIBIIME
npoaaxu. YacTo mo1o0HbIe KOMITAHUU UMEIOT CBOM MPOICHT PHIHKA 3@ CUET TOTO, YTO OPUEHTUPYIOT
ce0s Ha KJIMEHTa, KOTOPBIH TOTOB NEpeIuiauMBaTh 3a XOpollee OOCTyKHMBaHHE, CIHOKOWCTBUE U
koMdopt. st Toro 4roObl BBIICPKUBATH TaKOH YPOBEHb OOCHYXHBaHHS 03 (hOpMaM30BaHHBIX
CTaH/IapPTOB, PYKOBOJUTEIN TAKUX TOCTHUHUYHBIX MPEANPUSTHI BBIHYKICHBI TOCTOSHHO CJICIUTH 32
TEM, KaK pabOTal0T C MOCETUTEIISIMU MX COTPYIHUKH.

6. Kax pabomamb ¢ kniueHmom nocie npooaxcu/uHcmpymeHmol CepeUcho20 00CIYHCUBAHUSL.

W3BecTHO, YTO MOCTOSHHBIC KJIMEHTBI 00XOMIATCS B OOCITYKHMBAaHUU U MIPUOOPETECHUN TOPa3zIo
nemiesne (B 5—6 pa3), HeXeluW KIMEHTbl HOBble. M He HYXHO K BaM INpPUBBIKATh, OHU YK€
NPECTaBISIIOT, C 4YeM MOXXHO CTOJIKHYTbCS B OOIIEHWM C Bamu. It TOrO 4YTOOBI KIIMEHTHI
oOpainaiich BHOBb U BHOBb, BA)KHO OCTAaBATLCS C HUIMH B KOHTAaKTe.

IIpumep
Cornacno uccnenoanusM, u3 100% norepsHHbIX KIHeHTOB 60% NOTEph MPOUCXOIUT U3-3a
OTCYTCTBHSI KOHTAKTa MEXIY CIICIIHATUCTOM IO MPOJIaXKe/00CITY)KHBAHHUIO M KIIHCHTOM.

Korna roctununa 3a0biBaeT npo KIMEHTa, 3a HEro OepyTcsi ee 0osiee aKTUBHbBIE KOJUIETH —
KOHKYPEHTBI.

Takum o6pa30M, II0 UTOraM OIIMCaHUsA pa60‘II/IX IIpoueccoB Ka)l(I[LIﬁ pa6OTHI/IK 3HACT, YTO EMY
H€06XOI[I/IMO A¢CJIaTb, KOrjga, COImpoBOXKaad KaKUMHU JOKYMCHTAMU, KOMY U B KaKOM BUAC NICPEAABATH
I/IH(I)OpMaI_II/IIO, KTO 3a 4TO OTBCYACT U YTO ACJIAaTh, €CJIU CUTyallus BAPYT UACT HE TaK.

5.3 IlpuHOMIIBI CTAHAAPTH3ALMH, IPEUMYILECTBA, BBITOALI  3(P(PeKThI OT BBEICHUS
CTAHAAPTOB

locTtununa B paboTe ¢ KIMEHTaMU CBSi3aHA C HUMH KaK «OJUH KO MHOTHM» (IMONIB3YSICh
TEPMUHOJIOTHEN pa3pabOTYMKOB 0a3 MJaHHBIX), B TO BpeMs KaK KaxAbld U3 KIUCHTOB
B3aUMOJICMCTBYET C TOCTUHHUIIEH MO MPUHLMIY «OAWH K OJHOMY». KilMeHTy Bce paBHO, CKOJBKO y
Hac erie KJIMEHTOB, KpOME HET0, OH 0oJiee BCero 03a004eH CBOMMHU COOCTBEHHBIMH MOTPEOHOCTSIMH U
3aj1auaMu (emie Obl, OH IJIATUT 3a 3TO JICHbIU!).

CootBercTBYyIOIIAasi OpraHu3alus MpOLEcca MyTeM CTaHAApTU3alUU I103BOJISET HALEIHUTh
COTPYJIHUKOB T'OCTUHHUIBI HAa pabOTy C KaXJbIM U3 KJIMEHTOB KaK C €IMHCTBEHHBIM KIHUEHTOM
KOMIIaHUH.

Ha nyru cranpaptuzanuu OU3HEC-TIPOLECCOB TOCTHMHMIIBI MOTYT CTOJKHYTBCSI CO
CJIEAYIOUIMMHU poOIeMaMu:

* HE3HaHUE COTPYJHUKAMU CYTH H3MEHEHHl (0OBIYHO HH(OPMALMOHHBIA BaKyyM
3aI0JIHACTCS CIIyXaMH, «CBSITO MECTO...»);

* HEMOHHWMAaHUE COTPYIHUKAMHU TOTO, YTO JIOJKHO MPOU30UTH;

* CTpax COTPYAHUKOB II€PE] HOBBIMU «IIPABUJIAMH UTPBI»;

* COMHEHHUS COTPYJHUKOB B TOM, UTO PE3YyJIbTAaThl BHEJPEHHUS CTaHAAPTOB IMOJIOXKUTEIHHO
0Tpa3sATCs Ha UX paboTe;

* HEYBEPEHHOCTb B CBOMX CHJIAX.

Tem He MeHee MONYYEHHBIE 3a CUET CTAHAAPTH3AIMM TPEUMYILECTBa OyAyT HaMHOTO
MIPEBOCXOJUTh TPYAHOCTH BHEAPEHHUS, T. K. YETKO pa3paboTaHHas CHCTeMa CTaHJIApTOB CEpBHCA
MIO3BOJINT:

Knuenty:
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e 00s3aTeNBHO TMOJIYYUTh MUHUMAIBHO HEOOXOJMMBIN, OMPEIEICHHBIN CIelUaTHCTaMu
00beM nHpopMaIuy;

* B MEHbIIIEH CTEMEHU 3aBUCETh OT HACTPOCHHMS M CaMOYYBCTBUSI II€PCOHANA, OT
JKeaHUs/He)KeIaHUsl COTPYAHUKOB KOMITAaHUH padoTaTh;

* TIOYYBCTBOBAaTh 3a00Ty W BHUMAaHHE, KOTOPHIC CTAHOBSITCS YacThiO MPOAYKTa/yCIIyTH,
MPEOCTABIAEMON TOCTUHUIIEH;

* MOJYYUTh CTAaHAAPTHYIO, IOHATHYIO, TPOTHO3UPYEMYIO YCIYTY.

PabGoronmarento:

* B HEKOTOPOU CTENICHH OBITh 3aIUIIICHHBIM OT IPOM3BOJIA MIEPCOHAIA;

* TIOJIYYUTh JOMOJHUTEIBHYI) BO3MOXXHOCThH OICHUTH 3((HEKTUBHOCTH U PAIIMOHAIBHOCTH
CJIO’KMBILIMXCST OM3HEC-TIPOIIECCOB;

* HMETbh YETKHE KPUTEPUH OIIEHKH JICATEILHOCTH COTPYIHUKOB;

* JIOTIOJHUTEIBHO MOTHUBHUPOBATH TMEpPCOHAN, T. K. COTPYJHUKH 3HAIOT KOHKPETHBIC
KPUTEPHUH, KOTOPHIM JIOJDKHO COOTBETCTBOBAThH UX MOBEICHHE, U CTPEMSTCS K 3TOMY;

* HCIOJB30BaTh CTAHJAPTHI KAK HHCTPYMEHT CUCTEMBI OILIAThI TPY/A.

CoTpynHUKY:

* HMMETh YETKUH IJIaH JECUCTBUIN B PA3JIMYHBIX CUTYAIUSX;

*  YETKO NOHUMAaTh KPUTEPHH OLICHKHU €r0 PabOThI,

* B HEKOTOPOU CTENEeHH OBbITh 3alIUIIICHHBIM OT ITPOU3BOJIA pabOTOATENS.

OOpatuTe BHUMaHHE, YTO B JAHHOM CJIy4yae€ BCE Yy4acTBYIOIIME B OW3HECE CTOPOHBI —
KJIMCHTBI, COTPYAHHKH, PYKOBOAMUTEIW U BJIAACIbLIBI — TOJY4YalOT CBOU IPEUMYIIECTBA.
Crangaptuzanus, TOMAMO BCErO BBIIIECKA3aHHOTO, SABISETCS CHCTEMATHU3UPYIOIIUM (PaKTOpOM H
00J1a/1aeT MOITHBIM CHHEPTETUICCKUM () (PEKTOM, TO €CTh MPUBOANT K BO3PACTAHHIO YPPEKTUBHOCTH
JESTEIIbHOCTH B pe3yJibTaTe WHTErPalluy, CIUSHUSA OTIENIbHBIX YacTeil B €IMHYI0 CUCTEMY 3a CYET
CUCTEMHOTO 3 eKTa.

HGJII) CTaHIApTHU3aIlIunu — YBCJII/I'-II/ITB a0X04 KOMIIAaHUHU 3a CYET YBeJII/ILIeHI/Iﬂ IIOCTOAHHBIX
TOCTEN.

5.4 CranaapThl Kak HeOTheMJIeMasi 4aCTh CHCTeMbI YIIPABJICHUS CEPBHCOM

3ayacTyro MMEHHO CEpBUC KaK MOJIENb 00CITYKUBAHUSI KIIMEHTOB OIPEAEISeT pa3HUILY MEXKIY
aroouTeNnsIMH U TpodeccuoHataMd B TOCTHHMYHOM Ou3Hece. OTCyTCTBHE OPHEHTHUPOBAHHON Ha
MHTEPECHl KIMEHTa MOJIEIH BeJleHUsl OM3Heca U MO KUBAIOIIETO €€ PEryJIIpHOr0 MEHEKMEHTa
— TUMHWYHas pobJiemMa psijia pPOCCUHCKUX TOCTUHMIL.

ObecrieyeHrie yay4IIeHUs KadecTBa OOCIYXKHUBaHHS — TPYIOEMKHH, ATUTENbHBIN H
MTOCTOSIHHBIN MPOILIECC.

Hepenko B roctuHMIIax MOXHO HaOJI0aTh pa3pO3HEHHBbIH HapaOOTaHHBIM OMBIT, KOTOPHII
HE00X0/IMMO cHucTeMaTu3upoBarh. KayecTBo cepBHca MOKHO YJIYYIIUTh TOJIBKO B paMKax €IUHOMN
CUCTEMBI yIIPaBJICHUS CEPBUCOM B KOMITAHUHU.

Cucrema yrmpaBieHUsI CEPBUCOM B TOCTUHHIIE COCTOUT M3 CIEAYIOIUX KOMITIOHEHTOB:

1. OTBeTCTBEHHBIE 32 KAYECTBO CEPBHCA JHIIA

OTOT KOMIIOHEHT — OJHO W3 TJIABHBIX COCTABJISIOMIUX CHUCTEMBI. OTBETCTBEHHBIMHU 3a
KaueCTBO B TOCTUHHIIE YaIlle BCErO MOTYT OBITh YIPABJISIOMIUNA UM €T0 3aMECTUTENh, YITPABIISIOMINAN
M0 Ka4eCTBY, MEHEKEP MO MEPCOHATY WU PYy-KOBOAUTENH Ciayk0. ['maBHas menp ux paboThl —
HEOOPaTUMOCTh TO3UTHBHBIX M3MEHEHWH KauecTBa oOCiTyxuBaHUS. HeoOXoammo Ha Bcex dTamax
KOHTPOJIMPOBATH W TOJICPKUBATH CEPBUC HA 3aJaHHOM ypOBHE. be3 TaHHOTO KOMITIOHEHTa CHCTeMa
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He Oymer BHeapeHa W (yHKIMOHANbHA. Moeonmorumell KadecTBEHHOrO CepBHCA JOJKHA OBITh
NPOTHUTaHa BCS KOMITAHMSI.

2. EnuHble cTanapThl cepBuca

CJ0BO «eIMHBIC» — 3TO HEOTHEMJIEMOE COCTABIIIONICE, Cpa3y HMCKIIOYAIOIIEe IBOSKOE
TOJIKOBAaHUE CTaH/IaPTOB CEPBHCA.

[Tpu HanMcaHUK CTAHZIAPTOB IMOJIE3HO OMHUPATHCS MPEXKJIC BCETO Ha!

s cmaHOoapmul Ompaciu;

*  ONbIM C80UX KOHKYPEHMOB,

*  HAKONJIEHHbIl ONbIM CAMOU 20CMUHUYDL.

Crannmaptel cepBuca 3T0 0a3uc, Ha KOTOPOM CTPOUTCS CHCTEMa KOHTPOJIA M OOydeHUs.
Cucrema 0oOydeHHUs HEpa3pbIBHO CBS3aHA C CHCTEMOW KOHTpOJss. KOHTpOJIb OlEeHMBAeT 3HaHUS U
HaBBIKH B PEATBHOM CUTYAIUH.

IIpumep

['OCTHHUIIBI UCTIONB3YIOT CICAYIONIYIO MPAKTUKY: TOCIIEe POBEPKH KadyecTBa OOCITYy>KUBaHUS
MPOBOAT Pa300p KOHKPETHBIX CHUTYaIlMi, KOTOpble HAONI0/al MEHEHKMEHT TOCTHHUIIBI WU
ayauTop (PKCIEpT-KOHCYAbTaHT). JKenaTenbHO aHaIM3MpPOBaTh M KOPPEKTUPOBATH JCHCTBUS
MIEPCOHAIIA TIO «TOPSTYUM CJIeZIaM», YTOOBI yUECTh MAKCUMYM CBSI3aHHBIX C HUMU JCTAJICH 1 HIOAHCOB.

He nHyXHO 3a20BIBaTh 0 TOM, 4TO OOydYeHHE IMEPCOHANAa JOJDKHO OBITh KOMILJICKCHBIM, T. €.
JIOJDKHO MPOUCXOAUTH HE TOJIBKO 00Y4YeHHUE CTaHIapTaM, HO M 00y4eHUe 3HaHUIO IPOAYKTa, YCIYT U
T. 1.

JIy1st u3ydeHus CTaHIapTOB Yallle BCETO UCTOIB3YIOTCS TPEHUHT U

* 015 8CeX COMPYOHUKO8 HA dImane 8800d 8 Q0JNCHOCMb;

*  0/11 NOBbLUEHUS. K8ATUPUKAYUU OOJIee ONbIMHBIX COMPYOHUKOS,

* 8 paMKax npocpammul adanmayuu 0jisi HOBUYKOS.

3. KoHTpoJIb Ka4ecTBa cepBUcCa

Haubonee onTuMaibHBIM HHCTPYMEHTOM KOHTPOJIS SIBISIETCS MCCIEAOBAHUE MO TEXHOJIOTHUH
«Taitapiii ToCThY». [laxke caMblii OOy4YEHHBIM TIEpPCOHAT W COBEPIICHHBIC CTAaHIAPTHI CEpBHCA HE
rapaHTUPYIOT KaYECTBEHHOTO OOCIYKUBAaHUS KIMEHTOB — 0€3 MPOrpaMMbl KOHTPOJISL BBHITIOTHEHHS
CTAaHJApPTOB W TPENOCTaBIIEHUS OOpaTHOW CBsA3M mepcoHany. KoHTposb, Kak OJHA M3 OCHOBHBIX
GyHKIMI MEHEKMEHTA, J0I-KEH ObITh CHCTEMHBIM U 00BEKTHBHBIM.

4. CuctemMa MaTepUAILHOM M HE MaTSpUAJIbHOM MOTHBAIIUN IIEPCOHAJIA

He Bce rocTuHMYHBIE TIPEANPUITHS B XOJI€ YITYUIICHUs KauyecTBa OOCITYKUBAHUS BKJIIOYAIOT
i 3G (PEKTUBHO HCMOIB3YIOT STOT KOMIIOHEHT. 3HAUUMOCTh CUCTEMbl MOTHUBAIIMU B OOECTICUCHUH
XOpOIIEr0 U YCTOMYMBOTO pe3yjibTaTa IO CEPBUCY JOCTAaTOYHO BBICOKAa. BBeneHue craHmapToB
CO3/IaeT TOSBIICHUE WHCTPYMEHTA YIpaBIEHUS MPOLEaypaMUu OOCTY>KUBaHUS, KOTOPHIC SIBISIOTCS
Oosee CTaOMIBHBIM JIEMEHTOM CHUCTEMBI CEpBHCA, YeM IEPCOHAJ KOMIIAHMM KakK TakoBou. YacTo
MOCEIIANIas PyKOBOAUTENEH HIest O TOM, YTO TPAMOTHAsi CUCTEMa MOTHBAIIMHU TEPCOHANIA PEITUT
BCE MPOOJIEMBI C TOJHOICHHBIM OOCTY)XKMBaHHEM KJIMEHTOB, COACP-)KUT PAIlMOHATBHOE 3€pPHO, HO
CHCTEMa MOTHBAIlMM HHUKAK HE MOXXET OBITh YHUBEPCAIHHBIM W €IMHCTBEHHBIM CPEIACTBOM
oOecrieueHHs KaudecTBa cepBuca. MoTHBalMs TMEepCOHaTa — HEOOXOJUMOe, HO HEJO0CTATOYHOE
YCJIOBHE CTa0MILHOCTH BBICOKOKAUYECTBEHHOTO CepBHCa B KOMITaHUH. W TOJIBKO Korga pa3padoTaHbl
CTaHAapThl cepBHca, OOyUeH TMEpPCOHAN U TMPOBOAMUTCS PETYISPHBIA KOHTPOJIb, UMEHHO CHCTEMa
MOTHBAIIUHA CTAHOBUTCS JIBUTATEIIEM U3MEHEHHUI 1 O0BEMHSIET pe3yIbTarT.

KoMmoHeHT «kayecTBO 00CTyKUBaHUS» AOKEH ObITh MEPEMEHHON YacThI0 BO3HAIPaXKACHUS
COTPYAHHMKAa HapaBHEe C ero (UHAHCOBBIMH pe3yJlbTaTaMM (HampuMep, HWHAWBUIYAIbHBIMU
MPOJa’kaMH ) ¥ BBITTOJIHEHUEM CTaHJIaPTOB BHYTPEHHUX OM3HEC-TIPOIIECCOB MPEANPUITHS.
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[Mpouenypa u dhopmyna pacdera 3apabOTHOM IMJIATHI JOJHKHBI OBITH MPO3PAYHBI M M3BECTHBI
COTPYAHHUKY, WHaue OonbImas 10JiT MOTHUBUpYOIIEro 3ddekra Oyner ymymeHa. [Toatomy cucrema
HAYHCIICHUS BO3HATPAXICHUS JIOJDKHA CTPOUTHCS Ha PE3yiabTaTax KOHTPOJS, KOTOPbIE M3BECTHHI U
OTKPBITHI JUIs IEPCOHAA.

PR cepBuca

5. PR cepBHca B TOCTHHUIIE

Heo6xoanuma peryssipHasl OpakTUKa [0 HPOJABMKEHUIO U IOMYJSPU3ALMU UJEH BaKHOCTH
KaueCTBEHHOI'0 00CIYKUBAHUS CPENU COTPYIHUKOB MOCTUHUIIBI, TO €CTh BHyTpeHHUN PR kauectBa
cepBuca B KOMIAHMM. BaxkHO, 4TOOBI KaX/Iblil COTPYIHHUK, OTBETCTBEHHBIH 3a KJIHMEHTCKOE
o0cCITy’)KMBaHue, OT PAZAOBOTO pabOTHUKA JI0 TOIN-MEHEKEpa, BEpWI B 3HAYMMOCTh CEpPBHUCA Kak
CTPaTEru4ecKoro NpUOPUTETa TOCTUHUYHOTO IIPEATIPUATHS.

[Tpumep

Brauane — mpe3eHTanuu, coOpaHusi, pa3bsICHEHUE TIEPCOHATY 3HAYMMOCTH CEpBHCA. 3aTeM
CUCTEeMAaTUYECKME KOMMYHHKAIMM C T[EPCOHAJIOM [0 TIOBOJY KadecTBa OOCHY:KHBaHMUS,
dbopmaniuzaius KaHAJIOB KOMMYHUKAIMA — KOPIOPATUBHBIE Ta3eThl, IMHUCbMa COTPYIHUKAM,
MHTEPHET, TeMaTHYeCKHe cOOpaHus U KOH(PEPEHIUH, CUCTeMa MOOIIPEHUI 1 MHOTOE JIPYToe.

JTanbl BHEIPEHUS CHCTEMbI YIIPABJIEHHUS CEPBUCOM

1. I[TonroroBka K BHEAPEHUIO CUCTEMBI:

* pa3paboTKa CTaHIapPTOB;

* pa3paboTka cucTeMbl 00Y4YEeHHUS MTEPCOHAA;

* pa3paboTKa CUCTEMbI KOHTPOJIS;

* pa3paboTKa cUCTEMbl MOTHBAIUH ITEPCOHATIA.

Ha ¢bixo0e 00.15¢1cHbl Ob1mb NOJIYYEHBL CE0yIoujUe 0OKYMEHMbL:

* CTaHIapTHI CEPBUCA;

* TI0JIOKEHHUE O CUCTeME O0yUeHHUs B TOCTUHUIIE;

* TMOJIOKEHUE O CUCTEME MOTHUBAIIUU B TOCTUHUIIE;

* TIOJIOKEHHE O CHCTEME OILIaThl TPY/la B TOCTHHUIIE;

* MOJIOKEHHUE O MPOrpaMMe KOHTPOJIS;

* 3aKJIFOYEHHBIN JJOTOBOP HA ayJuT CepBHCA MO METOAUKE « TallHbII rOCTHY.

2. Ilpe3eHTanus CUCTEMBI COTPYIHUKAM:

e CHayvaja MepcoHay HEOOXOIUMO OOBSICHUTH CMBICI M3MEHEHHUU. ITO HYKHO ISl TOTO,

YTOOBI COTPYTHUKH 3aXOTEIH MIPUHATH YIaCTHE B U3MEHEHUSAX KOMIaHUU. Tor/a Mbl OTYyYUM
MUHUMYM CONPOTHUBIICHUS NIEPCOHAIIA;

e 10ci€ OOBACHEHMs CMBICIA IUIABHO NPE3EHTYEM IUIAH BHEAPEHMs CTAaHAApPTOB CEPBHUCA,
0COOEHHO 3a0CTpsisi BHUMaHUE Ha 00YYEHHUHU U OLIEHKE 3HAHUW U HaBBIKOB 110CJI€ 00yUEHUS;

e HE0oOX0IUMO OOBSICHUTh METOAMKY KOHTPOJs «TaliHbIM roctb» M HEOOXOAUMOCTH €ro
npoBefeHusi. O4yeHb 4YacTO COTPYIHUKH HACTOPOXEHHO OTHOcATcS K «TailHOMy roctio».
3/1ech Ba)XXKHO JOHECTH, YTO 3TO HEOOXOJUMO JJIsl IMOJIy4eHHs OOpaTHOM CBS3H, B IMEPBYIO
ouepe.b AJI HUX CaMUX;

® TMOCJIETHUN dTal NpPe3eHTAlUH — JTO JETaJbHOE pa3bsiCHEHHE HOBOM CHCTEMBI
MOTHUBAIINU.

OdeHb YacTo eCTh CTpEMIIEHHE OBICTPO BCE BHEAPUTH (CIIYCTUTh CBEPXY), HO, MPOITYCKask 3TOT
3Tall — JTall MNpeBapUTEeNIbHOW paboThl € MEPCOHAJIOM, MBI 3aMEAJISeM IPOLECC BHEIPEHUs
WU3MEHEHUH, T. K. CTAJIKUBAEMCSI C COMPOTUBIIEHUEM COTPYIHUKOB. DTO CBSI3aHO:

® C HETMIOHUMaHUEM LIETTU U3MEHEHMUI;

® CTpaxoM IICPEMCH;
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® COINPOTUBIICHUEM TIEpPE BHITOJTHEHUEM HOBBIX 00SI3aHHOCTEH.

[Ipe3eHTanuss MOTHUBUPYET JIIOAECH, OHU BHAAT CBOM BKJAJ B pa3sBUTHE TOCTHHULBI,
YyBCTBYIOT CBOK IPHUYACTHOCTh. PYKOBOACTBO € TMOJy4aeT I[IO3UTUBHOE BJIUSHHE Ha
KOPIOPATUBHYIO KYJIBTYPY KOMITAHUH.

3. BHenpeHue cucTteMbl

DTO caMblil ITUTENBHBIN U3 BeexX 3TanoB. OH BKIIOYACT:

e BHenpeHue crangapTOB CEpPBHUCA:

e 00yueHue;

® OIICHKA PE3yNIbTaTOB O0yUYEHHUSI.

o «TalHbIi TOCTHY:

e pH(pOpMUpPOBAHUE TIEPCOHATIA O PE3YIbTaTaX KOHTPOJIS;

® aHaJU3 PE3yNbTaTOB, KOPPEKTUPOBKA CTAHIaPTOB.

e TectupoBaHue CUCTEMbI MOTHUBAIUU:

® HayuCJICHHUE 3apa0O0THOM ILIATHI;

® BHECEHHE M3MEHEHHI WU JOTOJHEHUN B CHCTEMY MOTHUBAIIUH.

e Buyrpennuii PR cepsuca.

4. OnieHKa pe3ybTaToB

OCHOBHBIMU TIOKA3aTeNISIMHA OLIEHKH Ka4YE€CTBEHHOT'O 00CITY)KHUBAHUS SBJISIFOTCS:

e 00BEM NMPOJAK;

® POCT KJIMEHTCKOU 0a3bl;

® CHIDKEHUE TEKYYECTH KaJIpOB;

® BBINOJIHEHHE IPOTrPAMMEBI O0yUYEHUS;

® CHIDKEHHE YHCIIa )Kajao0;

® VYJIOBJIETBOPEHHOCTH T'OCTEH;

® J10J151 HOBBIX KJIMEHTOB (110 000POTY U IPUOBUILHOCTH);

® yJIOBJIETBOPEHHOCTh MEPCOHAIA;

® TIOBTOPHBIC KIIUCHTHI.

5. Pa3zButure cuctemMbl

JIaHHBIN 3Tan BKIIOYAET:

® AyIWUT CYIIECTBYIOIIUX CTAH/IapPTOB MUHUMYM pa3 B MOJIT0/1A;

® AyJuT CUCTCMbI MOTHUBALIUU U O6y‘{eHI/I$I.

[TocTosiHHOE pa3BUTHE CUCTEMBI YIIPABIEHHS CEPBUCOM SIBJIIETCSI OCHOBOW CTaOMIBLHOIO
pocTta KauecTBa 0OCIyKMBaHMsI KIIMEHTOB. BBeieHNEe CTaHIapTOB CO3AAa€T MHCTPYMEHT YIpPaBICHUS
npolielypaMu o0CITy>KHBaHUs, KOTOPBIE ABIISAIOTCSA O0siee CTaOMIIBHBIM 3JIEMEHTOM CUCTEMBI CEpPBHCA,
YeM MepCOHa KOMITAHUH.

5.5 TexHoJs10rus1 ONUCAHUSA CTAHAAPTOB

Kak yxe ObUIO mpencTaBaeHO BHIIIE, CTaHAAPT €CTh HE YTO WHOE, KaK YEeTKO
peFJIaMeHTI/IPOBaHHoe Tpe6OBaHI/Ie K IMIOBCACHUIO COTp}I)IHI/IKOB. HpI/I 9TOM IIOXKCJIaHUS BJIAACIIBIICB
a100 PYKOBOJICTBA TOCTHHUIIBI MPHUIAIOT STOMY TpeOOBAHHMIO MHIMBUIyalbHBIN Xapaktep. OnHa u3
ueneﬁ CTaHJIapTa i YJIOBJ'IGTBOPI/ITI) TUIINYHBIC OXHUIAHHA KIIMCHTA. TaKI/IM 06pa30M, CTaH)IapTBI
JOJKHBl  yYUTBHIBATH HWHTEPECHl M OXKHUIAHUS KIHMEHTOB, COOCTBEHHHKOB H COTPYIHUKOB
TOCTUHHUYHOT O Hpe)IHpI/ISITI/IH. O}IHaKO Ha HpaKTI/IKe B HOJ'IHOI\/II Mepe y’—IeCTI) I/IHTepeCLI BCEX CTOpOH
OUYeHb CJI0XHO. BO MHOTHX CITy4asx WHTEPECHl ABYX KaKHX-THOO CTOPOH COBIMAJAIOT, HO BXOMST B
MPOTUBOPEYUE C HMHTEpPEcaMu TpeThell CTOpoHbl. [lo3TOMyY, Kak Bcerjga, MPUXOAUTCA HMCKATh
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«30JIOTYIO CEpeIMHY» U «U3 JBYX 307 BBIOMpaTh MEHbIIEe», 4TOObI JOCTHYb BO3MOXHO Oolee
HIOJTHOW yJOBJIETBOPEHHOCTH TOCTeH M MAaKCHMH3HPOBATh JOXOABI FOCTHHHUIBIL. OmnucaHHas aaiee
TEXHOJIOTHUS TI03BOJIICT ONPEACTUTh HEOOXOAUMBIE PA3JIeNbl U TEMbI pa3padOTKH CTaHIAPTOB.

[Ipn MOArOTOBKE OMMCAHMS PETJIAMEHTOB INOBEACHUS COTPYAHUKOB JNAHHBIM MOJIXOI JaeT
BO3MOYKHOCTH BBISIBUTH HauOOJIeE TOHBIN 00BEM MPpaBuJI, TPEOYIOLINX CTaHIapTH3AIHH.

corpy,qHuK
/ \/

|\ KNUeHT ‘ < /' Bnaneneu

\ \ /
\ \ /

——

PI/ICYHOK 1 — 30HBI MEePeCCUCHUA HHTCPCCOB U O)KI/II[aHI/Iﬁ CO6CTB€HHI/IKOB, nepcoHaia "
KINCHTOB I'OCTUHHUIIbI

3amITpuxoBaHHas 30Ha | oONUCBHIBaeT HAEaIbHbIE TpeOOBaHUS K pabdoTe COTPYJHUKOB,
KOTOpBIE IPU 3TOM COBIIAJIAIOT C O’KUAAHUSAMU BIIAJIENbLEB (PYKOBOACTBA) U KJIMEHTOB. OpueHTauus
Ha 3TH (AKTOPBI CO3[a€T KOHKYPEHTOCIOCOOHOE MPEUMYIIECTBO, MOAYEPKHBACT YHUKAIBHOCTD
TOCTHHMLIBI HA PBIHKE, IIOBBIIIAET €€ MPUBJIEKATEIILHOCTD B TJ1a3aX KIMEHTOB.

na docmuscenun makozo pesynbmama peKomeHoyemcsa:

* UCIOJb30BaTh HMMEIOLIUICS Yy COTPYIHUKOB OIBIT BbIXOJA M3 TUIIOBBIX CHUTYyalMil. ITO
IpUEM NPUBJIEYEHUS «CBETJIBIX T'OJIOBY» — HOCHUTEJEH 00pa3i0BOT0 MOBEICHUS;

* PEryJjsipHO IPOBOJUTH «KPYTJIbIE CTOJIBI.

ITpumep

«Kpyrisie cTonbl» 1a10T BO3MOXHOCTh COOpaTh B OJHOM MECTE BJIa/I€bLIEB, MEHEKMEHT
TOCTUHUIBI U 3aMHTEPECOBAHHBIX B KAYECTBEHHOM Pa3BUTHM CEpBUCA COTPYAHUKOB. [Ipnuem nx
MHTEpEC ABISETCS 00513aTeNbHBIM (PaKTOPOM, KOTOPBII 00ecrieunBaeT NpeioKeHe
KJIMEHTOOPUEHTHPOBAHHBIX PEIICHUH.

OcTasibHbIE 30HBI MEPECEUYECHUN TaKXKE SIBJISIFOTCS MPEIMETOM Jii BHUMaHHs. Bo3aMoxkHO,
JTAHHBIHM MMOIX O] MOKAXKETCS! CIAUIIKOM MEXaHUCTHUHBIM. OJTHAKO OH MO3BOJISIET OMKUCATh PSAJ] BaKHBIX
JeTaned, 3HaHWe W NPUMEHEHUE KOTOPbIX CTaHET Ba)XXHO JJii paboThl rOCTUHHULBI. TpebGoBaHwMs,
KOTOPBIE BXOJIAT B 3TH 30HBI, OOBIYHO HOCST XapaKTep 3allpPeTOB.

30Ha 2 — 3TO CHUTYaIlUs, KOTJla UHTEPEChl OJUYMHEHHbBIX COBIAJAI0OT C MHTEpEeCaMU KJIMEHTa,

HO PacXOJsATCs ¢ MHTEpecaMH COOCTBEHHHUKA.

IIpumep

KinueHT MoOXeT TpeIoKUTh  JONOJHUTEIBHOE  BO3ZHArpaXkJE€HUE MEHEIKEpY 3a

MpeI0CcTaBIeHe HEOOOCHOBAHHO OOJBIITON CKUIKH.

O4eBUIHO, YTO BO3MOYKHOCTH IUIOJOTBOPHOTO COTPYJHMYECTBA BAIIUX COTPYAHUKOB C
KIMEHTOM B 00XOJ MHTEPECOB KOMIIAHMM OYeHb Beluka. Kak KOHTpOJMpoBaTh Mpoliecc
B3aMMOJENCTBUS C KIMEHTOM?

1. HCCOMHCHHO, 06Hapy>KI/ITL HO,Z[O6HLIC HapylmcHus BCCbMa CJIOXKHO. O,Z[HaKO YMCTb HUX
IMPOTrHO3UPOBATH U NPEAYTraAbIBATh — 3a/jadya MCHC/PKMCHTA TrOCTUHUIBI. Heckonbko COBETOB:
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® HEOOXOIMMO UMETh B KOMaH/IE JOSUTbHBIX PYKOBOJIUTENCH, BBIIICIIINX M3 HCIIOJHUTENCH,
WIN JIOSUTbHBIX HCIOJIHUTENEH (COTPYIHUKOB), CIIOCOOHBIX BOBpeMsl MPOUH(OPMHUPOBATH O
MO00HBIX MTPOBOKAITUSX;

® TPOCTON CMOCOO KOHTPOJSI M «BOCIHUTAHUS» HCIOTHHUTENEH — 3TO WCIOIH30BAHHE
BO3MOKHOCTEH MeTo1a « TanHCTBEHHBIN TOCThY.

IIpumep

OCc0OEHHOCTh MCITOJIB30BAaHUS METOJIa MPUMEHUTEIBHO K JaHHOW CHUTYyaIluu 3aKII04YaeTCs B
TOM, YTO CIEUHAIBHO MOATOTOBJICHHBIC JIFOJIU O] BUJOM TOCTEH LIeJIEHANIPABICHHO TPOBOLUPYIOT
COTpYAHHUKOB. Takoi mpreM JaeT BO3MOXKHOCTh OLIEHUTh «MOPAJIbHYIO YCTOMYMBOCTBY MEpCcOHANA U
€ro COOTBETCTBHE CTaHIApTaM PaOOTHI C KIIMEHTOM.

Crour OTMETUTh, YTO JAHHBIA CIOCOO JOCTATOYHO MAOPOTOCTOSIIMNA M TPU YaCTOM
UCIIOJIb30BaHUH BBI3BIBAET CTPAX COTPYAHUKOB: B KaXJIOM rOCTE OHU BUJAT OABOX. 1l TOro 4To0sb!
ONTUMU3HUPOBATH 3aTPaThl, PEKOMEHIYETCs IIPU HEYacCTOM HCIIOJIIb30BAHUM JAHHOM TEXHOJIOIMHU
OPUMEHATh CTPOTME CAHKUUU B OTHOLICHUM COTPYIHUKOB, HapyIIUBIIMX TpeOOBaHUS K pabdoTe.
TakuMm oOpa3om MbI 0OecrieunBaeM IpeayNpexRIeHUE APYTUM COTPYTHUKAM.

2. B wuHTEpecax MEHEI)KMEHTa OPHEHTHUPOBATbCS Ha TO, YTOOBI II€HA YIPABJICHUS HE
IpeBbIIIAJIa TOTEPh OT €ro OTCYTCTBHs. 1O €CTb HE CTOMT TPATUTh HAa KOHTPOJb COOJIOICHHUS
CTaHJApTOB OOJIBINE IEHET, UM JIACT HaM pe3yJIbTaT, KOTOPBIH MBI 0’KAIAeM TOTYIHUTh.

3. IIpu moAroTOBKE CTaHAAPTOB PAbOTHI C KIIMEHTOM 0CO000€ BHUMAHUE ClIeTyeT 0OpaTUTh Ha
MOJATOTOBKY PEUEBBIX MOJYyNEH M MOBEIEHYECKUX PEaKIMil, KOTOpbIE IOJKHBI JEMOHCTPUPOBATH
KIIMCHTY B HOIIO6HI)IX CUTyalludX COTPYAHHUKHU TI'OCTUHHIBI. Tak kak COTPYAHUKY B 3TOM ClIy4dac
MPUIETCS OTKAa3aTh KIMEHTY, BAXKHO MO3a00THTHCS O TOM, YTOOBI 3TO HE CTajl0 MOMEXOH Ui
JATbHEHIIET0 COTPYTHUYECTBA.

3oHa 3 oOmuChIBaeT TE€ CUTYyallud, KOTJa HHTEpeC KIUEHTa W BIAJeNblla BXOIUT B
POTHBOPEYHE C BO3MOKHOCTSIMHU OOCITY>KHBAIOIIETO MEPCOHAA.

ITpumep

Yepecuyp 3anpenenbHble TPeOOBaHUS MOTYT C(hOPMHUPOBATH MOIIHOE COTIPOTUBIICHUE
nepcoHana. A B ciiydae BbIIBIKEHUS TPeOOBAHMMA, YIEMIISIFOIIIMX MHTEPECHI JIHIIb YacTH
COTPYJIHUKOB, MOYKHO MPUITH K CUTyalluH, KOT'/1a CTAHIapThl OyAYT UCTIOIHITHCS BBIOOPOUHO.

B kakux ciydasx COTPYOIHUKHM BOCHPHMHMMAIOT TpeOOBaHUS KaK 3aBbIIICHHbIE H
HEBBINOJIHUMBIE!

- B ciyyae ecid TpeOOBaHUE PYKOBOJICTBA SIBISETCS HOBBIM, Y COTPYIHHUKOB BO3HUKAET
€CTECTBEHHOE YYBCTBO HEJOBOJIbCTBA M COINPOTHBIIEHUS JIIOOBIM HM3MEHEHUsM. JlJii TOro uToObl
HUBEJIMPOBATh 3TOT MPOLIECC, PEKOMEHYETCs:

IIPUBJIEKATh COTPYJHUKOB K pa3pabOTKe CTaHAAPTOB;

C IIEHHBIMU COTPYIHUKAMU NMPOBOJIUTH MHAUBHyaJbHbIE Oece/bl, Al TOr0 4ToObl yOeauTh
UX B 11eJ1IeCO00pPa3HOCTH HOBOBBECHUH, a TAK)XKE 3apYUUTHCS MOAJIEPKKON «U3HYTPH»;

MPENOJHOCUTh, HMHGPOpPMAIMI0 BaXHO TakUM oOOpa3oM, 4YTOOBl COTPYJHUKH CMOTJIH
CaMOCTOSITENIbHO OLIEHUTh HETaTUBHBIE U TO3UTHUBHBIE IOCIEACTBHUS B Cllydae HENPHUHSATHUS HMHU
HOBBIX MPaBUJ;

- ecnu TpeOOBaHMA PYKOBOJCTBA HOCSAT IPOTUBO3AKOHHBIM Xapakrep (Hampumep,
00513aHHOCTh BBIMIOJIHATh ONACHYIO JJISl KU3HM WJIM CBOOONBI paldOTy, HCIOJb30BaTh Tpapuk ¢
HapylIeHUEM NpaBWI, YCTAaHOBJIEHHBIX 3aKOHOM, M T. 1.). VM3BeCTHBI ciydau, KOTAa OTIENIbHBIC
COTPYJIHUKHU, MOJIb3YSACh KOPPEKTHBIM 3HAHHWEM 3aKOHA, JOCTUTalU JIMYHBIX HMHTEPECOB, HO TEM
CaMbIM HaHOCWJIM YPOH pabOTOIATeNI0 ¥ PEMyTallui TOCTUHUIIBL.
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30Ha 4 ONUCHIBACT TC CUTyalluH, KOrjga MHTCPECChl COTPYAHNKA U BJIAACIIblLa HC COBIIAAar0T C
HHTEpCCaMU KIIMCHTA.

[Tpumep

[Tpu naTuAHEBHOW Hexaene pabouuil 1eHb COTPYAHUKOB CITY:KObI OPOHUPOBAHMS TOCTUHUIIBI
3akaHuyuBaercs B 18.00. Ilocie aToro yaca, a Takke B BBIXOJHbBIC JHHU M NPA3JHUKU KIUEHTbl MOTYT
TOJBKO TOJYYUTh HMH(POpPMAIMIO O HAIMYMKA CBOOOTHBIX JJISI PE3EPBHPOBAHUS HOMEPOB Yy
aJIMUHUCTPATOPOB CIykObl npuema. YTOObI MOJYyYUTh HOATBEPXKIEHHE, KIMEHTaM HYXHO Ha
CJICAYIOIINNA I€Hb, a TO U MOJIOKIAB JI0 MOHEIeIbHUKA, 00PAaTUTHCS B OT/AET OPOHUPOBAHUSA. 3HAUMT,
KJIMEHTY HYXXHO JaTb. A 3TO OYEHb HEYJAOOHO, OCOOEHHO, €CJIIM BpeMs KIMEHTAa OrPAHUYEHO.
Xopot110, eci Ha CaiiTe TOCTUHUIIBI €CTh BO3MOXKHOCTB On-line pe3epBUpOBaHHUA.

WHTEepecHo, YTO PYKOBOAMTENH OOBSCHSIOT MOJOOHBIE CTaHAAPTHI OOCTYKUBAHHS KIIMECHTOB
H0-Pa3HOMY:

- OJHM TOBOPAT, 4YTO 3TOr0 Tpedyer TpymoBoil Komekc (XOTS MX KOHKYPEHTHI HaXOJAT
CHocoObl YrOJUTh KIIMEHTY, HE Hapylllas 3aKOH);

- HEKOTOpblE HAYMHAIOT M3JIMIIHE 3a00THTbCS 00 HHTEpecax CBOMUX COTPYIHUKOB, Majo
3aJlyMBbIBasACh 00 OKMJAHUSIX KIUEHTA;

- CymiecTByIOT M T€, KTO HAacTOJIbKO YBEpEH B CBOEH PBIHOYHON HENOKOJIEOMMOCTH, UTO
IBITACTCS «IPOrHYThY KIMEHTA 10J1 ceOsl.

CroxHOCTh (DOPMUPOBAHMS CTAHAAPTOB, PETIAMEHTHPYIOUINX IOBEJCHHE COTPYAHUKOB B
30HE 4, 3aKJII0YaeTCs B MPUBEP)KECHHOCTH CBOMM HMHTEpPECAM PYKOBOAMTENIEH M COTPYIHUKOB. JTO
MeIIaeT BHUJAETh HETaTUBHbIE MOCIEACTBHUS CBOEM JesrenpbHOCTU. Vcmonb3oBaHue psiaa
pEeKOMeHIaluil MOXKET IIOMOYb U30€XkKaTh 3TOM 3aBUCUMOCTH:

- [IpM ONHUCAHUM CTAaHAAPTOB CTOMT YUUTHIBaThb HEraTUBHBIE OT3bIBbI KIMEHTOB, KOTOpHIE
CBU/IETEJILCTBYIOT O BallIMX OLUIMOKaX;

[Ipumep

C oTOM 1menplo cioyxk0a MapKeTHHIra JIOJDKHA  OpPraHu30BaTh  COOTBETCTBYIOIIME
MH(OpPMalLlMOHHBIE KaHAJIbl: aHKEThl B HOMEPAX, CIELUaIbHbIE OMPOCHUKH, 3JIEKTPOHHAs PACChUIKa,
003BOH M ONPOC TOCTEN, KHUTa 5Kan00 U MPeAIoKEHUN U T. 1.

- BpallaiTech B TE€X Kpyrax, rje MOryT ObITh Balll KJIUEHTHI, YTOOBI BOBpPEMS IOJIy4aTh
TPEBOYKHBIE CUTHAJIBI B CIIy4ac HEJJOBOJIbCTBA,

[Ipumep

BribopouHoe mocemieHue OJIOTOB M TeMaTH4YEeCKUX (POPYMOB, Ha KOTOPBIX MOTYT OBITh
MPEJICTaBJICHbI OT3bIBbl KJIMEHTOB O TOCTUHHUIIE. Tak MOYKHO OLIEHUTbH YJOBJIETBOPEHHOCTH KIMEHTOB
U CKOPPEKTHPOBATh JAOMyCKaeMble B CTaHaapTax padoTsl omnOku. Taxke Ha TakuX (HopyMax MOXKHO
MOJIYYUTH JIFOOONBITHYIO HHPOPMAIUIO O KOHKYPEHTaX.

- BaXHO AaHAJIM3UPOBaTh PabOTy KOHKYPEHTOB, BBICHSS, HACKOJBKO HX OOCIy)KHBaHHE
MIPEBOCXOIUT Ballll CTaHAAPThI. JKecTkas KOHKYPEHIHS CTUMYJIHPYET OTTOK KJIIMEHTOB, CPAaBHEHHUE C
KOHKYpPEHTaMH HE€ BCerga MAET Ha TMonb3y TrocTUHMIE. [IOCTOSHHBIN K€ MOHUTOPUHI
YIIOBJIETBOPEHHOCTH KJIMEHTOB, aHaiu3 3((EKTUBHOCTH CTAaHAAPTOB pabOTHI MO3BOJIUT T'OCTUHHIIE
CO3/aTh CBOE€ YHUKAJIbHOE IPEUMYIIECTBO, OCHOBAHHOE HA KIMEHTOOPUEHTUPOBAHHOM MOJIXOJE.

5.6 MeToabl pa3padoTKu CTaHAAPTOB
Pa3pabatpiBasi cTaHmapT HY)XKHO Y4YUTBIBaTh, YTO Ha €r0 OCHOBE B JaibHeileM OyaeT
MPOBOJUTHCS OIIEHKA COOTBETCTBHUSI NEUCTBUI mepcoHana. OTCYTCTBHE CTaHIAPTOB YCIOXKHSAET
OIICHKY pabOThl COTPYAHHKA, T. K. PYKOBOJUTENIO HE C YeM CPaBHHUBATh. Jlanee Mbl pacCMOTPUM TPHU
METO/Ia ONTMCAHUS CTaH/IAPTOB.

26



Memoo «iyuwiue compyoHuKu»

JlaHHBIN BapuaHT OOJBIIMHCTBO PYKOBOIUTEICH pacCMaTpPHBAaET B CaMyK0 IOCIEAHIONO
ouepenb. ITOT METOJ] IOCTATOYHO TPYAOEMKHi. 3aKII04aeTCsi OH B TOM, YTO BbI BEIOMpAeTe CaMoro
YCIEIIHOT0 CIEUANINCTa BaIIero Mojapa3JelieHus u Oepere ero AedTeIbHOCTb 3a OCHOBY IS
OnmucCaHusg CTaHAapTOB. HqueM TaKUM CHOCOOOM BBl MOJKETE OIMCBHIBAThL KaK IIOKa3aTein
AKTUBHOCTH, TaK W TIOCIEJOBATEIbHOCTh JEUCTBUN, KOTOPYIO OH HCHOJB3YeT MJIsi JTOCTHXKEHUS
pe3yJibTarta.

Tpyn0eMKOCTh TaKOTO OMHMCAHUSI COCTOMT B TOM, YTO OCHOBHBIM CIIOCOOOM €r0 pealu3anuu
aBisieTca HaOmoneHue. Ecin HabmoeHne HeCTPYKTYPUPOBAaHO, TO TPYAHO BBIWIEHUTH KJIHOYEBbIE
napaMerTpbl yclexa, He 3Has, Ha 4TO MMEHHO HYXHO oOpamaTh BHUMaHue. B mponecce xe
CTPYKTYPUPOBAHHOIO HaOIIOEHUS Yy BaC yXe €CTb HaMEUEHHBIH IUIaH, U Bbl OTCIEXKHBAacTe Te
NYHKTBI, KOTOpbIe HYXHO 3apUKCHUpOBaTh. Pa3paboTka CTaHAApTOB MOXKET MPOMU3BOJUTHCA M HA
OCHOBE oOIpocoB. TakuMm 0O0pa3oM, CTaHIApThl OOCIYXHBaHHUA pa3padaThIBAIOTCSI HAa OCHOBE
MOBEJICHUS JTYUIINX COTPYIHUKOB M 3HAHUS IICUXOJIOTUU TIOTPEOUTENIEH.

OO6sacTh NPUMEHEHHS [JAaHHOTO METOJa — 93TO YIOPSJIOYMBAHME CYILECTBYIOLIEH
NeSITeIbHOCTH. B Kax10il opraHu3anuy paHo WJIM MO3/HO HACTyNaeT MOMEHT, KOrja HeoO0X0auMo
OINpEAEIUTh TOT YPOBEHb, KOTOPOMY JOJDKEH COOTBETCTBOBATh Balll IepcoHasl. Ecinu y Bac Her
TOYHOU MH(OPMALMU O TOM, I'Jie Mpeae] BO3MOXKHOCTEH BalllUX COTPYAHUKOB, U HET OOBEKTUBHBIX
JAHHBIX 110 PBIHKY, TOT METOJ OCOOEHHO XOPOIIL.

[Ipumep

PykoBoauTenb XOTeN MOHATh, KaKoe MPeIesIbHOE KOJIMYECTBO 3BOHKOB MOXKHO TpeOOBATh OT
COTPYAHUKOB OT/ENa MpOJAax. BpIIO BRIOpaHO MPOCTOE pPEHICHHE: C JIYYHNIMM CHEIHaIHNCTOM IO
npojaxe ObUIO OFOBOPEHO, YTO €ro BO3-HAarpakJeHue OyJeT 3aBUCETh OT KOJIMYECTBA HUCXOASIIUX
3BOHKOB. /[ TOro 94T0OBI KauecTBO pabOThl COXPAHSIIOCh HA JOJDKHOM YPOBHE M COTPYIHHK HE
npeBpalal cBor paboTy B popMabHbI 003BOH B TeUEHHE HEAETH, HaYaJbHUK OT/Aesa MPOU3BOANI,
no cyru, «dororpadpuio» padbodero nHsA. Pesymbrar mnpes3omen oxujgaHus. B ycroBusix
HaNpsDKEHHOro Tpaduka COTPYAHUK JAenal B CpeAHeM OKoyo 60 HCXOASIIMX 3BOHKOB INPOTUB
NpuBbIYHBIX 20, HE CHIKAasl MIPOUYUX MOKa3aTeel CBOCH mepeaoBoil paboThl. PyKoBOICTBY NMPUATHO
ObUIO OTMETUTH 3TOT (AaKT €lle U IMOTOMY, YTO paHee Jr0as MOMBITKA YBEIMYUTh IJIaH IO
KOJIMYECTBY 3BOHKOB CTaJKHBajachb C COINPOTHUBIIEHHWEM IepcoHana. OCHOBHBIM apryMEHTOM,
KOTOPBIA NPUBOANIN COTPYAHHMKH, CBOJWICA K TOMY, YTO IIPH TaKOM KOJMYECTBE 3BOHKOB JPYTYIO
paboTy aAenaTh HE ycCIleBaellb W HEJb3sl FapaHTUPOBaTh KAaueCTBO CaMUX 3BOHKOB. Habmionenue
NPEJOCTaBUIIO TaKylo (hakTH4ecKyr HHpopMaiuio, KoTopas oOserdaisa M BBHIOOP ONTUMAILHOTO
KOJIMUECTBA 3BOHKOB, 1 pabOTy C CONPOTHUBIIEHUEM NTEPCOHAA.

Memoo «nouck 20mogvix peuwienuil»

DTOT METOJ1 3aKJII0YAeTCsl B TOM, UYTO B MPOLIECCE CTaHAAPTU3ALMH JIEATEIbHOCTH 3a OCHOBY
OepyTcs yKe TOTOBbIe pa3pabOTKH.

[Tpumep

B kayecTBe TakMX HWCTOYHHMKOB HMH(POPMALMU MOTYT OBITh COOpHUKM CTaHIApTOB,
pa3paboTaHHbIE CHEIMATMCTAMH U SKCIIEpTaMu B cpepe TOCTUHUYHOTO OM3HEca, OMbIT U Pa3pabOTKH
KOHKYPEHTOB, CTaHAAPTHl CEPBUCHBIX KOMITAHUI CO CXOXXHUMM TEXHOJIOTUSMHU PabOThl HA PBIHKE,
OCYIIECTBIISIOMMU MPOAAXKY CBOETr0 MPOAYK-Ta/yCIyru B IpoLecce 0OMIEHUs ¢ KIMEHTaMHU.

MHoroe yxe npuaymaHo a0 Hac. Camoe TIVIaBHOE — YMENO aJalTUPOBAaTh T'OTOBBIE
CTaHJapThl MOJ OCOOEHHOCTHM CBOETr0 TOCTHUHUYHOTO mpeanpusatus. HecMoTpss Ha Kaxyllyrocs
JIETKOCTh, HEIOCTATKHU 3TOT0 METO/a OUYEBHIHBI:

- MOJIHOE U CJIeN0€ KOMHMPOBAHHE MOXKET MPUBECTH K HENPUMEHHMOCTH MOjEJeil cepBHca
KOHKYPEHTOB, T. K. Ballla TOCTMHHIA, KaK MPAaBHJIO, OTIMYAETCS OT KOHKYPEHTOB OCOOCHHOCTSAMHU
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OpraHM3alMi TEXHOJOIMYECKOI0 IIpOollecca, OPraHM3alMOHHONW CTPYKTYPOH, pacHpelesieHueM
OTBETCTBEHHOCTH M ()YHKIIMOHAIBHBIMHU 00S3aHHOCTSIMH, YUCIIEHHOCTBIO U YPOBHEM KBalM(pUKaLUU
NepCOHaNa U IPYTUMHU 0COOEHHOCTSIMH;

- yCIIEUIHOE MAaKCHMaJbHOE KOIHMPOBAaHHE CTaHIAPTOB KOHKYpEHTa, 4YTO caMo Mo cebe
MaJIOBEpOSATHO B OOJIBIIMHCTBE CIy4aeB, MOXXET MPUBECTH K IOJHOMY CXOACTBY. DTO TOJBKO
YCIOXHHUT BBIOOP KIMEHTY, KOTOPOMY OyIeT TpPyIHO OTJIMYUTh IOJXOJAbl K CEpPBUCY Ballero
IPENIPUATHS U OTENs- KOHKypeHTa. Jlayke pu yCIOBUHU MOJAEpKaHUs 00CITYKMBAaHUS Ha XOPOIIEM
YPOBHE (3a CYET BBINOJHEHMS CTAHIAPTOB) Ballla I'OCTMHHULA HE CMOXKET MPENJIOKHUTb TOCTIM
YHUKaJIbHBIN 1 0COOBII cepBHC, 1 HE OyIeT UMETh B 3TOM aCIEeKTe KOHKYPEHTHOTO MTPEUMYIIECTBA, T.
K. OTCTPOMKH OT KOHKYPEHTA IIPU 3TOM HE IPOU30MIET;

- 3TUM METO/IOM MOKHO BOCIIOJIb30BaThCSl TOJBKO B ITOMCKE OYEBHUHBIX PELIEHUI CEpBHCA,
KOTOpBIE TOCTHHHLIA NPEABABIIAECT CBOMM KIMEHTaM, T. €. BHEIIHUX CTaHIApTOB. B ciydae moucka
BapHUaHTOB JUIsI BHYTPEHHHUX CTaHIAPTOB NPUAETCS JTUOO BHEIPUTHCS B TOCTHUHHILY, YTOOBI Y3HATbh,
KaKk OHa YCTPOEHA W3HYTpH, JUOO HAWTH 3HAIOIIUX COTPYIHUKOB 3TOM KOMNAHUM (MHCAHIEepoB),
KOTOpBIE TOTOBBI ITOJIETUTHCSI CBOUM OIIBITOM.

Jlis peasin3aluy 3TOro MeToAa JOCTATOYHO BHIMOJIHUTE CIEAYIOIUI Ha0op eiCTBUI:

1. Buvibpambv nepeuenb 20CMUuHUY, KOMOPbIE AGNAIOMCA AUOEPAMU HA DPbIHKe, d MAaKdice
KOMNAHULL C AHANO02UYHOU cneyu@uxoll pabomol (Hanpumep, pecmopambl).

2. Cosepwums cepuio nocewjenuil, umoosvl oyeHums me Gaxmopsl, Komopule onpeoensiom
QupmenHvlil cmuib Ka4ecmeeHH020 0OCAYICUBAHUSA BbIOPAHHBIX SOCMUHUY-KOHKYDEHMO8 U OpPY2UX
komnanui. Takum obpazom, no umo2am nocewjernuti cCooupaemcsi CRUCOK UHMEPECHbIX HAXOOOK.

B cepBuce cymecTByIOT yKe BOIIEIINE B KIIACCUKY PELICHHUS.

[Ipumep

IIpn nocemeHnn NpeCTUKHOIO PEeCTOpaHa Bbl YAMBUTECH, €CIU IIPH PACUETE BaM BMECTE C
YEeKOM HE MPHUHECYT JKEBATENbHYIO PE3MHKY/KOH(ETYy WM Baml O(QHUIIMAHT HE MPOBOAMT Bac IO
BbIX0J1a. Bee 3Tu M ipyrue Menouu B CyMMe OIpeeNsaoT 00pa3 U JIMLO KOMIIaHUU.

BHenpuTh cBOM YHUKAJIBHBIN IIEPEYEHb HAXOJOK, KOTOPBIA IOHPABUTCS BAallUM KIMEHTAM U
MOMO’KET Ka4yeCTBEHHO MOAYEPKHYTh Balll MHIAWBUAYAIbHBIN CTUIIb, KOTOPBIM Oy/AeT OTINYaTh Bally
TOCTUHUILY OT KOHKYPEHTOB.

ITpumep

B kauecTBe coBera: CTOMT I03a00TUTBCA O TOM, YTOOBI BBHIOpPAHHBIE W3IOMUHKU OBLIH
TPYAHOKOIIUPYEMBIMHM. DTO B BalllUX MHTEPECAX, IOTOMY YTO KaK TOJBKO BBl BBIMIETE CO CBOMMH
YAUBUTEIBbHBIMUA HaXOJIKaMHU B CBET, Ballli KOJJIETH IO PHIHKY TYT € MOT'YT I€PEXBAaTUTh Balll OMbIT.

Yro KacaeTcs cTaHIApTHU3alUMM OW3HEC-TIPOLIECCOB HAa OCHOBE COOPHUKOB TOTOBBIX
CTaH/IapTOB, TO B MPOLIECCE BHEJAPEHUS 3TU CTAHAAPTHI 00s13aTENIbHO JOKHBI OBITh aallTUPOBAHbI U
OTKOPPEKTHUPOBAHbI IO/ OCOOCHHOCTH OINEPALMOHHOIO TMpolecca, CTPYKTYpbl, (yHKOMA u
KBaJIM(DUKAIIMY [TEPCOHAIa KOHKPETHOW TOCTUHUIIBI.

Memoo «uzpoeoe u desamenbHOCHHOE MOOEAUPOBAHUE)

CyTb 3TOrO0 MeTOJa MOXHO CHOPMYIUPOBATH KaK «METOA Mpo0 u omubok». Pasnuunbie
CIIEHApUU TIPOWTPHIBAIOTCS HE B PEATHHOM OOIIEHWU C KJIMEHTOM, a B 0e300uaHON KOMQOPTHOMI
obOcraHoBke. Takue Urpsl MOKHO OOHAPYKUTH HA JTFOOOM TPEHUH-TOBOM 3aHATHH. [lonb3a OT Takux
MEpPOIIPUATHN TPOITHAS.

Tak kak B TpeHHMHrax OOBIYHO YYacTBYIOT Te, KTO OyJeT B JajbHEHIeM HCIOJIHATh
oTpalaTbIBaeMble JICHCTBHSI U HABBIKU TOBEJICHUS, TO IIPOUCXOMT:

1. BoBneuenue B pa3paborky. JlokazaHo, 4YTO KOI/a JIOAM Y4YacTBOBAJIM B THpolecce
pa3paboTKH, TO B JaJbHEUIIEM OHU HE UCHBITHIBAIOT TUCKOM(MOPT OT HEOXKHUAAHHOCTH TPeOOBaHUM,
KOTOpBIE K HUM HpeIbsaBIA0OT. K TOMy k€ COTpYyIHHKM MOTYT pE€ajlu30BaTb CBOM TBOPUYECKHE
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UHUIMATUBBL. B pe3ynbraTe MOBBIIIACTCS YIOBJIETBOPEHHOCTh COTPYIHUKOB OT paboOTHl U
YBEIUYHUBAETCSA UX JIOATBHOCTD IPEINIPUATHUIO.

2. OOGyuenue. IIponymbiBas U MpOUTpPHIBasS BO3MOXKHBIE CIIEHApHH, HAlpUMep, paboThI C
KIIUEHTOM, COTPYIHUKH OOYy4aroTCs, M TakuM 0Opa3oM CKOPOCTh BHEAPEHUS CTaHIApTOB
CYILIECTBEHHO ycKopsieTcs. K Tomy e ycBoeHHe MPOUCXOIUT HE TOJIBKO Ha YPOBHE 3HAHMIA, HO U Ha
YPOBHE MPAKTHUYECKUX HABBIKOB.

2. bonee riyOOKMi ypOBEHb CaMOCO3HaHUsA. B mporiecce NPOUTPHIBAHUS CHTYaIlUN
COTPYAHUKU CTAHOBATCS HA MO3UIINIO TOCTA.

[Tpumep

[To MHEHHIO YYaCTHMKOB, HEM3BECTHO, YTO MOJIE3HEE — UTPATh POJIb COTPYAHHUKA WA TOCTS.
B wactHOCTH, MHOTHME TOBOPSAT O TOM, YTO TENEPb WM IOHSATHEH, MMOYEMY HEKOTOpBIE KIHMEHTHI
TEPSIFOT TEPIICHUE B MIPOIECCEe OOCITYKUBAHWSI, THOO MOHUMAFOT, IOYEMY TaK BaKHA KOMIIETEHTHOCTh
ciyxamiero. Oco6eHHO 3TO MHTEPEeCcHO HaOI0aTh, KOTr/la COTPYAHUKH IMPEIOCTABISAIOT OOPAaTHYIO
CBSI3b M TOBOPSAT CJIOBAMU KJIMEHTOB. MHOIHE BOBJEKAIOTCS OYEHb 3MOLIMOHAJIBHO, YTO TAKXKE
CIOCOOCTBYET HYKHBIM U3MEHEHUSM.

Ha npaktuke nenecooOpa3Ho B mporecce pa3paboTKH CTaHIAPTOB MPUMEHSTh 3TH U JAPYTUe
METO/IbI B KOMILJIEKCE, B 3aBUCUMOCTH OT KOHKPETHBIX CUTYaIlHil U MOTpeOHOCTEH On3Heca.

5.7 Aaroputm pa3padoTKu CTAaHAAPTOB — 3 1IAra K KJIMEHTCKOMY CePBHCY

Hlaz Nel. /luaznocmuka cioxicusuiuxcsa cepeucHbvlX mexHoa02uil

C »TOM 11E€NIBI0 HEOOXOIUMO:

- OIICHUTH KAa4eCTBO OOCITY>)KUBaHUS KIIMEHTOB B TOCTUHUIIC HA HBIHEIITHEM JTarle, ONpee/IuTh
CWJIBbHBIE U cT1a0ble MeCcTa B UCTIOJIb3YeMOU TEXHOJIOTHH;

- MPOAHAIU3UPOBATH PAIIMOHAIBHOCTH M IPUMEHICMOCTD CJIOKHMBIIHUXCS CTAHIAPTOB CEPBHCA;

- BBISABUTH «6OJIGBI)IG)) TOYKH HpI/I B33.PIMOI[CI>1CTBI/H/I C KIHMCHTOM, a TaKXeE HpI/I
B3aMMOJICHCTBHUH MOAPA3EICHUN/COTPYIHUKOB TOCTUHUIIBI MEXKIY COOOM;

- OIMCaTh LIEJIEBbIE KIIMEHTCKUE TPYIIIbI (CErMEHTHI PhIHKA).

- OIPENIEUTD YIOBIETBOPSIEMbIC U HEYJOBIETBOPSIEMbIE MOTPEOHOCTH IS KXKIOM U3 HUX.

OAHMM CII0BOM, MOHATH, YTO HYKHO PETJIAMEHTUPOBATH U CTaHIaPTU3UPOBATh.

Takum 00pa3oMm, BO-TIEPBBIX, CICIYET TPOBECTH PEBU3HIO CIIOKUBIIUXCS PETIAMEHTOB,
MpaBUII U TpoIeayp (CTaHAapTOB) pabOTHI ¢ KiIMeHTaMu. He3aBucUMO OT TOTo, MPOMKMCAHbI OHH WIIN
«BCE M TaK O HUX 3HAIOT». [Ipy 3TOM HE CTOWT Orpa-HUYUBATHCS TUITOBBIMH PEYCBHIMUA MOIYJISIMH HA
MPUBETCTBHE M TpolaHue — «J{oOpelif JAeHb, TOCTUHUIA ...». DTO CTaHAAPTHI MOBEIECHYECKOTO
cepuca. [IpakTuka 1Mmokas3pIBaeT, 4TO YaCTO STUMHU MIPUBETCTBCHHBIMU PEUEBBIMH CTaHIApTaMHU BCE U
3aKaHYMBACTCS.

IIpumep

[IpoiiguTe BMECTe C TOCTEM K CTOMKE PETUCTPAllMd U OLEHUTE T€ MOMEHTHI, T€ JTarbl B
00CITy>)KMBaHUU U OOIIIEHUH, T]IE:

* He XBaraeT HH(POpPMAIIHH;

* HEyao0HO;

* HEMOHSATHO,

* TIOTEPSTHO HEONPAaBJaHHO MHOTO BPEMEHHU;

* BO3HHUKAET BOJIHEHHUE 10 TOBOY CYAbOBI CICIIAHHOTO 3aKa3a H Jp.

Onpenenure ¢ TOYKH 3pPEHUS TOCTSA, TJI€ HAYMHACTCS OOCITY)XHBaHHE, «OTKPBIBACTCS
npojaka, U MOMEHT, TJle OHa 3akaHuyuBaeTcs. Toraa Bel MPOYYBCTBYETE, Kakue Oapbephl CTOST Ha
yTH KiMeHTa. Yepes Kakue MPenoHbl OH O0JIbIIe HUKOT/IAa HE 3aX0YeT MPOOHpaThCs, TaXKe eCIIH IIeHa
OyJIeT HIKe, 4eM Y KOHKYPEHTOB.

29



[lone3no mMOCMOTPEeTh HA TEXHOJIOTMYECKUM TMPOIECC TOCTUHMIBI C TOYKH 3pPEHUS
notpebHocTeil kimeHTa. [lpu 3TOM O4YeHb BaXKHO MOMHHUTH, YTO Ha KaXKIAOM 3Tale MOTpeOHOCTH Y
rocTsl pasHble. Bo-BTOPBIX, MPOBECTH aHAIN3 MPOAYKTa/yCIyTru: OCOOEHHOCTH, TpeaHa3HAUYEHUE,
COOTBETCTBUE MOTpeOHOCTEW TrocTell M MHUHMMAJIbHO HEOOXOIMMOro cepBHca. B-TpeTbux, OYeHb
MOIPOOHO MPOMHKCATH MPaBUIIA MOBEACHUS (IEHCTBUS) IJIs MIEPCOHAa TOCTHHHIIB Ha KaXKIOM dTarle,
YUUTBIBAs TO, YTO B JAHHBI MOMEHT OCOOCHHO Ba)KHO ISl FOCTH.

a2z Ne2. Onpedenenue 6a308v1x 371eMeHM 08 cepsuca

[Tocne Toro xak WACHTU(UIIMPOBAIH, JUISI KOTO MpeaHa3HaueH MPOIYKT/yCcllyra TOCTHHHULIBL,
CJIeTyeT OMpeeNIuTh, KaKHe MPOLeCChl HEOOXOUMO CTaHAAPTUZUPOBATh. ITO MOTYT OBITh:

- CTaHJapThl, OTBEYAIOLIHUE 32 [IEPBOE BIEUATICHUE KIIMEHTA O TOCTUHHUIIE;

[Tpumep

*  PACIIOJIOKEHUE U IKCTEPHEP 37aHMsl, 00YCTPOICTBO IIpUIIEratollel TEPPUTOPUH;

* BHEHIHWI 0OJUK MOMEIIEHUN TOCTUHHUILIBI, pa00YHX MECT COTPYIHUKOB;

* pacmnoioxeHue WHPOPMALMOHHBIX CPEICTB (TaONHMYeK, yka3aTeleW, CTEH/IOB, NeYaTHOH
MPOIYKIMH U TIP.);

* BHEIIHWH BUJ COTPYJHUKOB U JIp.

- CTaHJapThl, OTBEUAIOIIUE 32 KAYECTBO OOCTYKMBAHUS KJIMEHTa B TOCTUHUIIE;

[Ipumep

* QJITOPUTM pabOTHI C MOCTOSHHBIMH KJIMEHTaMU;

* IPUHLHUIBI paOdOThI ¢ HOTEHIMAIBHBIMU KIMEHTAMU;

* TEXHOJIOTMH MPHUBJICYEHHS] HOBBIX KIIUEHTOB;

* II0CJIE0BaTENbHOCTh OTPAOOTKH 3aKa3a;

* BpeMms Ha OJIHY TUIIHUYHYIO MPOLIEypy 00CTyKUBAHNUS,

* mpaBwia GOPMHUPOBAHUS BHYTPEHHUX JOKYMEHTOB, CTAHIAPT X O()OPMIICHUS;

* mpaBuia opopMIIEHHUS BHEIIHUX JOKYMEHTOB, CTAaHAAPT UX OPOPMIICHHUS U JIP.

- CTaHJIAPTHI, OTBEYAONIUE 32 3P (HEKTUBHOCTH paObOTH TOCTUHHIIBI B IIEJIOM.

ITpumep

* (yHKIUH, TpaBa U 00513aHHOCTU COTPYIHUKOB;

* 001ue npaBuiia MOBEACHUS IEPCOHANA;

* BHYTpU(UPMEHHOE B3aUMOJIEHCTBUE;

* TIpaBWJIA KOHTPOJIA U OTYETHOCTH.

Hlaz No3. Pazpabomka cmanoapmog

[Tocne ompeneneHus, Kakue MPOLECChl HEOOXOIUMO CTaHJAPTHU3UPOBATh, CIEAYET OMHCAHUE
cta"aapTa. OnucaHue craHapTa IPOUCXOAUT MO cXeMe (PUCYHOK 2):

Yerwoe hopMyan poEdHNE CTAHLAPTA

¥
Onpepeacune COTRYIRRER, KOTOPLIA qo/uxen Gyner pado-

TATE B COITRETCTEHH C 3THM CTAHIADPTOM
Y
PopMa BENOIECHEA

Boamomsae 'lIrlIl]-'IEI-‘.H H YV I H A

Pucynok 2 — Cxema ¢popmMupoBanus cTanaapTa
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[Tpumep
OO6pasubl GopM ONMMcaHus CTAHIAPTOB:

No /it Crangapt | I[lepconan | ®opma Bo3mosxHbIe OIIMOKH 1
BBITIOJTHEHUS yIYyIIEHUS
No| Cranmapt oOcimyKuBaHUS OnepanoHHbIN CTaHIAPT Panr
/11 (uro?) (kax?)

B mpormecce pa3paboTKu CTaHIAPTOB CEPBHCA HEPEIKO MOXKHO CTOJKHYTHCS C TaKUMHU
npoOiieMaMy, Kak HENOHHWMaHWE WM OTPHUIIAHUE COTPYIHHUKAMU HEOOXOAMMOCTH pa3paboTKu
CTaH/IapTOB, HEXKEJIaHWEe MPUHHMATh MX U paboTaTh B COOTBETCTBUU C pa3pabOTaHHBIMHU
ctanaapTamu. J{is Toro yToObl n30exkaTh ITHX MPoOIeM, PeKOMEHIYeTCsl yXKe Ha dTane pa3paboTKu
JIOKYMEHTOB TPUBJICKaTh K paboTe MEepCcOHAN, KOTOPHIH BIIOCIEACTBUU OyaeT paboTaTh MO ITHM
crangapraMm. [lpm 53ToM pasznuyHOro poJa TMOOMIPEHUST U BO3HATPAXKACHUS COTPYIAHHKOB
PYKOBOJICTBOM TOJIbKO IPUBETCTBYIOTCA.

Kpome TtOro, 4roObl cTaHmapTbl CepBHCAa MCIOJHSUIM CBOM (YHKUUHM MU COOJIIOJAINCH
COTpPYIHUKAMU, OHU JJOJDKHBI OBITh:

- IOHATHBI U JIOTUYHBI;

- y1OOHBI B UCTIOIHEHUH MTEPCOHATY U KIIUEHTY;

- BBEJICHBI HE TOJIBKO JUIsl IepcOoHajia MepBOM JIMHUM, HO M JJI YYaCTHUKOB BCeX OM3HeEC-
IPOLIECCOB B TOCTHHHUIIE;

- KOJINYECTBEHHO U3MEPUMBI;

- pPEANIHCTHYHBI, TO €CTh JOJDKHBI ONHpPAThbcs Ha CYHIECTBYIOIIUN OH3HEC-Tporece,
o0ecreyeHHbI He0OXOAUMBIMU PECYPCaMH.

HeoOxonuMo cTtanaapTU3UpOBaTh HE TOJIBKO MPOLETYpPhl B3aUMOAECHCTBHS C KIMEHTOM, HO U
periiaMeHTHpOBaTh BCE€ BHYTpU(HUPMEHHBbIE AEUCTBHUS IEpCOHaNa, OOECIEeYMBAIONIUE MOTyYCHHE
KOHEYHOT'0 pe3yibTara. ITO B3aUMOJIEUCTBUE MEXTY CIYKOaMH U MOAPA3EIIEHUIMU TOCTUHUIIBL.

ITpumep

Pe3ynbrarom pa3paboTku BHYTpU(PHUPMEHHBIX CTAH/IaPTOB MOTYT OBITh:

* MHIUBUAYyaJbHas  KHUTa/TIANKa/CIPAaBOYHUK COTPYAHMKA MJIM  PYKOBOJCTBO  JUIA
NEPCOHANA;

* [1arKa HOBHMYKa, paboyasi TeTpaJlb CTaxepa;

* KOJEKC IMOBEJIEHUS COTPYIHUKOB TOCTUHHUIIBI;

* KOPIIOPATHUBHBIN KOJIEKC;

* CTaHJapT 00CIyKMBaHUS KIIMEHTOB;

* KOpPIOPAaTHBHAs KHWUIa CLICHAPUEB NIPOAAK;

* CTaHJapT BeJIEHUs JENOBBIX MEPErOBOPOB U JAPYTUE TOKYMEHTHI,

* TOAKPEIUICHHBbIE perjiaMeHTaMu (IpoleaypaMu), MOAPOOHO ONMHMCHIBAIOIIMMHU JECUCTBUS
NepcoHaIa B XO/I€ BBIITOJIHEHUS CBOMX JOJHDKHOCTHBIX 00513aHHOCTEH.

PaznnuaroT noBeneHYECKHE CTaHAAPTHI, KOTOPBIE IMPEANUCHIBAIOT JEHCTBUS INEPCOHAIA B
KOHKPETHBIX CUTyanusx (tadmuma 1).
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Tabnuia 1 — cxema MOBEACHYECKUX CTAHIAPTOB

Bua BoismoNcuse ouiiniisn i
ITepeanan Popaa arr0IHEHIR
dERETBHOCHT YRVH{ER A
Cuem e ogopaiens
Erwicmpe, npasuisng, affapasiten nesepio,
flo npoceie 2ocma P, 1P ' } e P
KV R G B i ining Jaruch wpydioe
HpEdCmasnmy Mopmee '
cuem COCHIAGHNE CHEM, Pasodpams.
TR EE 808 VLN, ,-'Ifﬂ.'!.’ﬂlf OMCLDEH e
acHem.
«  Burncnnme nanuse
= * He gpinonens nciivne
DUCKONMIN Kapmbl. ) &
A CHCKOMMIE Kapivse,
«  Pacckasamb o
fpasecmu . » He pacekarana o
l‘}l’ﬂ.’h’-ﬂ""l"ﬁl[ .
CRENTIIE o O HCKOH IR
HPOSLMME,
[HECHERTY PR TNEMAE,
L o Bwcmpo nposecmn i
Kaccu * Hesepro npouzsedenst
P SREPLND PACYERE ¢
) ) Pacuemel.
VHEMOM BCEX CKUDOR,
* Omeymemene
Bridavwa coavwn, (3ayunime HaTVYHESHy e ;
: ' ’ ' PREMEHNBLX Ky Riop.
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BaxHo MOMHHUTB, YTO KpOME MOBEJECHYECKIX CTAaHIAPTOB U PEriiaMEHTOB B3aUMOJICHCTBUS C
KJIIMEHTAMH CYIIECTBYIOT U CTPYKTYPHBIE, C YETKO 0003HaYEHHBIMU BPEMEHHBIMU PaAMKaMH.

[Tpumep 1

CTpyKTypHBIE CTAaHAAPTHI MOXKHO pa3/IeInTh Ha:

NndopmupoBanue. IlepeueHb MHHHMaIbHO HEOOXOAMMOW 00s3aTeNbHON UHOpMaIUH,
KOTOPYIO MEHEIKEP JI0JKEH BBIJIaTh KIIMEHTY O CBOEHM TOCTHHHUIIE, O €€ TIPOYKTaX M YCIyrax.

[Ipouenypy u kadyecTBO OOCTYXHBaHHS KJIMEHTa B TOCTHHHIE. [IpuHIUIBI paboOThl C
knueHtamu. [lociaenoBatenbHOCT, OTPAaOOTKM 3aka3za. BpeMs Ha OJHY THNUYHYIO TPOUETYPY
oOcnyxuBanus. [IpaBuna ¢opmupoBaHus BHYTPEHHHX JTOKYMEHTOB, CTaHAApT HUX OQOPMIICHHS.
[IpaBuna opopmiieHrs BHEIIHUX JOKYMEHTOB, CTAaHIAPT UX O(hopMIICHUSI.

[IpaBuna (permamMeHThl) paOOTHI C TMOCTOSHHBIMH KiIHeHTaMH. l[lepedeHb o00s3aTenbHBIX
JIEMCTBUI, HANPABJIEHHBIX HA MOAIEPKAHUE JIOSITILHOCTH KJIUEHTOB.

[Tpumep 2
CranziapT CTpyKTYpHOI'O THIA, OMMCHIBAIOIMN HHPOPMALIMOHHOE U pEeKIaMHOE obecrieueHue
TOCTHHHYHOTO HOMEpa:

* Habop JUIst HOMepa JOJKEH COOTBETCTBOBATh CTAaHAAPTAM;

* HCIIOJIb30BaHHBIE MPHHAIICKHOCTH YOHUPAIOTCS U3 HOMEpa;

* MOdTaXHas ciayx0a JokKHa uMeTh (oTtorpaguu ¢ U300paKEHUEM MPABUIILHOTO
PAacIIOJIOKEHUS TIPEIMETOB;

* TpOBEpbTE, BCE JIM HCIOJIb30BAaHHBIC NMPHUHAUICKHOCTH B OCBOOOXKIAIOIIUXCS HOMEPax
3aMEHEHBI;

* Bce MH(POPMALMOHHbIE HOCUTEN! (MANKH, KYPHAIbI U T. I.) JOJDKHBI OBITH B aKKypaTHOM
COCTOSIHUH, HE MSTbIe U 0€3 Ha/II1Cei;

* Habop JUIsI HOMEPOB BKIIIOYAET:

* KaHUeNspcKast Oymara/KOHBEPTHI;

* OTKPBITKH (110 TpeOOBAHUIO);

* aHKeTa JJIS TOCTS;
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» wmeH Room Service;

* MEHIO 3aBTpaKa, KOTOPOE BEIIAETCS CHAPYKU Ha ABEPHYIO PYUKY;

*  pydKa WM KapaHJal;

* CHHCOK YCIIYT, IPEIOCTaBIIsIEMbIX B TOCTUHHUIIC;

* TeneOHHBIN CIPABOYHUK (MOXKET TAaK)Ke MPEOCTABISATELCS 0 TPEOOBAHHUIO);
* JKeNThIe CTPAHHULIBI (MOXKET TaKXKeE MPEAOCTABIATHCS 1O TPeOOBAHMUIO);
* OJIOKHOT JJIS 3aIIMCEi;

* TeMnelbHUIA U CIIUYKHU (32 UCKIIOYEHUEM HOMEPOB JIJIsl HEKYPSIINX);
* TporpamMma TeJICBUCHUS;

* MEIIOK Ui cjauu Oelibs B CTUPKY U XUMUYHUCTKY (2 IIT.);

* OIaHKH JUIS IPAYeYHON U XUMYHUCTKHY;

* MEIIOK Ui 00yBU;

* Bapexka Juisg 00yBU;

* JIOXKeuKa Juist 00yBU;

* IIBeiHBIN HAOOD;

* Tabmuuka «[loxanyiicta, He GeCIOKOUTE;

* TabJMuKu C 3asBKaMu Ha obcimyxkuBanue ("Cmaiite B CTUPKY» U T. 11.);
* KapToyKa C OOBSICHEHHEM, KaK MOJIb30BaThCs TeICPOHOM.

5.8 BHyTpeHHss CTPYKTYpa CTAaHAAPTA
B nporecce onucanus ctanaapTa HEOOXOAUMO YIUTHIBATh:

® KPHUTEPHUU €ro BBHIMOJHEHUS (HAaIpUMep, BpeMsi, KOHEYHBIH pe3yabTaT WM 3TATOHHOE
MOBEJICHUE);

® [IOJIHOMOYHSI UCTIOJHSIOIIUX €r0 COTPYTHUKOB;

¢ OTBCTCTBCHHOCTb COTPYAHUKOB.

O PeKTUBHOCTD ACUCTBUS CTAHIAPTOB 3aBUCUT OT JCTaJICH: yeM OOJIbIIe MOJPOOHOCTEH H
HIOAHCOB B HMX IIPONMCAHO, TEM MEHblIe OLIMOOK W HENpaBWIbHBIX JEHCTBUH coBepIIar
COTpyIHUKU. Tak Kak CcTaHAapThl (OPMUPYIOTCS HAa OCHOBE aHalW3a OXKHMJAHUH, MOoTpeOHOCTel
KJIMEHTa M CIIOCOOOB YAOBJIETBOPEHHUS 3TUX MOTPEOHOCTEH, TO B HUX JIOJKHBI OBITH MPECTaBICHbI
CUCTEMBl U TMPOIENYpbl, OPUEHTUPOBAHHBIE HAa KJIMEHTa U (PAKTOPBI, CIIOCOOCTBYIOIIME, a TAKXKE
HPEMATCT-BYIOLIUE XOPOLIEMY 00CTyKHBAHHUIO.

IIpumep

B noBeneHueckux craHaaprax JOJDKHBI OBITh Y4TeHbI BepOasibHbIe ((ppa3bl, HHTOHAIMS) U
HeBepOasbHbIE (BHEIIHUN BUJ, OCaHKa, [103a Tejla, MUMUKA JIUIA, 3pUTEIbHbIA KOHTAKT, JBUKEHHUS,
KECThI U X CKOPOCTh) aCHEKThI OOILEHHS C TOCTSIMHU.

OnuceiBasg CTaHAapT, OCOOEHHO B IOBEIEHUECKHUX CTaHJapTax, CIEAyeT o0053aTeabHO
UCIOJIb30BaTh TaK Ha3bIBAEMbIM IMOAXOJ «MOMEHTBl HCTHUHBD). «MOMEHTaMHM WCTUHBI» B
00CTyKMBAaHUU Ha3bIBAIOT CUTYallMU (TOYKU CONPUKOCHOBEHHS), B IPOLIECCE KOTOPBIX pEIIaeTcs,
3aBOIOET KOMIIAHMsI HAIOJITO JIOBEPUE M CHUMIIATUM KJIMEHTOB WIM HET. 3ajiadya COTPYJHUKOB B 3TH
0co0ble MOMEHTBI — MPOSBUTH C€0sl B BBITOJIHOM CBETE€ B 3HAYMMBIX JJIsi KJIMEHTOB CHUTYaIUsX.
BaxxHo moHuMarh, KOrja MMEHHO 3TO MMPOUCXOUT, U HAYYUTh COTPYIHUKOB NMPaBUIILHO c€0s BECTH B
3TH pelIaloNe MOMEHTHI, YTOObl MHEHHME MOTpeOUTere CKIOHUIOCh B HY)XHYIO CTOPOHY. OTH
MOMEHTBHI JIOJIKHBI OBITh 0053aTENIbHO MPOMKMCAaHBI B COOTBETCTBYIOLIUX CTaHapTaXx.

[Tpumep

[lepBbIM MOMEHTOM HWCTHMHBI fBIsieTcs mporenypa OpoHupoBaHus. OT TOro, HacKOJIbKO
OBICTPO, TOYHO M BEXKJIMBO B T'OCTHUHHIIE MOOOLIAIOTCS C KIMEHTOM (B ciy4yae OpOHMpOBAHHS IO
Tesne(oHy), 3aBUCHUT, 3aXO4eT JIM KIMEHT OCTAaHOBUTH CBOW BBHIOOD MMEHHO Ha 3TOM OTeJE.
Crnenyromasi o4eHb BaKHasi TOUKa COIMPUKOCHOBEHUSI — BCTpEYa M pErucTpaus rocts Mpu 3ae3fie.
Kak mpaBmiio, UMEHHO 371ECh CO3AAETCs MIEPBOE BIIEUATIEHUE, KOTOPOE SIBISETCSI CAMBIM CHIIBHBIM U
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riryookuM. OHO YacTo OompenesnseT OTHOIICHHE KJIMEHTa K TOCTHHMIIE BO BPeMs €ro JajlbHEUIIEero
npeObIBaHMs U OAHO3HAYHO JOJHKHO OBITh O3UTUBHBIM.

«MOMEHT HMCTUHBI» MpH OOCITYXMBAaHWU B PECTOpaHE, HApUMEp, Ha 3aBTPaKe, MPOXOAUT
MOJIaBJISOIIEE KOTUYECTBO TOCTEH.

OOBIYHO JTyyIlle 3alIOMHHAIOTCS HA4aJI0 M OKOHYAaHWE OOCIY)KMBaHUS, MIOATOMY IpoIeaypa
BBIMMCKUM M Bble3]a M3 TOCTHMHUIBI TaKXKe JOKHA MPOU3BECTH HAa TOCTA MOJIOKHUTEIHHOE
BrieuyaTiienue. OmnucaHHbIC BBINIE CUTYallMd MOKHO Ha3BaTh OCHOBHBIMH «MOMEHTAaMHU HCTHHBD,
OJIHAKO B KJIMEHTCKOM CEPBHCE Ba)KEH JIFO0OM KOHTAKT C TOCTEM, M KaXKJas U3 CIIy>KO TOCTUHUIBL,
KaX/bIii COTPYAHHUK B KaXIbli MOMEHT OOIICHHS C TOCTEM, BHOCSAT CBOW BKJIaJ B CO3JaHHE
OKOHYATEJILHOTO BIeyaTiieHus 00 oOciyxuBaHuu. [losTomMy HOpMBI TOBEAECHUS U JACUCTBUA
NepcoHaNa JODKHBI OBITh ONMMCAHBI B CTAaHAAPTAX JAJS KaKJOW KOHTAKTHOW CITY>KOBI TOCTHHHIIBL.

UroObl yd4ecTb Kak MOXKHO OoJiblliee KOJMYECTBO HIOAHCOB M CJENaTh CTAaHJAPThI
JCHCTBUTEIILHO OpPUEHTUPOBAHHBIMH Ha KJIMEHTOB, HEOOXOIMMO BOCIIOJIB30BAaThCS  TaKUM
MHCTPYMEHTOM OIICHKM KayecTBa OOCIYXHBaHHs, Kak meroauka Servqual (cm. rmaBy 4). KadectBo
YCIIYTH, COTJIACHO JAHHOW MOJENH, U3MEPSeTCsl ¢ MOMOIIbI0 TMOKa3aTess uHAekca kadectBa SQI
(Service Quality Index). OH oOTpa)kaeT COOT-HOIICHHE «OKHUIAEMOT0» U «BOCIHPUHHUMAEMOTOY
Ka4yecTBa YCIYTM M DPACCUUTBHIBACTCS IO pe3yjbTaTaM aHKETHPOBAHMS TOTPEOHTENCH YCIYTH.
bnarogaps JaHHON METOIUKE MOXKHO OCYILECTBIISITH MOHUTOPUHT KaK OOIIEro MHAEKCca KauecT-Ba 1Mo
OTEJI0, TaK M ISl Pa3JIMYHBIX YCIYT, MPEJOCTaBIIEMbIX TOCTUHUYHBIM NpeAnpusTiHeM. B mpomecce
AHKETUPOBAHUS OLIGHUBAIOTCA TaKUE KPUTEPUUM KadyecTBa OOCIYXHBaHHUS, KaK HaJEKHOCTD,
OT3BIBYMBOCTh, OCSI3a€MOCTh, YBEPEHHOCTh, AMHaTus (3a00Ta W CTENEHb HHIUBUIYaIHHOTO
BHUMaHUs K TOCTSM). B MeXAyHapoJgHOW M OTEYECTBEHHOM MpaKTUKe TOCTHHHYHOro Om3Heca SQI
BBICTYIIAET B KAUYECTBE MOKA3aTEsl, UCMOIB3yEMOTO MPH CTAaHIAPTU3ALUH ITPOAYKTOB U yCIYT.

CreneHnsp AeTanu3aluy CTaHAapTa MOXKET ObITh pa3nu4Hoi. [Ipu onHOM BapuaHTe OMKCAHUA B
CTaHJApPT BKIIIOYAIOTCSA HE TOJIBKO HEOOXOAMMBIC NEHCTBHS TEpPCOHANa M TOTOBBIE (paszbl NpH
OOLIEHNH C rocTeM, HO U TpeOOBaHMs K BHEIIHEMY BHUAY COTPYIHHKA, (PU3UYECKOMY COCTOSHUIO
nomeleHus, obopynoBanus u Ap. Eciu o0beM cTanmapra JocTaTouHO OO0JBILION, TO 1iesiecoo0pa3Hee
pa3OUTh ero Ha HECKOJIBKO OTAEIbHBIX CTaHIapTOB.

[Ipumep

Crannmapr «YOopka TrOCTEBOr0O HOMEpa» YyCTaHABIMBAaeT OOIIYI0 IOCIEA0BAaTEIbHOCTh
NPOBE/ICHUST YOOPOUHBIX paboT B HOMEpE, a MOAPOOHbIE JeTald U HIOAHCHI OMUCAHBI B CIIETYIONTNX
CTaHaapTax:

1. IToaroroBka k yoopke. Bxon B HoMep.

. IlpoBepka cocTosHUS HOMEpA.

. YOopKa nenenpHHIl 1 Mycopa, BEBIHOC MycOpa.

. Ilocyna.

. I'psizHOE Oemnbe.

. KauecTBo Genbst B HOMepHOM (hoHIE.

. Y6opka KpoBaru.

. OKHa ¥ 3aHaBecH.

9. Mebenb.

10. TenedonHsbIif anmapar.

11. TeneBuzop.

12. X0noauabHUK.

13. Konguuuonep.

14. OcBeTuTenbHbIE TPHUOOPHI, PO3ETKU U BBIKIIOYATEIH.
15. 3epkaina, KapTUHBI, paMBl.

16. ITon/xoBep/KOBpOBOE MOKPHITHE (KOMHATA, IPUXO0Kas).
17. HaGop rocTeBbIX IPUHAIEKHOCTENH B HOMEpE.

18. BanHas kOMHaTa — WHBEHTaph, HAYAN0 YOOPKH U MOCIEI0BATENLHOCTD.

0 3N L K~ W
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19. TyanerHble NpUHAAIEKHOCTH, XPOMUPOBAHHBIE AKCECCYAPHI.
20. 3epkayio, yMbIBAJIbHUK U TyaJ€THAsI MOJIOYKA, CTAKAHBI.

21. Banna/nymeBas kaOuHa.

22. lItopka Ji1si BAaHHBI.

23. TlosnoTeHa/xanarsl.

24. TyanerHas Oymara.

25. Yuuras.

26. Ilos1 BaHHOM KOMHATBI, KOP3UHA JJI1 MyCOpa.

27. CreHbl, BXOJIHas IBEPb, IBEPD B TyaseT, OPOT.

28. OxoHYaHHuEe YOOPKH HOMEpa M BBIXOJ M3 HOMEpa.

CTpYyKTYpHO CTaHIApT MOXKET OBITh NPEACTAaBICH B BHJE €IWHOIO IIEJIOT0, TIE B
OTIPE/ICIEHHOW TIOCJIEIOBATEIFHOCTH TEPEYUCIICHB HEOOXOAUMBbIE TpPeOOBaHUS K MOBEACHUIO U
JIEHCTBUSIM TIEpCOHAsa, B3aUMOJICHCTBUIO CITYXO, 0(hOPMIICHHIO JOKYMEHTAIIMH H JIP.

IIpumep

Cranpapt «Ouepenb y CTOMKN

HukTo 13 rocreit He MOOUT CTOSITH B OYEPEIH, MOITOMY CIIYXKAIIUE JODKHBI CHENATh BCE
BO3MOXKHOE JIJISl TOTO, YTOOBI N30€KaTh JUIMTEIbHBIX OYepeiei Y CTOMKU PErucCTpaluu.

PykoBomuTenb ciy:Obl MpueMa M pa3sMEIIEHUS JODKEH YIOCTOBEPUTHCS, YTO B JAaThl C
BBICOKOHM 3arpy3koil HOMEpHOro (oH/Ia UMEETCsl JOCTATOYHBIM IITAT CIYXKAIUX MPU HCIIOIHEHUU
CITY’)KCOHBIX 00SI3aHHOCTEH.

PykoBonmuTens ciny:xObl mpueMa U pa3MEUIeHHs] JOKEH YAOCTOBEPUTHCS, YTO B YACHI
MaKCHMaJIbHOW HArpy3Kw (BBITUCKA M 3ae3] TOCTEH) BECh INTAT CIYXAIIUX HAXOJWTCS HA CBOUX
pabouux MecTax.

Crnyxamme J0/DKHBI 0 BO3MOKHOCTH CTaparbes U30erath JoATux Oecel ¢ OJHUM TOCTeM U
3aCTaBJIATh JKJIaTh IPYrOro rocTs.

Cayxamie JoJDKHBI H30eraTh JIMHHBIX Oece 1o TeneoHy, 0COOCHHO, €M BBI3BIBAIOIIHIA
— COTPYAHUK TOCTHHHUIIBI U MOYKHO PELIUTH CIY>KeOHBIA BOMPOC MO3IHEE.

Ecnu Bo Bpemst oOcmy:KMBaHUsI TOCTSI 3BOHUT TeJIePOH, CIY>KAITUN JTOHKEH MPUHECTH TOCTIO
W3BHHEHUS U OTBETUTH HA 3BOHOK.

Pexomenpayercs, 4ToObl 0OCITYKUBaHHUE TOCTS OBLIIO MPEpPBaHO HE OOJee YeM OAWH pa3 Mpu
HEOOXOJIMMOCTH OTBETHTh Ha 3BOHOK.

Ecnu TenedoH 3BOHUT CHOBA, OTBETUTH JOJDKEH KOJUIETa WK TeJle()OHHUCT.

B cutyanuu, Korja y cCTOWKH Bce ke HaOIroaeTcs ouepeib, CIyKallui JOKeH:

* JIEp’KaThCsl CIIOKOMHO U YBEPEHHO;

* ynbIOaThCH;

* BeCTH ce0s MPeACIIbHO BEXKIIMBO U TAKTUYHO;

* TIOKa3aTh OXHUAAIOIIMUM CBOEH oOdYepeAr TOCTAM, YTO HX TMPUCYTCTBHE 3aMEUYEHO
(3pUTENBbHBIA KOHTAKT, KUBOK T'OJIOBOM, YJIBIOKA), U 1aTh MOHATH, YTO CIYKAIIMK 3aiMETCS] UMHU, KaK
TOJIBKO OCBOOOIUTCS;

* TPHUHECTH U3BUHEHUS TOCTIO 32 BBIHYKJICHHOE OKHJIaHUE.

3amperaercs IpepeIBaTh 00CTYKUBAHUE TOCTS WJIM 3aCTaBIIATH TOCTS JKJIaTh B PE3yJbTaTe
00IIIeHUs CITyKaIuX APYT ¢ ApyroM. ['ocTh Bceria uMeeT MpUOpHUTET.

IIpu Gonee CNOXHON CTPYKType CTaHAAPT MOMKET COCTOSITh W3 HECKOIBKHX pa3felioB,
OTUCHIBAsI HE TOJBKO JNEUCTBHS MEpPCOHANa, HO TAaKKe pasesss KaKoW-InOo dTar OmnepamoHHOTO
mpolecca Ha Oojiee MeNKHe OTIENbHBIE MOJYNIW, YCTaHABIWBas LEJb W 3a/laddl CTaHAapTH3AIUH,
MPHOPHUTETHI, CPOKH, OTBETCTBEHHOCTh M MUHUMAJIbHBIC TPEOOBAHHMSI JJISI HCITOJTHEHUS CTaHIapTa.
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ITpumepl

CrpykTypa cTtannapra «Y00pka *KHJIoro Homepa» (PUCYHOK 3).
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Pucynok 3 — Ctpyktypa crangapra «Y00pKa KHIOT0 HOMEpa

[Tpumep 2

Crannapt «Perucrpanus 1 3acejaeHue rocrei»

3ajauva:

VY CTaHOBUTbH €AMHBIN CTaHJAPT JUIs CIYKOBI IpUEMa U pa3MEILIeHHs B COOTBETCTBUU C
YTBEPKACHHON NPOLeAYypOH 3ae3/1a, MOJIUTUKONW FOCTENPUUMCTBA U O€3011aCHOCTH IOCTEH.

Llens:

ObecnieunTs ObICTPYIO, 10OpOKENATENbHYIO U A3 (HEKTUBHYIO MTPOLIEAYPY PETUCTPALIUU U
pasMeleHHsl BceX MPHOBIBAIOLINX TOCTEH.

K ucnonuennro:

Bcem cotpynnukam ciyk0bl mpueMa U pa3MeleHusl.

OTBETCTBEHHOCTH:

HauanbHuk ciyx0bl IpremMa U pa3MelleHus.

MuHnumanbHble TpeOOBAHHUS:

K 11.30 Bce KOMHATBI JOJKHBI OBITH paclpeieeHbl COTJIACHO CIMCKY OPOHUPOBAHUS 3a€3/10B
(Mo xaTeropusiM, LieHaM U T. I1.).

Bce HOMepa o1 3ae3/1 Ha TEKYILYIO 1Ty J0JDKHBI ObITh B CTaTyCe «YUCTHIE» HE MO3/IHEE
14.00 (Bpems Hauasa 3a€3/10B).

B nukoBble yacel 3a€3/1a B X0JUIE OKOJIO CTOMKH IIPUEMA JO0JKEH HaXOAUThCSI pPyKOBOJAUTEID
CIIy>kObI pueMa 1 pa3MeleHHs U/UIN ASKYPHBIM MEHEeKep 171l MPUBETCTBUSA, OKa3aHUs
UH(POPMALIMOHHON MOJAEPKKH FOCTAM U HE00X0AMMOW MOMOIIM COTPYIHUKAM OT/IEA.

Heo0OxonuMo HeyKOCHUTETbHOE COOMI0IEHIE CTaHAapTOB BHEIIHETO BUJIA M YHU(DOPMBI
COTPYIHUKOB.
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[TpuGsiTHE TOCTS, pETUCTPALMS U 3aCelICHHE B HOMEP:

Hckpenne ¢ ynpIOKol U JOOpOKETATEIHHO MPUBETCTBYHTE KaXKIOTO TOCTS B MOMEHT €T0
IpUOIMKEHUS K CTOMKE MpueMa 1 pa3MeLIeHUs:

* UCHOJb3YHTE MPUBETCTBUE, COOTBETCTBYIOIIEE BpEMEHH CYTOK: «/loOpbIit
JIeHb/BeUep/HOUB/yTPO»;

* B MOMEHT OOpPMIICHHUS IO KpaliHel Mepe ABaXK/(bl 00OpaTUTECh K TOCTIO IO UMEHU;

+ Osarojapure TOCTS MOCIE KaKJ0To €ro AEMCTBUSI B IPOLIECCE PETUCTPALIUY.

Perucrpanuonnsie KapThl HOATOTABIMBAIOTCA U PACIIEUYATHIBAKOTCS 3apaHEE HA OCHOBE
JTAHHBIX TI0 OPOHUPOBAHMIO U BBIJIAIOTCS TOCTIO JIJIsl IPOBEPKH M MOIIHCH.

Ecnu koMHaTa He Oblia npeAnrcana 3apaHee, BHIOEpUTE KaTETOPUIO U TUIT KOMHATHI COTJIACHO
3arpocam rocTsi ¥ HAIMYUK0 HOMEPOB.

[lepen Tem Kak BbIIAThH KIFOY, IPOMUILIUTE HOMEP FOCTS B CUCTEME U YOeIUTEeCh B TOM, UTO
IIPOLIECC MPOILIET HOPMAIIBHO.

3anporpaMMHpyITe KIItOU U MepefaiTe rocTiO B COOTBETCTBYIOIIEM KapMallike, 00bSICHUTE
TOCTIO, T'JI€ Bbl YKa3aJld HOMEp KOMHATHI, Ha KAKOM OHa 3Take U KaK JIOMTHU 10 HoMepa (He Ha3blBas
TPOMKO HOMEpP KOMHATHI).

[ToxenaiiTe rocTo NPUATHOrO MPEeObIBAaHUS, IPEAJIOKUTE CBOU YCIYTU U IPEJACTaBbTE IOCTS
MOJIHOCUMKY Oaraka Juisi TalbHEHUIIIero COnpoBOXKACHUS 10 HOMEpA.

[TonoxxuTre perucTpallioOHHYIO KapTy B COOTBETCTBYIOIIYIO HOMEPY KOMHATBHI SIUEHKY.

OxungaHue KOMHaTHI:

Ecnu rocts BBIHYX/IEH K/1aTh KOMHATY, HEOOXOAMMO IIPUJIEPKUBATHCS CIEYIOIIEH
MPOLIEIypHI:

* BHECHUTE JIaHHBIE T'OCTS B JIUCT OKUJAHMUS;

* TPEJIOKHUTE FOCTIO BOCIOIB30BATHCS ycayraMmu 0apoB, pecTopaHa, pa3bsCHUTE, TJ€ OH
MOJKET IPOCTO MOJI0K]1aTh, U 03BYUbTE IIPEIIIOJIAraeMOE BPEMSI 0XKUIaHUS;

* TIPOU3BEIUTE BCE HEOOXOAUMBIE MPOLETYypPhl 0DOPMICHUS/PETUCTPALIUY;

* TONpPOCHTE MOAHOCUMKA Oaraxka B3sTh Oaraxx rocTsl Ha XpaHEHHE C BbIIayel
COOTBETCTBYIOILIETO TAJIOHYHKA;

* 0OBSICHUTE IOCTIO, KOT' /1A, KaK U I'Zie eMy OYyJeT NepeiaH KIto4 OT €ro HoMepa.

IlosoxuTE PETUCTPALlNOHHYIO KAPTy TOCTS B COOTBETCTBYIOILIEE MECTO, IIPU ATOM 3alHCaB Ha
KapTOUYKe BpeMsl Hayasa 0>KHMJIaHusl.

Coo0muTe B XO3IHCTBEHHYIO CITY>KO0Y HOMEP/KaTeropuio Heo0X0AUMOro HOMEpA.

OTcnexuBaiiTe cTaTyc KOMHATHI B IEPHOJ OKUAaHUS. MaKkcHMaabHOE BpEMsl OKHUIaHUS —
OJIMH 4ac.

CchUIKM U MaTepHaIbl:

* IIOJUTHKA TOCTENPUUMCTBA;

* TIOJUTHKA IO OC30MaCHOCTH;

*  HMHCTPYKLUS (PMHAHCOBOT'O OT/IENA MO OIJIaTe CUETOB;

* HHCTPYKUMHU U Matepuansl 1o IT-cucreme.

IIpy HEoOXOoIMMOCTH K CTaHJIapTaM MOTYT HpuiaraTbcst (oTorpapuu, CXeMmbl, CIaibl,
yueOHble (QUIbMBI, O0Opa3lbl JTOKYMEHTAllUH, PErjaMeHThl MpPOLECcCOB MU JApyrue MarepHalbl,
HE00XO0IMMBIE JIJIs1 TyYIIIero YCBOCHUS U BBITIOJIHEHUS CTaHIapTOB.

[Tpumep 1

ITpuem rocts ciry:x00i pa3MerieHus

1.Ha3nauenune

Hacrosmui periaMeHT Iporecca YCTaHAaBIMBAET IOPSNOK BBIIIOJHEHHUS IIpUEMa TOCTS
ciyk00i1 pa3mellleHusi U SBISETCS HEOTHEMJIEMBIM MPUIIOKEHHEM K JOJKHOCTHOM HHCTPYKIMHU
IOPThE-Kaccupa.
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[enp poriecca — yIOBJIETBOPEHHE MOTPEOHOCTH B pa3MEIICHUH.

3agada mpouecca — o0ecleyeHne MaKCUMaJlbHOW YAOBJIETBOPEHHOCTH TOCTS NPUEMOM U
00CIyXMBAaHUEM B TOCTHHHIE, WHULIMHUPOBAHME IIOBTOPHBIX IPUOBITUI TrocCTel, YBEIUMYEHHE
KJIMEHTCKOM Oas3bl.

2. ObnacTe MpUMEHEHUS
JlaHHBIM periaMeHTOM JIOJKHBI PYKOBOJICTBOBATHCS MOPThE-KACCUPHI TOCTUHUIIBI.

Heo0xoauMasi YMCICHHOCTh COTPYJHUKOB M TPeOOBaHUS K KOMIIETEHTHOCTH ONPE/AEIICHbI B
IITATHOM PAaCHMCAHUU U JODKHOCTHBIX MHCTPYKLUAX NepcoHana. Pabodee Mecto noprhe-kaccupa —
CTOMKa CIIyKOBbI IPUEMa U pa3MEILEHUs, PACIIOJI0KEHHAs B X0JJI€ TOCTUHUIIBI.

s nHOOPMAIIMOHHON CBSI3H CO CITY>K00i 00CTyKUBAaHUS UCIIONIB3YETCS TeNe(OH.

OcHoBHAas I/IH(l)OpMaHI/Iﬂ JJISL rocreu HaXoOguTCdad Ha I/IH(i)OpMaIII/IOHHBIX CTCHIaX W B
UH(POPMAIIMOHHBIX MAINKaX U COJCPKHT:

* IIpaBuUia IIPEIOCTABICHUA TOCTUHUYHBIX YCIYT;

* CBEICHHS O CTOMMOCTH yCIIYT;

* CBEJICHUS O IIEPEYHE YCIIYT, BXOIAIIUX B [IEHY HOMEpa,

* T[EepeucHb U IIEHY JOMOIHUTEIBHBIX YCIIYT, OKa3bIBACMBIX 32 OTACIBHYIO IUIATY;

* CBEJICHHS O MOPSIKE OIIATHI YCIIYT;

* cBeleHHs 0 paboTe Pa3MEIICHHBIX B TOCTUHUIIC IPEIIPUATHI chepbl YCIIyT;

* CcBeJeHHs 00 OpraHe 1o 3aIIUTe MPaB MOTPeOUTEINeH;

* CBEJICHHMS O BBIIICCTOSIICH OPraHU3aIUH.

HopmaruBHbie TpeOoBaHMS 10 OKa3aHHMIO YCIYT perjiaMeHTHpoBaHbl llocTaHoBieHHEM
[TpaButensctBa PO «OO6 yrBepxkaenun IlpaBun mnpemocTtaBieHUS TOCTHHHYHBIX YCHYT...» OT
25.04.1997 Ne490 (¢ uzmenenusimu Ha 01.02.2005), 3akoHoM 0 3amuTe npaB notpedurteneit, Nel09-
O3 «O MU-TPAITMOHHOM Y4YE€T€ MHOCTPAHHBIX TPAXKIIAH ...».

3. Cpok nercTBUs
Cpok neiicTBUS TaHHOTO periiaMeHTa — OJIUH TOJI C TIOCIEAYIOIINM IEPECMOTPOM.

4. OTBETCTBEHHOCTh

OTBETCTBEHHBIM 3a Pa3pabOTKy, MPOBEPKY COJEp>KaHMs, YTBEP)KACHUE, MPEJOCTaBICHUE
M0JIb30BATENSAM, COOJIOJICHUE MOpPSAJIKA XPaHEHUS HACTOSIIET0 pErjaMeHTa, BHECEHHE B HEro
U3MEHEeHUH, cOOI0ieHne TpeOOBaHUN JOKYMEHTA MOJIb30BATENSIMU SBJISIETCS PYKOBOAUTENb CITYKOBI
npuema u pamenieHus roctuHunsl O.1.0.

5. Onucanue npoiecca

locte momxoauT K croiike peructpanuu. [(exXypHbI aIMUHUCTPATOp BCTpPEUYaeT TOCTS B
pe>1<1/IMe OXnJaHuss M TOTOBHOCTU K Jmanory: CTOA WX BCTaBasa HpI/I IIOSABJICHUU TOCTA, C
T00pOXKeNaTeTbHON YIBIOKOM, TPUBETCTBYS TOCTS, B3TJIAIOM WJIM KUBKOM TOJIOBHI Ja€T MOHATh, YTO
rOCTh 3aME€UYeH, HO HEOOXOUMO MOI0K1aTh 0(hOPMIICHHSI.

Ecnu rocts He SBISICTCS MOCTOSHHBIM (3HaKOMI)IM) KIIMEHTOM, YbH NJAHHBIC MMCIOTCS B Oaze
JaHHBIX, BBIAACT OJIaHK aHKETHI JJI 3alIOJIHCHUS B ICPUOJ OKUAaHHA.
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[Ipu BcTpede rpynmbl MPUBETCTBHE MOXKET OBITH OOPAIICHO PYKOBOJIUTENIO M ONMMKaHIINM
YJICHaM TPYIIIBI, HAXOAAIMMCS B 30HE 0()OPMIICHHS.

HpI/I pa60Te C HHOCTpaHHBIMHU I'OCTSAMHU, HE BJIAACIOIIMMHA PYCCKUM A3BIKOM, ITPOLECC IIpHUEMa
BCACTCA Ha OOCTYIIHOM TI'OCTHO HHOCTpPAHHOM S3BIKC. Bnagenne aHTIUMCKHAM S3BIKOM SBISETCS
00s13aTeNIbHBIM U1 COTPYAHUKOB CJ'Iy>K6I)I pasMEIICHMs.

Bersacusier, OpoHnpoBai rocTh HOMEp WM HET. Ecim 1a — cOTpyAHUK HaXOIMT pe3epB MpH
oMot ACY, BBoJs sl TorcKa (haMUJIMEO TOCTSI, HOMep OpOHM WM Ha3BaHWE KOHTpareHTa. Ecimm
BO3HMKJIM HETOYHOCTH W TMOUCK 3aTPYAHEH — IPH MOMOILIM 3asBKH (IEPBHYHOTO JTOKYMEHTa —
OyMa)KHOIO HOCHUTEJIS).

CBepsieT MacrnopTHBIE JAaHHBIE TOCTS M PErMCTPALMIO MO MECTY >KUTEIbCTBA C JIAHHBIMH,
UMEIOIMMHUCS B 0a3e qaHHBIX. 3anoaHeHue Gopmbl Nel-I" «AHKeTay:

* ECIIM JJaHHBIC TOCTS M3MEHHWIMCh — BHOCUT M3MEHEHUS M pacrieuaThiBacT OJaHK aHKETHI
o ¢popme Nel-T';

* €CJIM U3MEHEHMS OTCYTCTBYIOT — pacreuaTtsiBaeT O0aHK aHkeTsl popmbl Nel-TI" u3 ACY u
npucTynaer K 0ohOpMIICHUIO TOCTS;

* ecim mHGOPMAITUS O TOCTE OTCYTCTBYET B 0a3e JaHHBIX — MpelaraeT roCTIO 3arOJHUTh
aHKETY, CBEpsIET COOTBETCTBUE 3aIMIOJIHEHUS MACIOPTHBIM JAHHBIM JIJISl TIOCJIEIYIOIIETO 3aHECEHUS B
0a3y TaHHBIX.

[Ipn perucTpanu HWHOCTPAHHBIX TpPaXJaH MPOU3BOAUT TMpouenypy odopmieHus B
YCTaHOBJICHHOM 3aKOHOM TOPSJIKE.

CraBUT CBOIO MOJNNCH HAa aHKETE, IMOJYYaeT IMOAINUCH T'OCTS B COOTBETCTBYIOLICH rpade
aHkeTsl. [IpoBepsier cornmacoBaHHylo (opMy omatel (HAIMYHBIA WIM OE3HAJUYHBIA pacyer,
IUTACTUKOBAs KapTa) IO MMEIOIIMMCS B CIy’KO€ JOKYMEHTAJIbHBIM JAaHHBIM (3asBKa, CUET, OTMETKU
Oyxranrtepuu, nanasie ACY). [Ipu HanuyHOM pacuere:

€CJIi TOCTh HaMEpPEH M3MEHHUTh TUIl paHee 3a0pOHMPOBAHHOI'O HOMEpAa, BHOCUT U3MEHEHMUS
IpY HAJIM4KU TpeOyeMoro HoMepa,

IIpU OTCYTCTBUHU JAPYroro THUIa HOMEpPa T'OTOBUT K O(OPMIIEHUIO paHee 3a0pOHUPOBAHHBIM
HOMED;

oopmisieT moceneHHe rocTs € BbIAAYEH KAacCOBOTO 4YeKa, COOTBETCTBYIOLIETO CueTa 3a
OKa3aHHBIE YCIIYTH, KapThl TOCTS C OTMETKOM O CPOKE MPOKUBAHMSI.

[Ipu omnate 0aHKOBCKOW KapTOM — €ClIM TrOCTh HaMEpPeH M3MEHUTh THI HOMEpa, BHOCUT
U3MEHEeHMs NPpH HaIU4uu Tpedyemoro Homepa. [IponsBoaut odopmileHHE rocTsi B COOTBETCTBUHU C
MHCTPYKUUSAMHU OaHKa M OyXrajJTepuu MPEeAnpusiTHs, BbIAAET YK, KapTy TOCTS C OTMETKOM O Cpoke
OIJIaThI ¢ TOCIEAYIOUMM 0(hOpPMIIEHUEM MIPEYCMOTPEHHBIX (POPMOH OIUIAaThl JOKYMEHTOB.

ITpu 6e3HanuuHO (hopMe OIUIaThl — BBIOIHAET OPOPMIICHHE TOCTS B paHee COIrTIacOBaHHBIN
JIOKYMEHTaJIbHO TUIl HOMepa (IIPU OTCYTCTBHHM JAPYIUX JOKYMEHTAJIbHBIX YKa3aHUN pPyKOBOJICTBA) Ha
CPOK, HE MPEBBIAIOINN CPOK OIUIATHI IO UMEIOIIUMCS JOKYMEHTaM (TapaHTUHHOE MHUCHbMO, CUET),
BbIJIa€T KapTy IrocTs ¢ OTMETKOM O CPOKe OIUIaThl C JalIbHEUIIUM O0(OPMIIEHUEM COOTBETCTBYIOIIMX
¢dopme omaThl TOKyMEHTOB.

HpI/I MOCTYINICHUUN HpOCB6LI rocTs 00 M3MEHEHHUU CPOKOB MPOXKHUBAHUSA I10 6C3HaHI/IqHOMy
pacuety HIUM HU3MCHCHUM CTOMMOCTH HOMEpa B CTOPOHY VYBCIMYCHUA — Mpcpjiaract nao
CorjlaCoBaHHud OIpocCa 00 omate MCKAY HNpCAIIPUATHAMU PA3SMCCTHUTHCA COIJIaCHO HMeroIIencs
3asBKC U IIPH NOJTYUCHUHN COITIACUA T'OCTA — pa3sMEIIa€T B HOMECPE COrJIaCHO 3asABKE.
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Hampasisier rocTs Ui COTJIaCOBaHMSI BOMIPOCA JATBHEUIIEH TIIAThI K PYKOBOIUTENIO CITYKOBI
npueMa U pa3MelleHus/B Oyxranrepuio. Pazmeniaer ¢ "3MEHEHUSIMU MIPH MOTYYEHUH pa3pelleHus Ha
3aMEHy THIIa HOMEpa.

[Ipu Hecormacum — mpemsiaraeT pPEHIUTh BOMPOC C PYKOBOAUTENIEM CIY>KOBl MpUeMa U
pa3MerieHus/Oyxraireprueil uisi MOJIydeHHs pa3pellieHuss Ha pa3MmenieHue. Pa3memiaer mnpu
MOJIYYCHUH Pa3peIICHHUs.

[Tpu HeoOxoauMocTu B mporecce ohOpMIICHUSI B BEXIUBOM U A0OpOKeNaTeNbHON (popme
JlaeT JIONOJHUTENBbHYIO HMH(OpPMAIMI0O M OTBEYAaeT Ha BOIPOCHI IOCTA B Mpenenax ciayxeOHoH
KOMIIETEHIIMH MPO(HECCHOHAIBHO, B KPATKOM, TOCTYIMHOW U KOPPEKTHOH (hopMme, HE OTBIIEKASACH HA
IIOCTOPOHHUE TEMBbI IIPH HAJMYUU MOCIEAYIOUIMX IocTel, oxkuaaronmx opopmienus. [lo okoHuanuu
IIPOIIECCa JKENAeT OCTIO IPUATHOIO OTIbIXA.

6. Yka3zaHus u npUMeUYaHUs

B HacrosieM pernaMeHnTe UCroiab30BaHbl CChUIKU HA CIEAYIOIINE HOPMAaTUBHbBIE JOKYMEHTHI:

[locranoBnenune IlpaButenbctBa P® «OO0 yrBepxkaenun [lpaBun mnpepocTaBieHUs
rocTuHUYHBIX ciIyr B Poccuiickoit @eneparuun» ot 25.04.1997Ne490 (¢ u3MEHEHUSMU OT
01.02.2005);

3aKoH O 3allMUTe MMpaB MOTpeOUTENEH;

®enepanbhblil 3ak0H Nel09-O3 «O MUTpallMOHHOM yueTe MHOCTPAaHHBIX IpakJaH U JinL 0e3
rpaxaaHcTBa B Poccuiickoii denepanum.

JIoMKHOCTHASI MHCTPYKIIUS TOPThE-KaCCUpPa TOCTUHUIIBI «. . .»

I'OCT P HUCO 9000-2001. Cucrema MeHemxMeHTa KauecTBa. OCHOBHBIE ITOJIOKEHHUSI WU
CJIOBaphb.

I'OCT P CO 9001-2001. Cucrema MeHeIIKMEHTA KadyecTBa. TpeOoBaHusI.

7. IlmannpoBaHue nporecca

[InanupoBanme Tmpollecca U €ro OOHOBIEHHE OCYIIECTBISIOTCS OTBETCTBEHHBIM 3a
pa3paboTKy JIMIIOM OJIMH pa3 B JIBa rojia, MPU dTOM UCIIOIB3YIOTCS CIEAYIOITUE JaHHbBIC:

* [UJIaHbl OPTaHMU3alMHU Ha TOJ;

*  pE3yNbTaThl BHITIOJIHEHHS MPEIBIAYIINX IJIAHOB;

* TIPOTOKOIBI, (PUKCUPYIOIINE PE3yIbTATUBHOCTH MPOIIECCa;

* TPOTOKOJIBI BHYTPEHHUX M BHEITHUX AYJIUTOB;

* W3MEHEHUs BXOJHBIX JIaHHBIX MPOIECCa.

8. MoHUTOpUHT, ©3MEpPEHHUE U OILIEHKA Tpoliecca

8.1. OneparuBHOE HabIIOICHNE

OnepatuBHOE HAONIOJICHWE M OIIEHKA IIaroB MPOIECCa BBIMONHIETCS HCIOIHUTENSIMU C
LEJIBIO OTpeieNieHUs ero (PYHKITMOHUPOBAHMS B paMKaX YCTAaHOBJICHHBIX TPEOOBAHUIA.

8.2. Onpenenenne pe3yabTaTUBHOCTU Mpolecca Pe3ynbTaTUBHOCTh Mpoliecca OLEHUBAETCS
OJIMH Pa3 B IOJI, IPU TOM BBINIOJIHAETCS:

* oOIeHKa (PYyHKIIMOHUPOBAHMS TPOIEcca IpreMa M pa3MEIIeHUs TOCTs, €ro MPUTOTHOCTh U
aJIEKBaTHOCTb K U3MEHSIOLIUMCS YCIOBUSIM;

* oOecrnedeHre IUIAHUPOBAHUS YIIydIIEHUH.

Ilokazarenn pe3ynbTaTHBHOCTH HACTOSLIETO IPOLECCA YCTAaHABIMBAIOTCS CPOKOM Ha OJUH
roq. Pe3ynapTaTMBHOCTH mHpollecca CUMTAETCSl JIOCTUTHYTOM, eciu 3aUKCUpOBAaHO yBETWYECHHE
MPOLICHTa WHHOBAIMHd NPUMEHUTENIBHO K YCIyre M JEATEeIbHOCTH IMEpCOHalla IO pPe3ylbTaram
aHayIM3a.

40



Pe3ynbTarhl NoACUY€TOB NPOTOKOJIUPYIOTCS M COXPAHSAIOTCA.
ITo ncreyennu 0JHOTO rojia KpUTEPUH MOJIEXKAT IIEPECMOTPY.

[Tpumep 2

[InanupoBanue pabouero IHs cynepBaii3epa IUIaHMPOBaHHWE pabodero AHA — OJHA U3
BOKHEHIIMX 3a7ad PYKOBOAUTENS. be3 KOMIETEHTHOro IUTAHMPOBAHHMS BO3HUKAIOT IPOOJIEMBI,
KOTOpPbIE KaK CHEXHbI KOM YBEJIMYMBAIOTCSA B 00bEME, 4TO, OE€3YCIOBHO, MPUBOJUT K CHUKECHUIO
YPOBHS CEpBHCA.

[TmanupoBanue pabovero JHS IEKYpHOTo cymnepaisepa: JexypHblil cynepBaiizep HAUMHACT
cBoi paboumii neHp B 6.30, T. €. Ha 1 yac paHbIIE OCTAIBHBIX CylepBan3epoB. JlexypHbIN
cynepBaii3ep JOJIKEH:

1. O3HaKOMHTBCS C KYPHAJIOM Iepeiadn CMEH, BKII04Yast HH(POPMAIIHIO:

* 0 COCTOSIHUM HOMEpHOro (oH/a;

* O HEBBIIIOJHEHHBIX pab0OTax, 3aJaHUSX PYKOBOACTBA U IIPOCKOaX rocTei;
* 110 TEXHUYECKUM 3asBKaM;

* 00 MHIMIEHTAX 3a UCTEKIIUE CYTKU;

* aKThl Ha UCIIOPYECHHOE U YTEPSHHOE UMYILECTBO TOCTUHULIBI;

* HEOIJJAaYEHHBIE CUETA 3a YCIIYTU CITYXKObI 0OCITYKUBAHUSI.

. [IpoBepuTh HaIMUKE KITIOYCH B cerde.

[\

3. Pacnipenenuth pabory ¢ ydyeTroM MH(OpPMAIIMH, 3alIUCAHHON B XXYpHaJe Mepeaadyd CMEH U
otuera u3 ACY.

4. IIpoBepHTh KIIAJI0OBBIC HA ATaXKaX HA HAIMYHME BCETO HEOOXOIUMOTO /I paboThl (TrOCTEBbIC
NPUHAISKHOCTH, XHUMHYECKHE CpelAcTBa JJs yOOpKH, HWHBEHTapb), COCTaBUTb CIIMCOK
HEJIOCTAIONIETO U TPOUH(POPMUPOBATH 00 ITOM PYKOBOAUTEIIS CITY>KOBI.

5. CoctaButh «OTUYET O COCTOSTHUM HOMEPHOTO (POH/1A/TIO CTaTycaM HOMEpOB» K 9.30.

6. Otnate Ha noanuck «Otder o coctosHun HD» pykoBoauTento ciaykObl 00CTyKUBaHUS,
MOCTaBUB €T0 B U3BECTHOCTh O PACXOKICHUHU B CTaTyCcaX HOMEPOB.

7. OtnpaButh «OTuer 0 cocrossHuu H®» k 10.00 B cinyxOy mpuema u pasMemeHus JUis
CBEPKH, KOMHIO TaHHOTO OTYETa MOJUINTh B OJJHOUMEHHBIN (haii.

[TnanupoBaHue pabouero qHs CynepBaiisepa:

1. C 8.00 mo 9.00 cynepBaiizep HOTKEH MPOUTH MO BCEM BBEPEHHBIM €My TEPPUTOPHUSM, T. €.
MIPOBEPUTH:

¢ TO3TAXHBIC XOJIJIbI U KOPHUOOPHBI;

* TUIONIAJIKK TOCTEBHIX U CIIYKEOHBIX JTU(PTOB;

* IEHTPaJIbHYIO U 3aMaCHYIO JIECTHULIBI,

* KJIaJIOBbIE HA ATa)ax;

¢ TYAQJICTBI HA dTaXKax;

* KOMHATbl TOPHUYHBIX.

Ha ocHoBanum 00x0/a cocTaBisieTcs TjIaH JICUCTBUHN, HAIIPUMED:

*  TpouH(GOPMUPOBATH TOPHUYHBIX O HEKAUECTBEHHOW YOOpKe TOM MM UHOW TEPPUTOPUH;
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* BBINKCATh 3a5BKU B MHXCHEPHYIO CIyXOy Ha BBIIIOJHEHUE OIpEeIEHHBIX padoT (3amMeHa
JAMIIOYEK, TIOKpacKa CTEH, MOIKJICHKa 000€B U T. 11.);

* 3alJIAaHUPOBATH JIATy YUCTKU KOBPOB MAaIIMHAMU (TIpU HEOOXOMMOCTH );

* TIPOKOHTPOJMPOBATH UCITOJIHEHUE.

2. B 9.00 cymnepBaiizep 00513aH CBEpUTh CBOM JIUCT C paOOYMMHM JINCTAMH TOPHUYHBIX.

3anucarh Ha paboyeM JINCTE 3aMEeYaHus, BBISIBICHHBIE B ITpoliecce 00Xoa.

CymnepBaiizep 0JDKEH TOYHO 3HATh, KTO pabOTaeT Ha dTake M BCE JIM HOMEpa YUYTEHbI IS
yOOpKH.

3. B cinyuae BBIABIGHHBIX PACXOXICHHHA [0 CTaTycy HOMEPOB cymepBaiizep o00s3aH
HEeMeIJICHHO HHPOPMHUPOBATh JEKYPHOTO CyIepBaiizepa.

Ha ocnoBanum wuH(poOpManuu, NOJYYEHHOM OT TOPHUYHBIX W cymnepaizepoB, k 10.00
coctaBisiercst «KOT4ET O COCTOSTHUU HOMEPHOTO (hOH/Ia.

4. ExxeHeBHO cyrepBaiizep 00s3aH MPOBEPATh COCTOSHUE pabOUMX TENeKeK TOPHUYHBIX, Ha
KOTOPBIX JI0JKHO OBITh BCE HE00X0AUMOE JIIsl pabOTHI.

5. CymepBaiizep 00si3aH oOpamniath BHUMaHWE Ha BHCIIHUN BHJI IEpCOHANa W JeNaTh
KOPPEKTHBIC 3aMEUYaHHUs B CIydae OTKIIOHCHHS OT YCTAHOBJICHHBIX CTaHIapTOB.

6. B Teuenune pabouero IHS cymnepBaii3ep cHUCTEMaTHYECKH IPOBEPSET paboyue IHCTHI
TOPHUYHBIX U KOPPEKTUPYET UX 3aJaHMs COTIACHO CUTYaIlUH, a TaKXe IJIAHUPYET CBOIO padoTy IO
IPOBEPKE HOMEPOB.

7. Cyneppaiizep o0si3aH MpoBepuTh He MeHee 50 HOMEpPOB 3a CMEHY M BIAJIETh MOJHOM
uH(popMaLrel 0 COCTOSHUU HOMEPOB.

8. CymepBaiizep N0JKEH ObITh OYEHb BHHMATENIbHBIM MPU MPOBEPKE HOMEPOB U BBISIBIISTH
HEJI0CTAaTKH, KOTOPbIE JOJKHBI OBITh YCTpaHEHBl TEM MM MHBIM 00pa3oM. Ha ocHOBaHHMU KOHTpOJIS
COCTaBIISIETCS IUIAH NCHCTBUMN:

* TPOBEJCHHE TPEHUHIOB C TOPHUYHBIMM JUIs TIOBBIIIEHHS UX MTPO(ECCHOHATU3MA;

* TIPOBEJCHHE TeHEPATHLHON YOOPKH HOMEPOB C MPUBJICUYCHHEM MHKEHEPHOU CITY>KOBI;

* ohopMIIeHHE TEXHUYECKUX 3a5BOK;

* HM3MEHEHHE cTaTyca HOMepa B CITy4ae BBIIOJHEHHS COOTBETCTBYIOIIUX PadoT;

* KOHTPOJIb UCTIOJHEHUS 3aIlJIaHUPOBAHHBIX paboT;

* HOMEpa CO CTaTycoM «0e3 cepBHCa» M «TEXHUYECKHE HEIMOJAJKI» TPOBEPSIOTCS
€XKETHEBHO.

9. Takum o0Opa3oM, K KOHIy pabodero THS cCynepBaii3ep MOXKET MpPOaHAIM3UPOBATH CBOIO
paboTy M 3alUTaHUPOBaTh CBOU JEHCTBUS Ha CIEAYIOUIMH JI€Hb C YYETOM HEBBIIOJHEHHON paboThI
TEKYIIETO JTHS, & TAK)KE TePCIIeKTHBHBIX TUIAHOB.

10. Ecnm cymepBaiizep yXOAWT Ha BBIXOJHBIE JHH, OH OOs3aH OCTaBUTh WH(OPMAIUIO TIO
ATaXy B KypHAJIE IIEPEAAYN CMEH.

11. 3a 20 MuH. 10 KOHIIa CMEHBI CynepBai3ep JOJDKEH CBEpPUTh CBOW pPabOUYMil JHCT C
JUCTaMU FOPHUYHBIX, YKa3aB Ha 3aMe4aHus (€CJIM OHU €CTh).

12. IlpoBeputsb pabounie TENEKKHU U COCTOSTHUE KIIaIOBBIX.
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13. Ilognucath paboyre JTUCTH TOPHUYHBIX, €CJIM BCE YUYACTKH B OTIMYHOM COCTOSTHUH M BCE
HOMEpa YOpaHHI.

14. CynepBaiizep 00s13aH 1100JIaroJapuTh TOPHUYHBIX 32 TPY/IL.
15. Bce 3amevaHust JOKHBI BBICKA3bIBATHCS B OYEHb KOPPEKTHOM (hopMe.

16. Cynepsaiizep Bo3Bpamaecsi B oduc 3a 10 MHH. 10 KOHIIAa CMEHBI IS Tepeadu
uHpopMaluu BedepHeMy cyrep-Baiizepy. Ilpu 3ToM yuuThIBaroTCsS Bce HOMepa ¢ TaOJIMYKaMU «HE
0eCIOKOUThY», HA PEMOHTE, OTKa3bl TOCTEH OT YOOPKH, MOKEIaHUs TOCTeH (€cliu OHU €CTh), a TaKKe
uH(pOpMaIKs O HEBBITOJHEHHBIX padoTax.

[Tpumep 3
[TnanupoBanue pabodero mHA TOpHUYHOW [pamMoTHOE IUTaHMpOBaHME paboyero JHS
criocoOcTByeT 3G GEeKTUBHON paboTe U PalliOHATIBHOMY PaclpeIeICHUIO CUII B TEUCHUE CMEHBI.

Pabounii nenp ropunuHoi HaunHaetcs B 7.30. ['opanuHas o6s13aHa:

1. Tlonyunts B oduce XO34HUCTBEHHOTO oOTHeNa pabouuit TUCT (3aaHue) U Kiaroud. Ha
paboyeMm JUCTE yKa3aHbl:

* JTaK;

* CIy)XeOHBIC TOMEIICHUS, TIPEMUCAHHBIC 111 YOOPKH;

* KOJUYECTBO HOMEPOB, B TOM UHCJIE «3aHATHIC», «CBOOOAHBIC Tpsi3HBIEY, «VIP», «ducThle,
IIOJT 3ae311».

2. C 7.40 nmo 8.10 ropHuvHas NOJDKHA 3aHUMAThCS YOOpPKOW OOIECTBEHHBIX MOMEIIECHUH,
YKa3aHHBIX B paboyeM JIHCTE.

l'opHuuHas A0KHA 3HATH, YTO OHA HE MOXKET MCIOJB30BaTh mbliecoc A0 9.00, uroObl He
6ecriokouts rocteil. Ecnmu HeoOxoaumo yOpaTh Mycop ¢ koBpa a0 9.00, ybGopka noikHa
MIPOU3BOJUTHCS C MOMOIIBI0O CMETKH U COBKA. | OpHUYHAS JOJKHA CIEAUTH 32 COCTOSSHUEM CTEH B
KOPUOpax, OHU JOJKHBI OBITH 0€3 MATEH U MOJIO0C.

3. C 8.15 10 9.00 ropHHYHas 10JIKHA IPOBEPUTH CTATYChl BCEX HOMEPOB, KPOME 3aHATHIX.

Howmepa, B KOTOPBIX KUBYT IOCTH, MOTYT OBITH ITPOBEPEHBI TOJIBKO € 9.00.

B cnyuae ecnu Ha nBepsiX BUCHUT Tabinuka «He OECIOKOMTH» OpHUYHAs HE UMEET IpaBa
BXOJHUTh B HOMEp, OHA JIOJDKHA NMPOMH(POPMHUPOBATE 00 3TOM CylepBaiizepa M clenaTtb 00 3TOM
OTMETKY B pabo4eM JIHCTe.

4. O Bcex pacXOXIEHUSX B CTATycaX HOMEPOB FOPHUYHAS JOJIKHA MMOCTABUTh B U3BECTHOCTh
cynepBaiizepa.

5. Ilpu mpoBepke cTaTyCOB HOMEPOB HEOOXOJAMMO Ha)XKMMaTh KIJIABHIIIY Ha CIMBHOM Oadke
YHHTa3a, 4YTO TO3BOJIUT MPOBEPUTH 0AUOK Ha HCIPABHOCTh, U, CaMO€ TJaBHOE, MPEIOTBPATUTH
o0Opa3oBaHHe IJIOXOT0 3amaxa B BAHHOM KOMHare.

6. B cnywae ecnu ropHuyHas oOHapyXuja Kakue-InOo HeHCIpaBHOCTU (Iieperopena
JaMIIOuKa, Te4YeT BOJAa, OYCHb ApKO WJIM XOJIOHO B HOMEpE), OHa 00s3aHa MOCTaBUTHh B
M3BECTHOCTH CylepBam3epa.

7. IlocnenoBarenbHOCTh YOOPKH HOMEPOB 3aBUCUT OT CUTYaIUU:
* B IEPBYIO OYepeib yOUPaIoTCsl HOMepa 110 MpockOe rocTei;
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* B MEPHOJ] BBICOKOM 3arpy3ku yOOpPKYy HEOOXOIMMO HAYMHATH CO «CBOOOJHBIX T'PA3HBIX»
HOMEPOB.

» Homepa VIP-rocreii nomxHbl ObITH YOpaHs! 10 12.00;

* BcE HOMEpA, MPEAIUCAHHBIC TIO]] 3ae3, JOJDKHBI ObITh TOTOBBI K 12.00, HO 3TO 3aBHCUT OT
BpPEMEHHU 3ae3/1a TOCTH;

* «3aHSTHIC» HOMEpa YOMPAIOTCS B TeUeHUE paboyero JIHs;

* OUEPETHOCTh YOOPKH HOMEPOB MOXKET KOPPEKTUPOBATHCS CyINEpBai3epoOM B TEUECHHUE JTHS B
3aBUCUMOCTH OT CUTYaI[HH.

O6en ropanunoit — 30 muH.: ¢ 12.30 mo 14.00 B ynoOHoe 115 Ou3HECa Bpemsl.

8. I'opHruHas 10HKHA YOS IUTHCS, YTO K KOHITY pabo4ero JHs:

* BCE MPEIITUCAHHBIC HOMEPA YOPaHBI;

* 3aMCUYAaHUS BBIIIOJIHCHBI;

* pabouas TeJIeKKa B MOPSIIKE;

* pabo4nii HHBEHTAPh B UJICATBHOM COCTOSHUM;

* paboumii JUCT COAEPXKUT MOJMHYIO HH(OPMALMIO O MPOJAETaHHONW paboTe M MOAMHCAH
CyIEpBa3epOM.

9. 3a 10 MUHYT 10O OKOHYAaHUSI CMEHBI TOPHUYHAS JOJDKHA 3alTH B oUC I clauu KITIOYed U
pabodero IMcTa BeUepHEMY CylepBaiizepy, 0OpaTHB ero BHUMaHKE Ha BCE OTKa3bl TOCTEH OT YOOPKH,
HOMEpa, 3aKPBIThIC U3HYTPH, C TAOJTHMUKAMH «HE OECIIOKOUTHY U JOTOTHHUTEIbHBIE TPOCHOBI TOCTEH.

10. Tlepen yxomoMm u3 oduca nocCMOTPETh paCUCAHHUE Ha CIEIYIOIINUN JCHb.

Takum oOpa3oM, CTUJIb OMMCAaHUS U CTPYKTYpa CaMOro CTaHAapTa, HOJAEP)KUBAIOLINE €ro
MaTepuaibl, JOCTATOYHO pa3HooOpasHbl. Kax10e roCTUHUYHOE MPEANPUSTHE UMEET BO3MOXKHOCTh
BbIOOpa M YCTAQHOBJICHMSI ONTHUMAJIBHOIO JUIsl HErO0 BapUaHTa, BBIIEISIOIIEr0 I'OCTHHUIYY Cpeau
KOHKYPUPYIOIIMX aHAJIOTOB Ha PBIHKE.

Hpakruueckoe 3ausaTue 5,6 (4 yaca)
Tema:KOHTPOJIb KAYECTBA B TYPU3ME
e [IporpamMmma KOHTPOJIA Ka4ecTBa
e MeToauka onpeeeHlsi yPOBHS 00CTy:KNBAHUS B TOCTHHHLIE
o Texnouaorus «TalHBIA KJIHEHT)

1 IlporpamMma KOHTPOJISI KayecTBa
Pa3paboTka nporpaMmsl KOHTPOJISI KA4€CTBA MPEATIONAraeT ONpeesIeHUE LENEeBbIX OPUEHTUPOB, Ha
JOCTH)KEHUE KOTOPBIX OyIyT HAIpaBlieHbl MEPOIIPUATHS COJIEpKAaTEIbHON YaCTH 3TOT0 TIOKYMEHTA.
CTpyKTYpHO NIOJIOOHBIN TOKYMEHT MOXKHO MPEJCTABUTh B BUJE CXEMbI (PUCYHOK 4).
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I-1 >ran Onpeaeenne Macrados KavecTsa

2-it yran Hocranosga BONPOCOB,
ROUTPOAUPY IOHIIX KAYCCTBO

1
v v

Cdepa Cdepa
00CYAHBAHNA o0CTy AN BAHNA
KJIHCHTOB FOCTHHHIIL!
Onpoc xanesron JlucT Kou1pos Kauecrsa
J-itoran  —— Konrpoas. leiicrsus. Ouenka
[locrosHHas O HKA Iocroanuuit xoHTpONIS
H HIYHCHHE cepet obCayxuBaHIN
O /L TOCTHHHIM € HOMOUILK
KJIMCHTO8 KOHTPOJIR Ka"oCTea
= Bramouenne ueaeit nosuinenus
4-it Hran KAMeCTBA B a1 MapKeTHHTa

PI/ICYHOK 4 — OcHOBHOH MMoAXO0Jd K KOHTPOJIIO Ka4€CTBAa B TOCTUHHUIIC

[Ipu pazpaboTke mporpaMMbl KOHTPOJIS Ka4ecTBa HEOOXOIMMO PYKOBOACTBOBATHCSA
CJICAYIOIIMMH IIeIISIMHU:

* COXpaHEHHE UMEIOUINXCS KIIMEHTOB U PACIIUPEHUE UX Kpyra 3a CUeT MPUBJICYCHUS HOBBIX
MMOCETUTEIIEH;

* ObICTpOE peleHNe BO3ZHUKAIOUINX MPo0IeM, CBSI3aHHBIX C KaUe€CTBOM MPEATIOKEHHUS,
Oyraroapsi yCTaHOBJICHUIO 0OpaTHOM CBS3H;

* BO3MOXXHOCTb OLIEHUTbh MEPOIPUATHS, YIYUIIAIOLINE WIH YXY/IIAOIINe Ka4eCTBO
TOCTHHHYHOTO TPEIIOKEHHS B MacTabax BCeil TOCTUHHIIBI;

* TIOCTOSTHHBIA KOHTPOJIb HAJ MEpaMH, IPUHIMAEMbIMU JIJIs1 TOBBIIIICHHSI KaueCTBa
(MapKeTHUHIOBBIH IUIaH);

* CO3/IaHH€ OCHOBBI JIJIsl OOYUYECHHsI U MOBBIIIEHUS KBaTU(UKALIUY TIepCOHANA TIPEIPUATH
nporieccy MpoAaXx ¢ MPUMEHEHHEM TPAIUIINN KauecTBa.

Peanuszanus nenei, NOCTaBICHHBIX BBIIIE, IPEIIONATAET ONPEIEICHHbIE BPEMEHHBIE PaMKHU.
Taxum 06pa3oM, Mpoliecc KOHTPOJIS KayecTBa YCIyT 3aHUMAET HECKOJIBKO TaTOB.

1-#1 stan. Onpenenenne MacmTaboB U3MEPEHUS KaueCTBa.

Jlnist Toro 4yToOBI ClieNaTh MEPBBIN IIAar — OIMpPEIeIUTh MACIITaObl KauecTBa — HE0O0XO0IUMO
NPUMEHUTH Bce (OPMBI CTaHIAPTU3AIMH, OTHOCUMBIE K KauecTBY. YeTKO omnpe/eneHHble MacTaObl
Ka4yecTBa, KOTOpble CBs3aHbl ¢ 00BEMOM paloT, yCIOBUAMHU palbOTHI, YPOBHEM IOJTOTOBKU
NepCoHaNa, JIOJDKHBI OBITh PEATUCTUYHBIMA M JOCTHKUMBIMH, YTOOBI CTaTh OCHOBOM BCeX
MOCJIEAYIOLIUX YCOBEPIIEHCTBOBAHU.

2-1 sran. [ToctaHOBKa BOIPOCOB, MPOBEPSIONINX YPOBEHb KaueCTBA.

31ech JOJDKHBI pa3nuyarbesi cepa, KOHTAKTUPYIOIIAs C KIMEHTaMHU, U CIY>KObI 3aJHEro
iaHa, win cepa ynpapieHUst U 00CITy)KUBaHUSI TOCTUHUYHOTO NPEANPUATHS. MHEHHE KIMEHTOB O
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KadyecTBe O0CITY)KMBaHUS JOJDKHO M3y4yaThbCs Ha OCHOBE BHYTPUTOCTHHHYHBIX JIMCTOB-OMPOCHUKOB.
Cdepa oOcinyxuBaHUS TOCTHMHHUYHOIO MpPEINPUATHS, BKIIOYAIOMAS CKJIAgbl M XPAaHWIKIIA,
TEXHUYECKHUE CITY>KOBI M T. /1., KOHTPOJIUPYETCS Ha MPEAMET KauecTBa C MOMOINBIO CHEIHAIbHBIX
JMCTOB KauecTBa (BHYTPUIIPOU3BOACTBEHHBIX CTAaHIapPTOB).

3-it aran. Kontpons. [eiictBus. Ouenka. ONpOCHUKH U JIMCTHI MPOBEPKU KAUYeCTBA JOJDKHBI
COCTaBJIATh OCHOBY Ul pa3pabOTKU MPpOorpaMM NpodeccuoHaIbHON NOArOTOBKU IIEPCOHANIA OTAEIOB
oOciyxxuBanus. Pabora mepcoHasia TOCTHHHUIBI JOJDKHA OBITh CPOKYCHpOBaHA Ha IIOBBIIICHHE
KauecTBa, KadeCTBO JOJDKHO paccMaTpuBarbCsi € TOYKH 3peHus rocra. C Opyrod CTOPOHBI,
oporpaMMa IpPOBEPKM KadecTBa CIIOCOOCTBYET JIydlIeMy B3aUMOJCHCTBHIO IOApAa3JACIICHUM
TOCTHHMLBI MeXay coboi. B mro0om ciydyae BbICIIEMY MEHEIKMEHTY MPEANPHUATHS CIelyeT
PEKOMEH/IOBaTh paccMaTpUBAaTh BO3HHUKIIYIO TNPOOJIEeMy KadecTBa C TMO3UIHH «IIOYEMY 3TO
CILy4HJIOCHY, 4 HE C TIO3ULIMH «KTO BUHOBAT».

4-ii sran. IlocraHoBKa 1eneil kayecTBa B MAapKETUHIOBOM ILIaHE. B TO0BOM MapKEeTHHIOBOM
IUIaHe, IOMUMO aHajM3a PHIHOYHOM KOHBIOHKTYpBI, CIEIyeT TaKKe OTPakaTh aHAIU3 COOCTBEHHOIO
IPOM3BOJICTBA, B IIEPBYIO OUYEPEIh — COCTOSIHHE KayecTBa OOCITY)KMBAHUS HA JAHHOM IPEIIPUSTHH.
B paMkax miaHMpoBaHUS AEATENbHOCTH NPEANPUATHS JOJDKHBI OBITh ONpENeNeHbl CTaHIapThl
KayecTBa pabOThl OTENsl, KOTOPbIE YCTAaHABJIMBAIOTCS B MAPKETUHIOBOM IUIAHE KAaK KOHEYHas Lelb U
KOHTPOJHMPYIOTCS HauboJjiee CTPOruM KPUTUKOM — KIIUEHTOM.

2 MeToaunka onpejejieHisl ypPOBHA 00CIY:KUBAHUS B OCTHHHIIE

OneHka ypoBHS 00CITYKHUBaHUS B TOCTUHHUIIE TPOBOAMTCS ITyTEM aHOHUMHOTO TECTHPOBAHUSI.
B mpouecce TectupoBaHus 3anonHseTcs aHkera. [lo pe3ynbraram 3amoJiHEHHS aHKETHI, COTJIACHO
YCTAaHOBJICHHBIM B HEW OaJUTbHBIM ITOKA3aTeIsIM OILCHKH YPOBHS OOCITY)KHBAHWS, OIPEICISIOTCS
pa3Mepbl CHIKEHHUS 0alJIOB M0 KaXI0MY U3 OTMEUEHHBIX HETOCTATKOB.

Ha ocHOBaHWM yCTaHOBJIICHHBIX DPa3MEPOB CHIIKCHHS OaJUTbHOW OIICGHKH OMPEICIIIeTCs
o0oOmaronmii mokaszarenb ypoBHS OOCHyKHMBaHUA B LejoM. J[ias sToro oOmias cymma 06aioB
CHWKEHUS OIIEHKH BBIYUTAETCS U3 MAKCUMAJILHO BO3MOKHOM cymMmMbl — 1000 Gasios.

Pesynbrathel pacuera 0600IIarONIer0 MOKa3aTeNls YPOBHSA OOCIYKUBAHUS TI0 TOCTHHUYHOMY
MPETPHUATHIO COMTOCTABIISIOTCS C HOPMATHBAMH.

HopMaTuBHBI ypoBeHb 00CTYKHBaHHS YCTaHABIMBAETCS B CIEAYIONINX pa3Mepax:

- BBICOKHH — OT 850 0aJlJIOB U BBIIIIE;

- cpennuii — ot 600 6amioB 10 849 Gamnos;

- Hu3kui — Hmke 600 6aios.

IpakTuyeckoe 3anaTue Ne7 (2 yaca)
JesioBas urpa « TailHbIH KJIHEHT»

KayecTtBo 00CTy)XMBaHUSI KJIMEHTOB, OCOOCHHO B YCJIOBUSAX SKOHOMHYECKOTO KpU3Hca —
OJIMH U3 Haubosiee 3HAYMMBIX (PAKTOPOB ycHexa KaXAoro mpeanpustus cepsl yciayr, Oyap To
TOCTHHMIIBI, PECTOPAHbI, TYPUCTUYECKHE (PUPMBI.

Bbicokuii ypoBeHb cepBHCa NPUBOJUT K YBEJIMYEHHUIO KOJIMYECTBA JIOSJIBHBIX KJIMEHTOB,
dopmupyeT OIaronpHATHBIA UMUK NPEANPUATHS, YTO, B CBOIO OYepe/b, IPUBOAUT K POCTY €ro
(UHAHCOBBIX MMOKa3aTeseH.

Haubonee »o>¢p¢dexkTuBHBIM ¥ HAAEKHBIM  HMHCTPYMEHTOM  YJIYYIIEHHs  KayecTBa
00CTyXKUBaHUS, IPUHATHIM CETOHS a0COMIOTHBIM OOJIBITMHCTBOM TOCTHHMIL M TOCTUHUYHBIX CETEH,
pecTOpaHoOB M APYTrUX KOMIIaHUM cdepbl ycayr B cTpaHax 3amaja, siBisercs TexHosnorus Mystery
Customer/ Shopping — «Taitabiii KaueHT/mokynare by, CrnenuanusupoBannbie arenrcta CIIA u
BenukoOpuTanuy, BHITOTHSIONINE U CBOMX 3aKa3uuKoB mporpammbl Mystery Shopping/Customer,
BXOJISIT B TIEPBYIO JIECATKY 1O ((PMHAHCOBOMY 000OPOTY CPEIN UCCIAEA0BATEIIHCKUX KOMITAHUH.
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Haubonee mHTeHCHMBHO wHcmonb3oBaHue nporpamm Mystery Customer kak HWHCTpyMeHTa
U3MEpEHUs] W YIy4dlIeHUS KauyecTBa B c(epe YCIyr MPOUCXOJUT B IMOCIEIHHE HECKOJBKO JIeT.
[Tpexie KOMIAaHUM Ha PHIHKE YCIYT pemany mpo0iaeMy MOBBIIICHUS! KauecTBa CEPBHCA C IOMOIIBIO
JIBYX OCHOBHBIX HHCTPYMEHTOB: OMPOCHI OKYIATENIeH U TPEHUHTH IIepCoHaa.

ITpu ompocax, Kak IIpaBWJIO, HHTEPBbIOMPOBAINCH KIMEHTHI, CAEIABUIME MOKYIKY (Ompoc B
MECTe MOKYIKH), JIN00 KIUEHTHI, YYaCTBYIOIINE B MPOTrpaMMe JIOSIIBHOCTH (ONPOC MO MOYTE WM MO
tenedony). [Ipu 3TOM NPEeUMYIIECTBEHHO H3MEpPSIach YAOB-JIETBOPEHHOCTh KIMEHTOB IO DSy
napametpoB. CoOpaHHasi C MOMOIIBIO ONPOCOB U 00paboTaHHas MHQOpPMALMS ITOMOTraja BBIIBUTH
HEIOCTAaTKN B OOCIYXMBAHUU M COIOCTABUTH KauecTBO cepBuca. Co BpeMeHeM HalOII0aeTcsi OTKa3
oT Ooublieil yactu omnpocoB B moib3dy Mystery Customer, mockoiibKy ONpoC, KaKk HWHCTPYMEHT
MapKETUHTOBBIX HCCIEOBaHUI, 00JamaeT psioM HEAOCTATKOB: HEOOXOIMMOCTBHIO 3HAUYUTEIBHOU
BBIOOPKH, BBICOKOM CTOMMOCTBIO U MEHbILIEH HaIeKHOCTbIO HHPOPMAIIHIH.

[Tpumep

[ToxcunTano, 4To mporpaMMa MOHHTOPHHTA YIOBICTBOPSHHOCTH MOKYIATEICH CEPBUCOM
(ommpoc) crout B 5-7 pa3 Oounbiie, Hexenu mnporpamma Mystery Customer, HampaBieHHas Ha
MOJTydYeHUE aHAIOTMYHOW WHpopMaruu. KIMEHTHI MOryT HE IOMHUThH JCTalieii TOBEICHUS
COTpYJIHUKA MpeAnpusiTUs chepbl cepBrca TMO0 HEOPEKHO OTHOCITCS K Y4acTHIO B ONpOCE, TOTAa
KaK CICIHAIIUCT, BBITOJHSIOMINAN POJIb TAWHOTO TOCTS, UMEET CHEIUAIBHYIO MTOJATOTOBKY U MOJIyYaeT
JEHBI'H 32 TOUHYIO (PUKCAIIUIO0 HEOOXOIUMBIX CYIIECTBEHHBIX [TapaMeTPOB.

TpeHUHr KOHTAaKTHOrO NepcoHana, Oe3yCIOBHO, CHOCOOEH CYIIECTBEHHO IOBIMATH Ha
Ka4eCcTBO OOCITYy>)KUBaHHS B TOCTHHHUIIE U pecTopaHe. OJHAKO CHCTEMa TPEHUHIOB HE JJaeT rapaHTHH,
4TO MEPCOHAT JEHCTBUTENILHO OYAET MCIOJb30BaTh IMOJYyYEHHbIE 3HAHUS W HaBBIKU NpH paboTe ¢
kinueHTamMu. HeoOXoauMbl perysisipHblii KOHTPOJIb U YETKas CHUCTEMa MCIOJb30BaHUS PE3YJbTaTOB
KOHTPOJIS,, KOTOPbIE U3BECTHBI IEPCOHATY U BIUSIOT Ha pa3Mephbl €ro BO3HArPaXkKICHHUS.

Meronuka Mystery Customer — 3¢dexTUBHBI HHCTPYMEHT OLEHKHM KayecTBa
OOCIIy’)KMBaHUsI C TOMOIIbI0 CHENHMATMCTOB, BBICTYMAOIMX B pOJMU KiMeHTa. [Ipomeniiue
CHEIHAJIbHYI0 TOATOTOBKY TalHbIE KIMEHThl MOCEUIal0T TOCTUHHIY Kak oOblYHbIe rocTu. OHH
00I1al0TCs C IEPCOHANIOM, OTMeYast IpyKeaoone, BeXKIMBOCTh M KOMIIETEHTHOCTh COTPY/AHUKOB WM
ux orcyrcrBue. OOpallailoT BHUMaHHE Ha HUCIOJIb30BaHUE TEXHUK MEPCOHAIBHON MpOJaXkH, Ha
BBINOJIHEHHE psAJa KOHKPETHBIX CTaHIApTOB paboThl, Hampumep, MHGOPMHPOBAHME IOKYIATEIs
IPOJABIOM O HOBBIX TOBapHbBIX IOCTYIUIEHUSX, O CIEHUANbHBIX aKIMAX U T. 1. bepyT Ha 3ameTky
BHEIIHUH BUJ MEpCOHaja, YHCTOTY B TOCTHHHIE, TEeMIepaTypy OJI0J B pecTopaHe, ypOBEHb
My3bIKaJIbHOTO (hoHa B 3aine oOcinyxuBaHus M npodee. [Ipy HEoOXOAMMOCTH BHU3HUT TalHOTO
MOKYIaTes sl MOXKET COIPOBOXKAATHCS ayAN0-THMO0 BUJIC03aMUCKIO (€CTECTBEHHO, CKPBITON).

CoOpanHyto HH(OpMAIIHIO TalHBIN KIMEHT 3aHOCUT B OLIEHOYHBIH (popMyssip, cocTosmii u3
psina OJIOKOB [0 KOMIIOHEHTaM 00CTyKUBaHUS.

CranpapTHas olLleHKa B pamkax nporpamMsl Mystery Customer BxirodaeT gpukcaiuio
BBITNIOJTHEHUSI CTaHJapTOB cepBuca (uek-1ucthl B popmate JJA/HET), cyObeKTHBHYIO OLIEHKY
00CITy’)KUBaHUS 110 pSAY MapamMeTpoB (OOBIYHO T10 IIKAJIE yO0BIETBOPEHHOCTH) U KOMMEHTAPHH
COTpYJIHUKA B CBOOOAHOMN (hOpMe OTHOCUTENLHO BIIEYATIIEHUH OT MOCEIEHUS TOCTUHUYHOTO
IPEIITPUATHSL.

ITpumep

Ycmyra Mystery Customer mo3BoJisieT OTBETHTD Ha CIISAYIONINE BOPOCHI:

Hackonbko kauecTBeHHOE 00CTy)KUBaHUE TPEOCTABISET Ballla TOCTUHUIA?

COOTBGTCTByeT JIM KIWEHTCKas IIOJIMTHKA BalleH FOCTUHHUIBLI HWMHUIPKY HW IIO3UIUMU,
3aHUMaeMOil Ha pbIHKE?
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D¢ dextuBHa U paboTa MEHEIHKEPOB IO MPOJAXKaM, CIYXKObl MpHeMa U pa3MeIleHUus U
JPYTUX MOJpa3IeICHUl TOCTUHUIIBI?

JlaeT BO3MOXKHOCTb IIPOBEPUTH:

yYMEHHE MEHEKEPOB M KOHTAKTHOI'O MEepCOHAalla IPAaMOTHO BECTH pPa3roBOP U KAUECTBEHHO
00CITy>)KMBaTh KJIMEHTOB;

COTJIACOBAHHOCTH PabOTHI PA3IIUYHBIX CITY>KO TOCTHHHUIIBI;

3pPEKTUBHOCTh pabOThl PAa3IWYHBIX CIY)KO TOCTHHHLBI (CIyXObl IpHEMa, OTAEIOB
OpOHUPOBaHUS U MPOJIAXK, PECTOPaHA, APYTUX CEPBUCHBIX CIIYXO).

[IpoBenenue uccnemoBanusi merogom Mystery Customer maer yHUKaabHYHO BO3MOYKHOCTh
VBUAETb CO CTOPOHBI BCIO LIEMOYKY B3aMMOJCHCTBHI KIMEHT — MPOAaBel/UCIOTHUTEND,
MPOAHATM3UPOBATh BECh MEXAaHW3M BEJICHUS U COBEPIUICHHS MPOJAXU U OOCITYKHBAHHSI, BBHISIBUTH
CTpaTernyeckre omuOKy B paboTe TOCTUHUYHOTO MPEIIPUSITHS.

OTO0 MO3BOJIMUT:

*  YIYYIIUTHh OTHOILIEHUS C KIIMEHTaMU;

* TOCTPOUTH Y3PPEKTUBHYIO MOAECIH YIPABICHUS IEPCOHA JIOM;

* CKOPPEKTUPOBATH CUCTEMY 3apILIaT;

* PELIUTh OPTAaHU3AMMOHHBIC BOIPOCHI KOMIIAHUH.

B nemnom mporpamma Mystery Customer mo3BosisieT ONTHMaJIbHO M Hanbosiee 0OBEKTUBHO
BBISIBUTDH U MTPOAHAM3UPOBATh KaK CHIIbHBIC, TaK M cllabble MecTa paboThl ¢ KIMEHTAMU U TIO3BOJISET
B3IJITHYTh HA CEpPBUC Ballleil KOMIIAHWU TJla3aMU 3auHTepecoBaHHOro mnotpedbutens. [Iporpamma
Mystery Customer sBrsiercs 3A0poBOH (oOpMON KOHTpOJIS KadecTBa CEpBHCAa W TO3BOJIACT (HA
PErylspHO OCHOBE) IMOJIy4aTh KOJIUYECTBEHHBIC M KaYECTBEHHbBIC PE3YIbTAThl €r0 U3MEpPEHHs. A,
KaK U3BECTHO, TO, YTO U3MEPSETCS U KOHTPOIUPYETCS, — YIyUIIaeTCsl.

Hcnonb3oBanue coOpaHHON HHPOpMAITUU

[lony4yennass mH(pOpMaMA YYUTHIBACTCS TPHU aTTECTAlMM MEPCOHAJa W PYKOBOAUTENIEH
noJipa3ielieHui U BIMSIET Ha pacrpeiesieHue MpeMuil, Ha0aBoK, Ha MPOJIBMKEHUE COTPYAHHUKOB IO
ciry>)keOHOH nectHHIe. Takasi CuCTeMa OICHKH MX TPYAa CTUMYJIHPYET COTPYAHUKOB MPEIOCTABIAT
KIIMEHTaM OTJIMYHBINA cepBuc. CHCTEMaTU3UPOBAHHBIE JAHHBIE MO3BOJSIOT BBISIBUTH HEOCTATKHU B
0OCITy’)KWBaHUH M TPUHATH COOTBETCTBYIOIINE MEPHI JIOKATBHOTO XapakTepa (TIOBBICUTh YHCTOTY B
HOMEpaX, YMEHbBIIIUTh TPOMKOCTh MY3bIKaJTbHOTO (JOHA B pecTOpaHe, MPOBECTH MOBTOPHBIE TPEHUHTH
nepcoHana ans N-ro moapasneneHuss kommnanumu). lIporpamMma maer BO3MOXKHOCTH OINTHMAIbHO
peliaTh BOMPOCHL:

* MOTHBAIIMH MTEPCOHAIA U PYKOBOJUTEICH TOCTHHUYHOTO TPEATIPHSITHS;

* O1IeHKU (P (EKTUBHOCTH TPEHUHIOB MEPCOHANIA;

* BBISIBJICHUSI HEJIOCTATKOB B pPabOTe TOCTHHHUIIBI, TPEOYIOMHMX YCTpaHCHHS (HampuMep,
npoueaypa ohopMIICHHS U MOATBEPKACHUS OPOHH);

e aHaJM3a KOHKYPEHTHOW CHTyaluu (TaifHple KJIMEHTBI MO TYT TakKe OIICHHWBATh
MPEINPUATHS] KOHKYPEHTOB).

MortuBanus iepcoHasia — HauOomnee BaxkHas pynkius Mystery Customer. Madopmarus o
KauecTBe 0OCIy)KMBaHUsI IPUBOAUTCS K PSIIY HHJIEKCOB, HA YPOBHE:

* BCEH TOCTHHHYHOMU CETH;

* TOCTHHMUIIBL;

* OTIENBHOTO COTPY/AHHUKA (0JIHA U3 pa3HOBUAHOCTEH mpo rpammMbl Mystery Customer).

WNHnekcel cepBUCa HHTETPUPYIOTCS B CXEMBl MOTHBAIlMU COTPYJHUKOB KOMIIAHWUHU, OT
PAIOBBIX 10 PYKOBOAWTENEH moapasaeneHuii, u dopmupyor ot 10 mo 30% 3apaboTHON TUTATHI
COTPYAHMKAa Ha CcIeAylomMid mnepuon. Jlias TMOCTpOEHHsS HWHAEKCOB CEepBUCA MHCIOIb3YeTCs
olpeneieHHas: METOJIWKa, OCHOBBIBAIOIIASCS Ha JAHHBIX O BKJIAJEC KaKIOTO KOMIIOHEHTA
oOciyxuBaHusl (BCTpedya TrOCTs, BBIICHEHHE MOTPEOHOCTEW, BHEIIHWI BHJ) B OOIIMI YpOBEHBb
YIIOBJIETBOPEHHOCTH TTOKYTIATEJISI.
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Takast cucremMa MOTHBAIIMHM TUIIMYHA TSI POSHUYHBIX NMPEANpHUsITH B cTpaHax 3amanga. OHa
IIUPOKO TMPUMEHSETCS] B OTpacisx cdepsl yciayr, Oyayun Hambonee 3(PGEeKTUBHBIM CIIOCOOOM
MOTHBAIIH BCETO MEpPCOHANIa HE TOJIBKO Ha KPaT-KOBPEMEHHOE yBEIHUYEHHE MPOJaxK 000 IIeHOH,
HO U Ha YKpEIUICHHE JOJTOCPOYHBIX MO3ULMNA KOMIAHUHM HA PBIHKE, KIIOYEBBIM AJIIEMEHTOM YEero
SIBIISICTCS JIOSUTBHOCTD KIJIMEHTOB.

Jlnarnoctuka HeJOCTaTKOB — HMH(pOpPMAIUS 110 TAKUM KOMIIOHEHTaM OOCTY>KMBaHUS, Kak,
Hampumep, «padoTa ¢ BO3PAXKEHHUSAMHU KIHUEHTOBY» W MO OTACIBHBIM CIEHU(UYHBIM CTaHAApTaM
paboThl TepcoHana, Hampumep, «MHGOPMUPOBAHHME O CIEHUANbHBIX MPEUIOKEHUSX M aKLIUAX
TOCTHHHMIIBD», TIO3BOJISIET HAIIPABUTH B Cllyyae HEOOXOAMMOCTH MOCIEIYIOMINNA TPEHUHT IIepCOHANa B
HY>KHOE pyCIIO0.

CoOpanHas auarHoctudeckass WH(pOpMamms SBISETCS KpailHE MOJE3HBIM 0a3ucoM IS
Ou3Hec-TpeHepa IMpH pa3paboTKe MporpaMMmbl TPEHUHTA, MOCKOJbKY YUHUTHIBACT BBISABIICHHBIC
peanbHbIle HEAOCTaTKH B paboTe KOHKPETHOro mnepcoHana. [IoMMMO KOHKPETH3aIlMH MpPOTrpamMMbl
TPEHUHIOB MH(popMaIus, codpanHas ¢ nomousto Mystery Customer, ucnosnbs3yeTcst pyKOBOJICTBOM
NOJpa3/IeieHus] MPH KOMMYHHUKAIUSAX C IEPCOHAJIOM, HAlpHMep, B KOPIOPAaTHUBHBIX Tra3erax,
MOYTOBBIX PACCHhUIKaX. BbISBICHHBIE HEIOCTATKH MOTYT M JOJDKHBI OOCYKIaThCSd Ha COOpaHUSAX
KOJUICKTHBA, CTHUMYJIUPYS OCO3HAHHME IIEPCOHAJIOM OOImMX 3aJad W TIOMOTas BbIpabOTaTh
KOHKPETHBIN TUIaH ACMCTBUN MO UX NOCTIKEHUIo. J[marHoctuyeckas wHGOpMalus MO KauecTBY
OOCITy’)KMBaHUSI HCIIONIB3YETCS Ui  OTCICKMBAaHUS OOIMMX TEHACHIMH B YPOBHE CEpBHCA,
MPEIOCTABIIEMOr0 MPEANPUATHEM, M COMOCTaBICHHS HMX C OOIIEPHIHOYHBIMU TEHICHIUSMHU, C
NEHCTBUSAMHU KOHKYPEHTOB, M3MEHEHHMSIMU B IMPEINOYTCHUSAX KIMEHTOB U T. . DTO CYIIECTBEHHO
noBbIaeT 3Q(PEKTUBHOCTh MPHUHITHUS PEIICHUNH O pa3MElIeHUU PecypcoB mpeanpustus. Pecypcsr
HAIMpPaBIISIOTCA B T c(epbl, I71e HE0OXOIUMO yaydIlIeHHE.

[Tporpamma Mystery Customer maetr pyKOBOJCTBY FOCTMHUYHOTO MPEANPHUATHS YBEPEHHOCTH, UTO
COTPYAHUKH KOMIIAHMU CTAaparoTCs, MPHUKIAIBIBAS PEaTbHbIC YCHIUS IS OOCCIeUCHUs KIUCHTaM
KOMIIaHUH BBICOKOTO KaueCcTBa 00CTyKUBaHUA.

Oransl nporpammsl Mystery Customer

Omnpenenenue 1eneil nporpaMmbl

Cawmpiii BakHBIA mar B pa3pabotke mporpammbel Mystery Customer — ycrtaHoBiieHHE ee
neneil. Ompenensiercsi, 4ro OyneT OLEHUBATbCcAd, W Kak OyleT UCIONb30BaHa IOJIy4YeHHas
uH(popManus.

Bo3MmoxHO, 1enpl0 mporpaMmbl  OyleT OLEHKa TEXHUKHM TMpOoJax, HCIHOIb3yeMon
NIEPCOHAIOM, JTHOO BBHIMIOJHEHUE COTPYIHHKAMH CTaHIAPTOB OOCITY)KMBaHWS, HAIPUMEpP, CKOPOCThH
BBINOJIHEHUS 3aKa3a B pecTopaHe Uik MHGopMupoBaHue o GupMeHHbIX Omojax. L{enpto mporpaMmsl
MOYET OBITh OTCJIC)KMBAHUE TMHAMHUKH KaueCTBa CEPBUCA HA BallleM MPEINPHUIATHHU TI0 OTHOIIEHHUIO K
KOHKYpEHTaM H T. [I.

Konkpernsie memn mnporpammsl  Mystery Customer wmoryt ObITh camble pa3HbIE B
3aBHCUMOCTH OT NMOTPEOHOCTEN 3aKa3yHKa.

PazpaboTka kpuTepreB OlEeHKH

Kputepun OIEHKM JOJDKHBI ONMMPAThCs Ha YCTAHOBIIEHHBIE MNPEANPUSITHEM CTaHIApPThI
NPOJYKTa M CEpBUCA M COTJIACOBBIBATHCS C ILEISIMH TPOrpaMMbl. KpUTepuu BBICTpaWBAIOTCS B
COOTBETCTBUHM C TIOCJIEIOBATEIbHOCThIO JEHCTBUN COTpyIHUKA (-OB) M KJIHMEHTa B IpoLecce
OpOHMpOBaHUS, 3a€3/1a, 0OCTY)KMBaHUsI BO BpeMsl MPEObIBAaHUS M BBIE3/]a U3 TOCTHHHIBI. DuKcarms
BBINOJIHEHUS CTAH/IapPTOB MPOJIYKTa U CEpBUCA OCYIIECTBISIETCS MOCPEICTBOM OAJUIbHOM OIEHKH (B
dopmate JJA/HET u npyrumu cioco6amu).

[Tpumep

Kputepun oueHku mpoleaypsl OpOHHpPOBaHHS HOMEpa B TOCTUHHIIE TO TeledOoHY MOTYT
OBITH MPEJICTABIICHBI B CICIYIOIICH MOCIEI0BATEIFHOCTH:

* OTBET Ha 3BOHOK JI0 4-TO I'yJKa;
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* craHmapTHas (popmyra MPUBETCTBUS;

* BEXJIMBOCTH U JAPYKEIIOONE COTPYIHUKA, «YJIBIOKa» 1O TeledoHy;

* uH(pOpMAIUA O TOCTUHUIIE, HOMEPAX, IPEJOCTABIIIEMBIX YCIIyrax U IIeHaX;

* BOMPOCHI, Kacarouxecs npoueaypsl OpOHUPOBAHUS;

* 0OIaroJapHOCThH 3a OOpaIeHNE B TOCTUHUILY U 00BICHEHUE, KaK J0OPAThCS A0 TOCTUHUIIBL,

* CpOK IOJIy4YEHUs MOJITBEPKICHUS OT TOCTUHUIIBL;

* COOTBETCTBHE O(POPMIICHHS MUCHbMA-TIOATBEPKIACHUS CTAHAAPTY TOCTUHHIIBI, OTCYTCTBUE
opdorpaduyeckux ommooK.

Bri6opka

D10 Hanbosee KPUTUYECKUI dTall — ONpPEIEICHUE YUCIIa KIIMEHTOB, BHIMOIHIIONINX OICHKY.
K pacdery HEoOXoauMoro 4yucia HaOMIOACHHUN (OICHOK) MPUMEHHMBI BCE KIIACCUYECKHUE METOJIbI
CTaTHCTUYECKOTO pacuera oO0bema BBIOOPKH, MOO HEIOCTATOYHOE YHUCIO HAOMIOJEHUI BeIeT K
HEIMPaBUJIBHBIM BBIBOJIAM O PA3IMUUSIX B YPOBHE CEpPBHUCA MEXKIY OTACICHUSIMU KOMIIAHUM, YTO
0COOCHHO KaTtacTpo(puuHO MpU HKCIOJIb30BaHUU oleHOK Mystery Customer B cxemax MOTHBAIMU
pykoBoguTeneil noapasaeneHuid. C Apyroil CTOpOHBI, HEONPABJAHHO BBICOKOE YHCJIO OLIEHOK 0e3
HEOOXOUMOCTH YBETUYUBAECT CTOMMOCTh CAaMON ITPOTPaMMBI.

[TonGop TailHBIX KJIMEHTOB

Haubonee BaxHBIN acleKT — y4eT XapaKTePUCTHK JEHCTBUTENbHBIX KIMEHTOB MPU MOI00pe
CHCHHAIMCTOB I BBINOJHEHHS OIEeHKH. B mpomecce mombopa (matching) wucnoms3yror
nemorpaduueckue, TOBEICHUYECKHE M ICUXOrpadUyecKkue XapaKTepUCTUKH ACHCTBUTEIbHBIX
KJIMEHTOB.

[ToarotoBKa/TpEHUHT TallHBIX KIMEHTOB

Ilepen HavanoMm ydacTuss B IpOrpaMMe Kaxabld TalHbBIA KJIMEHT JODKEH 00s3aTelbHO
03HAKOMUTHCS CO CTaHAApTaMHU MPEANPHUATHS, a IPU UX OTCYTCTBHH COIJIACOBATh C PYKOBOJICTBOM
TOCTHHHMIIBI BApUAHT OICHOYHOMW aHKETHI M CIICHAapWUi MpoBeAeHUs akuuu. llpu Ooree TmarenbHOM
npopaboTKe MporpaMMbl KOMITAHUSI-AYIUTOP OPTaHU3YeT JUIsl KaKJOr0 TAWHOTO KIMEHTa TPEHUHT U
TECTUPOBAaHUE MO JAHHOMY KOHKpeTHOMY MpoekTy. CyIliecTByeT J1Ba BHJa TPEHHUHIa KJIMEHTOB:
oOumii u crerududeckuii. OOMIKA BBITONHSAETCS 0€3 MPUBS3KU K MpecTosIel paboTe, Kak crocod
MOBBICUTh KBATHU(UKAIMIO KIUEHTOB, CIECNU(PUUCCKUN K€ TPEHUHT MPOBOIUTCS Tepes] KaxKIbIM
HOBBIM MPOEKTOM.

[Ipouenyps! oLleHKH

[loBenenue TailHOro rocts J0/BO BpEMs/IOCIE MOCEHICHUs NPEANPHUSITHS pPEryIupyercs
HabopoM J10KyMeHTOB. K 1o06HOro poa 10KyMEHTAlUNU OTHOCSTCS, B IEPBYIO OYEpeib, CLIEHApHUil
MoBe/IeHUs (perynupyeT KOHKPETHBIE JEWCTBUSA TaWHOTO KJIMEHTa — O 4YeM CIpalluBaTh, Kyda
CMOTpPETh, KaK JIOJIF0 HAXOJIUTHCSA y CTOMKM pEerucTpalvv W T. J.), a TaKke JereHja KiIHeHTa
(MMCbMEHHOE M3JI0XKEHHE 1€ BU3MUTA, MPOOJIEMBI, CUTyallud U T. A., CBOErO poja MmamsTKa AJs
TalfHOT'O TOCTS — IMO3BOJISIET IPUIATh OOJIbIlIE ECTECTBEHHOCTH €T0 MOBEICHHUIO.

Komnanusi-3aka3unk cama oOmpeaenser, Ha 4YTO HMEHHO OyIeT cHaelaH akieHT B
uccieoBannu «TallHbIA TOCThY.

[Tpumep
Cuenapuii «IIpoBepka KOMMYHUKATHBHBIX HaBBIKOB

Curyauus 1

Kimuent obpamaercs ¢ mpock00il K aMUHHACTPATOPY TTOMOYb B BhIOOpe HOMepa. B TeueHue
pa3roBopa KJIHEHT «IepedupaeT» pa3Hble KaTerOPUU HOMEPOB, MPOCUT OMUCATh KaXKIbIM U3 HUX U
oJIpOoOHO OOBSCHUTH UX OTIMYKE JIPYT OT JAPYTra, BhIpaKaeT COMHEHHMsI IO TIOBOJY YPOBHSI CEpBHCA,
BBICKA3bIBAET BO3PAXKEHUSI OTHOCHUTEIbHO HEOMPAaBJaHHO BBICOKUX II€H, MPOBEpSET 3HAHUE
COTPYAHUKOM TOCTHHHIIBI aCCOPTUMEHTA YCIIYT M II€H, XBATUT KOHKYPEHTOB W CPAaBHUBACT C HUMHU
JTAaHHOE TMPEANpPHUSITHE, MPOBOIMPYET COTPYAHUKA («y Bac BCE IUIOXO», TpeOyeT yciayr u KomdopTa,
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XapaKTEPHBIX JUI TOCTHHUI] 0oJiee BHICOKOM KaTeropuu), yCTaHABIMBAET YPOBEHb OOCITY)KUBAHHS B
LIEJIOM.

1-i1 Bapuant: nocne 10—15-MuUHYTHOro pasroBopa KJIMEHT OTKAa3bIBAETCA OT 3acelCHUs U
HOKHJIaeT FOCTHHHUILY.

2-i1 BapuaHT: KJIMEHT COIJIAIIAETCS HA IOKYNKY U IIOAPOOHO OTCIIEKHUBACT MPOLECC
noceneHus, Habogast paboTy IPYrUX COTPYJHHUKOB 32 CTOMKOM perucTpanum.

Curyarus 2

KnuenT B pecropane B mporiecce BbIOOpa MOAPOOHO paccrpammBaeT opuIlMaHTa O Crocooe
NPUTOTOBIICHUST W coaepkuMoM 8—10 Oxroa, MPOCUT 3aMEHUTh KaKOH-TMOO WHIPEIUCHT WIIH
NPUTOTOBHUTH OJIFOJI0 HE M3 MEHIO PECTOpaHa, BBICKA3bIBACT IMOKEIAHUE YBEIMYHTH/YMCHBIIUTD
TPOMKOCTh (DOHOBOH My3BbIKM B 3alie, MPEObSBISCT MPETEH3UH K BKYCYy, TeMIepaType,
MOCJICIOBATEIBHOCTU TOAAa4YM OJIF0J] U HAIUTKOB, K CyMME BBICTABJIICHHOI'O CYETa, OTKA3bIBACTCS
OTUTATUTh KaKoe-T1O0 OJIFOI0 U T. 1.

B kaxmoi CHUTyalldd OTCIICKHBAIOTCS YMEHHS COTPYAHHKA IPABHILHO YCTaHABIUBAThH
KOHTaKT C T[IOCCTUTENIEM, BBIACIATh MPEUMYIIECTBA CBOEH TOCTHHHUIBI/TIPOAYKTA/yCIYTH,
CTUMYJIUPOBaTh  KIWEHTa K  COBEPUICHHIO  MOKYNKH.  JIOMOJHUTEIBHO  OICHHBAIOTCS
KOMMYHHKA0EIbHOCTh, CTPECCOYCTONYMBOCTD, JIOSUILHOCTh MEPCOHANIA, YMEHUE Pa3pellaTh kKajloObl,
paboTaTh C BO3pAKECHUSIMH U MPETCH3USIMH KJIMEHTOB, BEIXOIUTh U3 KOH(PJIMKTHBIX CUTYaIlUH.

KonTtpons kauecTpa

KauectBOo coOupaeMoii wHpOpMalmu — YCJIOBHE YCHEIIHOCTH Tporpammer  Mystery
Customer. Jlns koHTposss (DaKTUYECKOTO BBINOJHEHHS BH3MTOB TaWHBIMU TOCTSMHU HCIOIB3YHOTCS
pasIMyHbIe METO/IbI: (PUKCAIIUS MMEH COTPYIHUKOB, cueTa/deku (TIPU COBEPIICHUH MTOKYIIKH) U JP.

EnuHCTBeHHBIN €HOCO0 TOOUTHCSI BBICOKOTO KadyecTBa BBIOJHEHHs TporpaMmbl Mystery
Customer — oOpaTHTbCs K TPOPECCHOHATHHOMY TPOBAIEPy JTaHHBIX YCIYT.

Ananu3 uHpopmManuu

AHAIUTHYECKUI TUTaH pa3pabaThIBaeTCS 3apaHee W BKIOYACT IMEPEYCHb M THITOJOTHUIO
BbIXOTHOW mMH(popMmariu. Kak mpaBuio, aHanutudeckue TexHuku B Mystery Customer HecioKHBI.
Tax)ke BaKHBIM aCIEKTOM 37IeCh SBJISIETCS CKOPOCTH BBOJa M 00OpaOOTKM HH(MOPMAIIUH, YTO
NPEJONPEEIAET aKTYATbHOCTh M «CBEXKECThY MOJIyUeHHOW MH(OPMAIINH.

Hcnons3oBanue uHpopmManuu

[Tocne mepemaum 3aka3uuky otdera (dopma OTYETa MPEABAPUTEIBHO COTIIACYETCs) IO
ouepeIHoN BoyHE (3Tamy) nporpammel Mystery Customer, nadopMmalis 00s3aTeabHO JO0KHA OBITh
UCTIOJIb30BaHa BHYTPU OpPTraHU3aIlK 3aKa34nKa.

ITpumep

ITo mroram aknuu «TalHBIA KIMEHT» PYKOBOACTBO F'OCTUHUYHOIO NMPEAIPUATHS IOIY4YaeT
OTYEeT, B KOTOPOM OYIyT OTpaXKEeHBbI:

Bce aransl B3auMOIeHCTBUSA C KIIMEHTOM:

* Kak COBEpIUAETCs IEPBUYHBIN KOHTAKT;

* HACKOJIbKO I'PaMOTHO BBISCHSIOTCS MOTPEOHOCTH KIMEHTA; UCII0JIb30BaHNEe NHPOPMALINN;

* 3HAET JIM IEPCOHAJI IIPOYKTOBBII ACCOPTUMEHT U LIEHOBYIO IIOJIUTUKY TOCTUHULIBL;

* HA YTO JeNaeTcsl aKUEHT MU MPeJICTaBICHUN MTPOAYKTa FOCTUHUIIBI/TIOKa3e HOMEPOB.

W B 1ienoM coOII0at0T JI COTPYIHUKH TPeOOBAaHUS PYKOBOJCTBA OTHOCUTENIBHO KayecTBa U
CTHJIS 00CITY>KUBaHUS.

CunbHble U crabble CTOPOHBI KOHTAKTHOTO MepCcoHala MpH OOLIEHUN C KIIMEHTaMU.

YMeHus 1 HaBBIKU pa3pelaTh CI0KHbIE U KOH(DINKTHBIE CUTYalLlUU.

[TocnenponakHoe 00CITy)KUBaHUE.

[Tpumep
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OdeHb BaXHO, UTOOBI 3apaHee OBUIM OMPECIICHBI BUIBI PEIICHUN, KOTOPbIE OYAYT MPUHSTHI
Ha OCHOBE T€X WJIM MHBIX Pe3y/lbTAaTOB (HAMpuMep, MOOILIPEHUE U paclpenieeHue MpeMHuil cpeau
COTPYIHHKOB) — TO, YTO B MapKETHHIOBBIX HCCIICJIOBaHUSIX MPUHATO HaszbiBaTh action standard.
Takxe HeoOXOIHMMO 3apaHee OIpeleinTh aapecaToB HHQOpPMALMKM — 3TO MOTYT OBITH OTHEIN
MapkeTHHra (00IIMe TEHIEHIMU B CEpPBHUCE), JAUPEKTOp MO TepcoHay (MHACKCHI CEpBHCA IS
noJipa3/iesieHui), pyKOBOAUTENHU CIY:KO M MoApa3ieieHui (JUarHoCTHKa HEI0CTaTKOB M0 KaXIOMy
MO/APa3/ICNICHUIO).

Ha ocHoBaHuMM oOTYeTa [enaroTcsi CBOEBPEMEHHBIE BBIBOJBI 00 YpOBHE KBaIH(PUKAIUU
nepcoHaysa, paboTaromero C KIUEHTaMH, O COOTBETCTBUU COTPYAHHKOB 3aHUMAaeMbIM HMH
JOJKHOCTSIM M BO3MOXHBIX II€PECTAaHOBKAaX /Jisi MOBbIIEHUS 3(G(EKTUBHOCTH HX paboThl, O
JOAJIBHOCTH U MOTHBUPOBAHHOCTHU CO-TPYAHHUKOB (3T0 IMOMOXKET IMPU CO3MAHUH KOJUICKTHUBHBIX H
WHAUBUAYAIbHBIX MPOTrpaMM MOTHBAIlMHU), O AalIbHEHIIEM pa3BUTHM IepcoHana (Kakoe U KoMy
TpebyeTcst 00ydeHue).

MOHHUTOPUHT U3MEHEHUH

YcioBre ycrenrHocT MporpaMMbl — IMOCTOSTHHOE TIOBTOpeHue dTanoB. [Iporpammer Mystery
Customer > dexTUBHBI UL MIPU PETYISIPHOM BbINONHeHUU. Hanbonee oObIYHAS MEPUOAUYHOCTD
— OT €XEMECAYHOM 10 €KEKBAPTAIbHOM.

[Ipumep
TunuuHass JUHAMHKA YPOBHS CEpBHCAa Ha MPEANPUATHH TPH BBIIOJIHCHUH MPOrPAMMBI
Mystery Customer/Shopping otpaxeHa Ha cieayomiei cxeme (PUCYHOK 5).

OHHaMHES YPOBEHA CepPEMCa NPH BbINONHE HHH NpOrpamybl
Mystery Shopping
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Me BEONHLI NPOrpamMLb

PucyHnok 5 — rpaduk 1uHaAMMKH YpOBHS CE€pBHCA

Kaxk BuzmHO U3 rpaduka, ypoBEeHb CEpBUCA YBEIMYHBACTCS yXKE TIOCIIE 2-if BOJIHBI IIPOTPaMMBI.
Crenyer HOMHHTB, YTO, TIO OIIBITY PsiZa areHTCTB, ClenUalu3upyonmxcs Ha Mystery
Customer/Shopping, ypoBeHb cepBrca (MIPH BOJIHAX MTPOrPaMMbl HAYMHAS C 3-i) 0CTAaeTCs BHICOKUM
JIMIIb TIPU TAJIbHEHIIIEM BBITIOJIHEHHU TIPOrpamMMBL. [IpH ee mpekpaimieHnu ypoBeHb CepBHca MmaaaeT
yXKe gepe3 2—3 Mecsna, U 4epe3 TOoJ1 WM JJaKe paHblIIe BO3BPAIIACTCS HA HCXOAHBIH YPOBCHb.

CroumocTtb BHenpenus mporpammbel Mystery Customer oTHOCHTENTFHO HEBBICOKA B
CPaBHEHHUH C IPUHATHIMHU PACIIEHKAMH HAa MApKETHHTOBBIE UCCIIEJOBAHUS, 1, KAK CBHCTEIBCTBYET
OTIBIT, IpaKTUUYeCKU 3P PexT oT nmporpammsl Mystery Customer orpomes.

3ananue
Pazpaborats yek-nmuctsl B popmate JJTA/HET nns puxcanuu BITTOTHEHHS CTaHIAPTOB

cepBuca:
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Menemkepa TyphUupMBI
['opHr4HOI B TOCTHHULIE
Odunmanra

IIpakTnyeckoe 3ansTue Ne8
Meton keiic-cTaau « BHyTpeHHUIT KOHTPOJIb)

KoHTpons 03Ha4yaeT peryiupoBaHUE IEATENbHOCTH OpraHu3allMd TakuM 00pa3oM, 4TOObI
YCTaHOBJICHHbIE €I0 IIOKA3aTeNId OCTaBalUCh B IpUeMIIeMbIX mpenenax. be3 mnomoOHOro
peryaupoBaHUs OpraHM3alMU HE CMOTYT MOJIy4aTh MH(POPMALUIO O TOM, HACKOJBKO YCHEIIHO OHHU
JEHCTBYIOT C TOUKHM 3pEHUS UX cTpaTernyeckux rened. Cucrema KOHTPOJISI O3BOJIAET CPaBHUBATh
IIOJIyYEHHBIE €10 ITOKA3aTeNH! € 3a-IUTAHUPOBAHHBIMU.

WHCTUTYT BHYTPEHHUX ayAWTOPOB OIpeNeNseT KOHTPOJIb Kak Jroboe JelcTBue,
IpENPUHIMAEMOE PYKOBOJCTBOM JUIsl Han0oJiee BEPOSITHOTO JOCTHXKEHUS IIOCTABICHHBIX LEJIeH.

OH yKka3bIBa€T, 4YTO KOHTPOJIb MOKET ObITh:

® [IPEBEHTUBHBIN: MIO3BOJISIET IPEAOTBPATUTH HEXKETaTeIbHbIE COOBITUS;

® BBISIBJISIFOLIUI: [TO3BOJISIET BBIABIIATH U KOPPEKTUPOBATH HEXKEJIATEIbHbIE COOBITHS, KOTOPhIE
YK€ IIPOU30LLIH;

® TUPEKTUBHBIN: MO3BOJISIET IPOU30MTH XKeJaTeIbHBIM COOBITHSIM U CTUMYJIUPOBATh UX.

KoHnenuusi BHYTpEHHETO0 KOHTPOJSI SIBISETCS OCHOBOMoOJiararomied uid 3>PpQPeKTUBHBIX
JneicTBUIl  J1000M  XO3SIMCTBEHHOM  eAuHMIbL.  KaxkaoMy pyKOBOAMTENIO, IUIAHUPYIOLIEMY,
OpPraHU3YIOIEMY U KOHTPOJIUPYIOIIEMY padoTy Mojapa3AeieHus WIN LeJoro NpeupusiThs, JOIKHO
OBITh TOHATHO, YTO OJHUM U3 YCIOBHH J(PQPEKTHBHOTO YIPABICHUS SBISETCS ITOCTOSHHOE
HoJydeHrne oOpaTHOM CBSI3UM O Ipolecce W pesysbraTax JesTeabHocTH. C caMoro Havajna cienayer
IIOCTPOUTH CHCTEMY ITOCTOSIHHOTO KOHTPOJISA, OTCIIEKUBAHUS IMPOLIECCa BBIITOJIHEHUS €ro 3aJaHus U
aHaJu3a MPOMEXYTOUHBIX PE3yIbTaTOB. Y PYKOBOJUTENS JHOO0T0 NPEANPHUATHUS €CTh ONpeAeIeHHas
CHUCTEMa YIPABJICHMS, COIVIACHO KOTOPOM NPHUHHUMAKOTCS PELICHMS, pEealn3yercs IPOAYKT, a B
pe3ynbTaTe JOCTUTAKOTCS WU HE JOCTUTAKOTCS LIEH.

OTarnsl npouecca KOHTPOJIsS
BHe 3aBUCHMOCTH OT BHJ]a CHCTEMBI KOHTPOJIS B IIPOIIECCE KOHTPOJIS CYIIECTBYET HECKOIBKO
OCHOBHBIX 3TaIOB (PUCYHOK 6).

3 CpanHuts 4 OuemuTs
1 ¥cranoeuTe 2 I':i'::z::'c“ | |  AOCTHIHYTHIE MPPEKTHEHOCTS,
CTaHpapTs qunq:renmunu NOKAIATERH H NPEANPHHATE
CTaHOApTH BEHCTEHA
¥ L] Y
Mogaepmats OrtroppextHpoBate Hamepure
CTaTyc-KBo OTKACHEMHE cTaMfapTs

Pucynok 6 — Drarsl mporecca KOHTPOJIS

[TepBrIit aTanm — ycTaHOBIIEHNE KPUTEPUEB: CTAHIAPTOB M IMOKAa3aTeJIeH BHIMOTHEHUS Pa0OThI
Kax npaBuiio, KpuTepuu onpenesnsitoTcsi COrJacHO UMEIOIIENCS MUCCUU KOMIIAHUU U JTOJIKHBI
COTJIACOBBIBATHCS € 3a/la4aMH opraHu3anuu. KOHTpOIbHBIN cTaHAApPT — 3TO TUIAHOBBIM MOKA3aTeNb,
C KOTOPBIM OYAYT CpaBHHMBATHCS PE3YNbTAThl AEATEILHOCTH. B camoM Hayane paboThl HEOOXOIUMO
BBIPa0OTaTh TOKA3aTeN, MO KOTOPhIM B (puHANEe OyaeT BUAHO, JOCTUTHYT JIM PE3YIbTaT, a TaKKe
ONPEAEIUTH «TOYKHA KOHTPOJISI», BEAb €CIIM KOHTPOJIUPOBATH BECH ITPOLECC HENPEPBIBHO, TO CUCTEMA
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KOHTpPOJIsI 00OHAETCS OpraHu3aIlii JOpOKe, YeM cama JesATeNIbHOCTh (3aTpaThl BPEMEHH, JICHET,
paboThl moxaei). CTaHmapThl TakkKe HEOOXOIWMBI NJis OmMpeneeHus: mokaszarenei 3¢ pexTuBHOCTH
JESTEIIbHOCTH, TaK Kak JaloT WH(AOPMAIMI0O O TOM, HACKOJBKO XOpOIIO KOHTPOIUPYETCS 3Ta
NeSITeITbHOCTD.

N3mepenue 3pPpeKTUBHOCTH NEATEIHHOCTH

BropeiM 3Tamom mporecca KOHTPOJIS SIBIISIETCST U3MEpeHHe P PEKTUBHOCTH JESATEIBLHOCTH,
HanpuMep, HACKOJIBKO TOYHA paboTa CIyKamero, KakOB YypPOBEHb HEydad B OTACIBHBIX
HoJpa3lieNiecHusix U T. 1. M3mepeHne 3(hQGEKTUBHOCTH SIBISICTCS TOCTOSHHOW TEKYIICH 3amadeid.
[Tokazarenu 3(HEeKTUBHOCTH AOKHBI OBITh 0OOCHOBAaHHBIMU. DTO 3HAYUT, YTO JTOJDKHO U3MEPSATHCS
TO, YTO HY)KHO.

[Tpumep

KomnyecTBO BCTped, IPOBEACHHBIX KaXIAbIM MEHEIKEPOM OTZAENIa MAapKETUHIra U IPOJAX B
OTeJIE U Ha BBIE3/IC B TCYCHHUE MECSL.

HoBble 1 moTepsiHHBIE KIMEHTHI OT/eNA (C yKa3aHUeM MPUYHH IOTepu Ou3Heca).

KonnyecTBo/MpoLIeHT BBINOJHEHHBIX CTaHJAPTOB IO TeKylled yOopke HoMmepa, BCTpeud U
PETUCTpAINH TOCTS, BBIE3/1a TOCTSI, IPOIeyphl OPOHUPOBAHUS 110 TeIe(OHY U T. II.

CpaBHEHHME TOCTUTHYTHIX PE3YJIbTATOB U YCTAHOBJICHHBIX CTAHAAPTOB

Tpernii 3Tam — @poLecC CpPaBHEHUS JOCTUTHYTBIX pe3yJbTaTOB M yCTAaHOBIIEHHBIX
CTaH/apTOB.

Ilepuon, 3a KOTOpPBIM CpPaBHHUBAKOTCA I0OKAa3aTe€lIW W CTAHAAPTHI, 3aBUCHT OT MHOIHX
(bakTOpOB, BKIIOYAs BaXXHOCTb M CJIOXHOCTb JEATEIBHOCTH, MHOJBEpraromieics koutpousto. Jlis
CTaHJApTOB, YCTAHOBJCHHBIX Ha JUIMTEIbHBIE CPOKM, M CTAaHAAPTOB BBICOKOI'O YPOBHS MOTYT
HNOJIXO/AUTh TOJIOBBIE CpaBHEHUsA. B npyrux oOcTosTenbcTBaX HEOOXOAMMBI CpaBHEHHs 3a Oojee
KOPOTKHE TIepUOJbl BpeMEHH. | 1aBHOE B KOHTpOJIE — aJeKBaTHasi oOpaTHas cBs3b. VH(popmarms
JIOJKHA OBITh MOJTHOM, TOYHOH U, TJTABHOE, CBOEBPEMEHHOM.

Kpome Toro, mHpopmaius nomkHa OBITH MPENOCTaBICHAa MMEHHO TOMY YEJIOBEKY WIIH
OTJeNly, KOTOPBIA B HEH 3aMHTEpecoBaH M KOTOPBIM KOHTpoiupyer mpouecc. IloHsaTHO, yTo 0e3
MOIIIHBIX HWHTETPUPOBAHHBIX HH(GOPMAIMOHHBIX CHUCTEM YIIPaBICHUS PEIIUTh TaKyl 3aJady
HEBO3MOXKHO.

B koHTpone O4YeHp Ba)kHa BO3MOXKHOCTH BJIMATH Ha XOJ IMpOLECCa: B CIydae 3aMETHBIX
OTKJIOHEHUI JIOCTUTHYTBIX pe3yJbTaTOB OT CTAaHJApTOB HEOOXOAMMa aJeKBaTHas pPeaKIHs
PYKOBOJCTBA.

MeHekep N0JIKeH:

® 3aUKCHPOBATH OTKIOHEHUE;

® OLIEHUTh, HACKOJIBKO OHO 3HA4YMMO;

® [I0JIyYUTh BCIO BO3MOXKHYIO HH(OPMALIHIO IO BOIPOCY.

Br10op neiicTBHi O CTOPOHBI PYKOBOIUTENS

UYeTBepThlii Tann — ompeaeaeHrue HeoOX0IMMOCTH KOPPEKTUPYIOLIUX JEHCTBHUI CO CTOPOHBI
pykoBojuTens. PemieHus, Kacaromuecs BbIOOpa JAEHCTBHM, NpeaycMaTpHBaIOT MpHBIICYEHUE
AQHAJIUTUYECKUX U TMATHOCTUYECKUX HABBIKOB YIIPABIISIOIIETO.

[Tocie Toro kak moKa3aTend OBUIM COIMOCTaBIEHbI CO CTaHJIApTaMH, BO3MOXXEH DI
IEeWCTBHIL:

® [IPUHATO pELICHUWE HUYErOo HE JenaTb WM IOAJNEPKUBAThb CTaTyc-KBO. Takoil BapHaHT
BO3MOXEH, KOrja (pakTHYECKHe MOoKa3aTeI B OCHOBHOM COOTBETCTBYIOT CTaHJapTaM, WM €CIH
CIIy4yMBILI€ECS OTKJIOHEHHE — pe3ynbTaT (aKTOpPOB, HE CBSI3aHHBIX C MEXaHU3MOM YIIPaBJICHUS
OPENPUATHEM WIN CITY>KOOH, UM XKe OHO SIBJISETCS CIy4alHbIM cOoeMm;

® KOPPEKTUPYIOILIUE AEUCTBUS HEOOXOIUMBI, €CITH OTKJIOHEHHE 3HAUNTENbHO. PyKoBOAUTEND
MOJKET HayaTh YCTpaHEHUE OTKJIOHEHWH, €CIM OHU MOSIBWJIMCH B pe3ylbTare Mpo0iieM B CTPYKTYpe
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Komranuu. KoHTponb ompenenseT HEOOXOOUMOCTh BHECTH WM3MEHEHUS] — PYKOBOJAUTENb HX
UHULIUUPYET;

® H3MECHEHHE YCTAaHOBJICHHOTO  CTAaHJApTa/lepecMOTp  CTaHIAPTOB  MOXET  OBITh
HEOO0XOAUMBIM, €CJIM BHayajle ObLI YCTAHOBJIEH CIIMIIKOM BBICOKMHM WJIM HU3KMH cranHaapT. Kpome
TOTO, CTAaHIApPTHI, KOTOpPBIE TOYHO COOTBETCTBOBAIM, KOTJAa OHM OBUIM YCTaHOBJIEHBI, MOTYT
noTpe0oBaTh KOPPEKTUPOBKH, TAK KaK U3MEHUIIMCh OOCTOSATENILCTBA.

[Tpumep

Ecan y ropHMYHBIX €XKEIHEBHO MOCJIe OKOHYAHHUS YOOPKHM HOMEPOB PETYJSIPHO OCTAeTCs
HECKOJIbKO YacoB CBOOOJHOIO BPEMEHH, 3TO TOBOPUT O TOM, YTO CTaHAapT ObUT yCTaHOBJEH
HernpaBuibHO. HO ecniu HUKTO M3 mepcoHana He COCOOEH BBIMOJIHUTH HOPMY — 3TO TOBOPUT O TOM
Ke.

B ycnoBHsSX SKOHOMHUYECKOTO KpH3uca, PUHAHCOBOI HECTAOMIBHOCTH, OCTPON KOHKYPEHIIUU
U CHI)KEHMS JOXOAHOCTHU ONEpaluid NPUMEHEHUE KOHTPOJS B BHJIE LEIOCTHOM CHUCTEMBI SIBISETCS
peaTbHBIM KOHKYPEHTHBIM NMPEUMYIIIECTBOM TOCTUHUYHOTO MPEIPUSATHUS.

BuyTpeHHUl KOHTPOJIb TO3BOJISIET OpraHU3alNK:

® T[IPUCIOCOOUTHCS K U3MEHEHHSIM 00CTaHOBKH;

® OIpaHUYUTH HAKOIUICHUE OIMHOOK;

® CIIPaBUTHCS C MPOOIEMaMH OPTaHU3ALMOHHOTO XapaKTepa;

® MHUHHMHU3UPOBATH 3aTPATHI.

Pa3paboTka 1 XapakTepUCTUKU CHCTEMbI BHYTPEHHETO KOHTPOJIS

[Tpu pa3paboTke U BHEAPEHUN CUCTEMBI BHYTPEHHETO KOHTPOJISI HEOOXOAUMO YUUTHIBATD PSiJI
BaXHBIX (PaKTOPOB.

AnHanm3 00CTaHOBKH, B KOTOPOW OCYIIECTBIISICTCSI BHYTPEHHHI KOHTPOJIb

Urobsl cucteMa KOHTpousis paboTana 3dexTuBHO, eii HeoOxoauma monnepxkka. Cucrema
NONJEPKKU  JIOJDKHA HauuHaTbhesd cBepxy. CucreMa BHYTPEHHEro KOHTpOJdsl He Oyner
(YHKLIIMOHUPOBATh, €CIIM KOHTPOJIEM MOCTOSIHHO IMpPEeHeOperawT U eciau TpeOOBaHUS COOTBETCTBHUS
HOpMaM MOJIeP>KUBAIOTCS JIUILb Ha cioBax. CucTeMbl KOHTPOJIS AOJKHBI OAJIEPKUBATHCA Ha BCEX
YPOBHSIX OpraHu3aluu. JTa NOAJIepK-Ka YCTAHABIMBAETCS HA IPUMEPE U HA MPAKTHKE.

Kaxnprit cimyxamuii B TOCTHHHUIIE JIOJDKEH OBITh B Kypce TpeOOBaHMM U JOJDKEH
MOJJIEP>KUBATh CTAHAAPTHl KayecTBa B MPOM3BOACTBE MPOIyKTa (HAlIpUMep, IPUTOTOBJICHHUE OJr0/1a B
pecTopaHe) WM MPeI0CTaBIEHNUN YCIYT.

CooTBeTcTBHE 33a4aM OpraHu3aluu

PykoBOJICTBO [OMKHO MOHMMATh, YTO CHCTEMa KOHTPOJS BHOCHUT BKJIAJ B YCIIELIHOE
noctkenue menedt. [loromy cuctema KOHTpoNs JoMkHA OBITh pa3paboTaHa Tak, 4YTOOBI OHa
COOTBETCTBOBaJIa LIEJISIM WU 3ajJayaM opraHuzanuu. Ecim mnpoueccom pa3paOOTKH MpPaBUIBHO
YIPaBIsATh, MEXAHU3MBI KOHTPOJIS B TJIa3aX CIYKalUX OyIyT BBIISAIETh CKOPEE B TO3UTUBHOM, YEM
B HeraTuBHOM cBeTe. [Ipu pa3paboTke MeXaHU3MOB KOHTPOJISI OUYEHb BaXKHO JOBECTHU MX 3HAUEHUE U
BXHOCTh JI0 BCEX CIYyXKallMX, TakK, 4YTOObI KaXIblii MpHU3HAI HEOOXOAUMOCTh pPACHIMPEHUS
OTIpeIeTICHHBIX OT/IeJIOB, HAOopa 0co00To MepcoHana u T. 1I.

AHanus pucka

Bo3MOXHO HanuuuMe pHCKOB, CBSI3AHHBIX C pa3paboTKoil cucTteMbl KOHTposid. Yrto
NPOM30MIET, €CIM TMpOBEpKa KadyecTBa JOMYCTUT OWHOKYy? OpraHuzalMd MOTYT NPHUOETHYTh K
aHAJIN3Y PUCKA, KOTOPHIN MMOMOXKET YCTAHOBUThH CTENEHb PUCKa WJIM MOCIEACTBHSI MTPOBaja CUCTEMBI
KOHTPOJIA. DTOT aHalIM3 MOXET MPOBOJAUTHCS C TOYKM 3PEHHUS BIMAHMS Ha JOCTH)KEHHE 3a/ay
MPENNPUATHS UM HECTOCOOHOCTU JOCTUYb UX. DTOT aHaJU3 JOJKEH MPOBOJUTHCS Ha MOCTOSHHOM
OCHOBE, YTOOBI MOMOYb M30€XaTh HEMPEABUACHHBIX CHTYyalllii, KOTOPhIE MOTYT BO3HUKHYTH KakK
ciencTBue cO0sl B cCCTEME KOHTPOJISL.

AHanu3 prcka 0OBIYHO BKIIFOUYAET:
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® [IPaKTHUKY pacrpeaeseHus cObITa B TOCTHHHULIE;

e puHAHCOBOE W SKOHOMHUYECKOE 3JI0POBHE KOMIAHUH, OJIArOMOJNYYHYI0 00CTaHOBKY BOKPYT
Hee,

e 1po¢uib paboyei CHIIbl KOMIIAHHH;

® XapakTep KOHKYPEHTHOW Cpebl;

¢ JYBCTBUTCIIbHOCTb OpTraHHU3allin K HEraTUBHOM U3BECTHOCTU U CYH€6HOﬁ OTBCTCTBCHHOCTH,

e T100bIe JPyrue YHUKAJIbHBIE PUCKHU, CBSI3aHHBIE C IPOAYKTOM/yCIyraMyi TOCTHHHIIBI.

CucreMsl KOHTPOJIA, COOTBETCTBYIOIINEC CTCIICHU PUCKaA

Heo0xoauMo TpOBOJUTE aHAIHM3 3aTpaT U PE3yJbTaTOB B OTHOUICHUW KAXKIOTO MEXaHH3Ma
WK IpoucaAypbl KOHTPOJIA. I[GSITCJIBHOCTB, CBsA3aHHasA C BBICOKMM YPOBHCEM pPHCKAa U C BaXXHBIMU
3ajauyamMu, TpeOyeT Oosiee KECTKOTO KOHTPOJs, B TO BpeMsl Kak JesTEIbHOCTh, CBS3aHHAs C
HE3HAYUTENIbHBIM PUCKOM, MOXET MO3BOJIUTH ceOe CHCTeMY KOHTPOJIs 00Jiee HU3KOTO YPOBHS.

IIpumep

Uepecuyp KECTKHUH KOHTPOJb HAJ pacxoJaMd OTJelia Ha MOIOUIME CPEACTBA, TyaJeTHbIC
NPUHAIISKHOCTH U Oymary, 4To IPUBOAUT B UTOTe K AKOHOMHH Ha MOTPEOHOCTSX TOCTEH, MOXKET
HAMHOTO MPEBOCXOANTh PUCK HEMOIYYCHUS HAWITYYIIETro pe3yibTara U OyleT JHIb pa3apakaTh U
BBIBOJIUTH U3 CEOSI MePCOHA.

Hanzop u npeTBopeHue B )KU3Hb

CucreMbl BHYTPEHHEIO KOHTPOJIS JOJKHBI OBITh OOBEKTOM HAA30pa U IPUHYAUTEIBHOTO
BHeApeHusa. OT ynpaBisionmx TpedyeTcs CleUTh 32 TeM, YTOObl CUCTEMa BHYTPEHHETO KOHTPOIIS
IMMOCTOAHHO COOTBECTCTBOBAJIa 3aJadyaM OpraHu3aluu. OHH Takxe JOJIZKHBI OBITH YBEPCHBI, 4YTO
CUCTEMBbl BHOCST CBOH BKJaJ B peHTAaO0ENbHYI0 U 3(P(GEeKTUBHYIO PabOTy TOCTUHUIBI U 4YTO BCE
OMMOKH CHCTEMBI OBICTPO HCHpPABIAIOTCS. Takoil Ham30p M NPETBOPEHHE B KHU3Hb JOJDKHBI
MPOU3BOJUTHCS WM OTIAEIbHBIM COTPYJHHUKOM (HAmpuMeEp, YIPABISIONUM IO KauecTBY), WIH
nojpasiesieHueM (Tpymma KOHTPOJIS Ka4eCcTBa), KOTOPbIe OTBEYAIOT 32 KOHKPETHBIN KOHTPOJTb.

Texkymme W TMEePHOJUYECKHE MPOBEPKH SBISIOTCS BAXKHBIM AacIEKTOM JIO0O0W CHCTEMBbI
KOHTPOJII U TIO3BOJISIIOT YOEAWTHCS, YTO OHA BCE €IIe MPOAOIKAET padoTaTh PEHTAOEIBHO U
3P PEKTUBHO.

XapakTepUCTUKU CUCTEMBI BHYTPEHHETO KOHTPOJIS

Uto0bl crcTeMbl KOHTPOJsS ObUTH 3(pPEeKTUBHBIMU, B TOCTUHHUIIE HA BCEX YPOBHSX JOJKHBI
MOHMMATh, YTO OHU B OOJIBILION CTENEHU CHOCOOCTBYIOT JOCTH)KEHHIO KOPHOPATUBHBIX Lened. OHu
HE JIOJDKHBI BOCTIPUHUMATHCS KaK CHCTEMBI, KOTOpPBIE CY-IIIECTBYIOT AJIE TOTO, YTOOBI OrpaHUYHBATh
COTPYAHUKOB HUJIM BBOJAUTDH 6I0pOKpaTI/I'-I€CKI/IC periraMCcHTAaI .

OCHOBHBIMHU XapaKTEPUCTUKAMH CUCTEMbI BHYTPEHHETO KOHTPOJISI SIBIISIFOTCS:

rHOKOCTb: CHCTEMa JOJI’KHaA HpI/ICHOC36J'II/IBaTI>C5[ K HU3MCHCHUSAM B OpraHu3alnmuu MU K
oTiepausM, KOTOpbIe MPOBOJIATCS;

3(PEeKTUBHOCTD IO 3aTpaTaM: BHEAPEHUE KOHTPOIHHOM CHCTEMBI HE IOJKHO CTOUTH OOJIBIIIE,
YeM BBITOIbl, KOTOPHIE OHA JaeT OpraHU3aIuy;

O00OBEKTUBHOCTh: HauOoyiee TOJE3HOW HJis YHpaBJISAIOMUX sBIseTcss WHbopmarus 0e3
CyOBEKTUBHBIX OIICHOK;

IpoCcTOoTa: HET CMBICIAa BHCAPATH KOHTPOJBHYIO CHCTEMY, KOTOpasA TaK CJIOKHaA JJIA
MOHUMAaHHUS, YTO COTPYAHUKH HAUMHAIOT OTKA3bIBAaThCS OT €€ MPUMEHEHHsI UITH JK€ YIPOIIAIOT ee;

MOAOTYETHOCTb: KTO-TO, MHAMBUAYYM, IPYIIIIa WU OpraHu3anuda, AOJDKHBI OTBEYAThL 3a
OCYILIECTBIICHHE KOHTPOJIS;

ANHAMHU3M: CUCTEMBI MOTYT 6BICTpO ycTap€BaTrb, MOT'YT MCHATHECA TCXHOJIOTUA WM MCETOM
paboThl KOMIAaHUH. /[[MHAMIYHAS CUCTEMAa MOXKET CIIPABUTHCS C TTOI0OHBIMU H3MEHEHHUSIMU;

CAMOKOHTPOJIb: KOHTPOJBbHAs CHUCTeMa JOJDKHA, TJE€ O3TO BO3MOXHO, CIIPABIATHCS C
npobiieMaMu TI0 Mepe UX BO3HUKHOBEHHUS. Pe3ynbTarhl OIEHKH WM ayJIUTa MOTYT OBITh MOJY4YEHBI
CJIMTIIKOM TI03]THO;
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MHTETpalus: BCeraa Jydile pa3padaThiBaTh CTaHIAPTHl OJHOBPEMEHHO C IUIAHAMH, a HE
MBITaThCS pa3padboTaTh 23PGEeKTUBHBIE OPTaHbl KOHTPOJIS TOCIE TOT0, KaK TUTaHbl YK€ pa3paboTaHBbl.

3azau cUCTEMbl BHYTPEHHETO KOHTPOJISA

Cucrtema BHYTPEHHETO KOHTPOJIS BHITIOJIHSET CICIYIONIUE BAKHBIC 3a/1a4H.

[Tonnepxka meneit komnanud. OCHOBHOM NMPUYMHOW BHEAPEHUA M TMOJJICPKAHUS CUCTEM
BHYTPEHHETO KOHTPOJIS SBJISIETCS OKa3aHHE MOJACPKKH U OINPEJCICHUE CTENEHU MPOJBUKEHUS K
JTOCTIKEHUIO 1enedl kommnanuu. [IpaBuibHO paspa-OoTaHHble U (YHKIUOHHPYIOIIUE CHCTEMBbI
BHYTPEHHETO KOHTPOJIS SBIISIFOTCS HanOoliee BaXKHBIM HWHCTPYMEHTOM, C TOMOIIBIO KOTOPOTO
OpraHMu3alsl MOXET ONpPENeNsITh MPOrpecc, JOCTUTHYTHIH B OTHOIICHMM LEle KOMIIaHUU.
CucreMbl, He BBIMOIHSIOMNE dTON (HYHKIIUHU, HeI(D(HEKTHUBHBI IO 3aTpaTaMm.

Hanexunocts ¢unancoBoro ydera. CUCTeMbl KOHTPOJIS JOJKHBI OBITH pa3paboTaHbl Tak,
9TOOBI 00ECIICYNTh TOYHOCTD U IIEJIOCTHOCTh JaHHBIX. Hanmnune Hae)KHbIX (PHHAHCOBBIX M YYETHBIX
JAHHBIX Ha BCEX YPOBHSX SIBJISIETCS KPUTUUYECKUM ISl IIpoLiecca MPUHSATUS PEIICHUN B OpraHu3aluu.
[TpaBuIIbHBIE pENICHUS HE MOTYT OBITh IPUHSATHI HA 0a3e HETOYHBIX W/WIIM HCHAIC)KHBIX JTaHHBIX.

ObecnieueHne yuuTbiBaeMOCTH akTUBOB. OcHOBHas 3agada 3(P(GEKTUBHONW CHCTEMBI
BHYTPEHHETO KOHTPOJS COCTOMT B OOECICYCHHMH TOYHOTO Y4eTa, KOHKPETU3UPYIOIIETO
JEATEIbHOCTh, KaCalIIylCsd aKTUBOB KOMMaHud. OHa Mpu3BaHAa IIOMOraTh YIPABISIIOLIUM
aHAJIM3UPOBATh XapaKTep M TUIl AKTHBOB, a TAaKXE€ OIPEACNSITh CTENEeHb PHUCKA, CBA3AHHOTO C
Ka)KIbIM aKTUBOM HJIU TPYTINON aKTHBOB.

3amuTta axkTuBOB. KitoueBoil 3amadeil CcUCTEMBbl BHYTPEHHEIO KOHTPOJIS — SIBIISETCS
o0ecrieueHre TOro, 4YTOOBl IICHHOCTh AaKTHBOB JIOJDKHBIM oOOpa3oM 3amuianack. CHCTeMbI
BHYTPEHHETO KOHTPOJS JOJDKHBI Pa3palaThIBaThCS IS MEPHOAUMYCCKON (DU3MUECKON IMPOBEPKH,
MOJITBEPKJICHUS CUETOB, MPOLIEYP TEKYIEH OLIEHKH, CIIUCAHUS MOTEPb, yiepOa Uil CTapeHHUs..

[Tpu pa3paboTke ¥ MOICPKAHUU CUCTEMBI BHYTPEHHETO KOHTPOJISI HEOOXOIMMO BBITIONHSATH
BHEIIHHE 00s3arenbcTBa. Opranusaius JA0DKHA OTCISKUBATh U3MEHEHHS B 3aKOHOJATENbHBIX WIH
MPABOBBIX TPEOOBAHUSIX, YTOOBI OIPENEINTh, KaKMM 00pa3oM HEOOXOJMMO H3MEHUTh CHCTEMY
BHYTPEHHETO KOHTPOJIA.

Buasbl konTpoJs

Paccmotpum Gonee moapoOHO YeThIpe BUIa KOHTPOJIS: ONEPATUBHBINA KOHTPOJIb, (PUHAHCOBBIN
KOHTPOJIb, CTPYKTYPHBIM KOHTPOJb U CTPATErHYECKUNA KOHTPOIIb.

OnepaTuBHBII KOHTPOJIb CBSA3aH C IPOLlECCaMHU, KOTOpPble HEOOXOIMMBbI OpraHM3alUM ISt
npeoOpa30BaHuUs PECYpPCOB B MPOIYKTHI U YCIYTH.

OnepaTuBHBII KOHTPOJIb MOXKET IPUHUMATh TPU (POPMBI:

® [IPEIBAPUTENBHBIN KOHTPOJIb — COCPENOTOYMBAETCA Ha pecypcax, KOTOPbIE OpraHu3alus
MOJIy4aeT U3 OKpYyXkarolend cpefpl. Ero 3amaya — oOTCIEOUTh KAa4eCTBO WM KOJIMYECTBO JTHUX
PeCypcoB 10 MX MOCTYIUICHHs B OPraHU3aLNIo;

® TeKYIIUI (IKpaHUPYIOIIKI) KOHTPOJIb — 0OecredrnBaeT B X0Jie Mpolecca npeodpa3oBaHus
COOTBETCTBUE KadecTBa MPOAYKTAa WJIM YCIYTM YCTaHOBIEHHBIM CTaHAapTaM. OTOT THII
OIepaTUBHOIO KOHTPOJISl B 3HAUUTEILHONW CTENIEHHU 3aBUCHUT OT Mpolecca 00paTHON CBA3H;

e [IoCHeNyIOmUi  (MOCIeONnepaioHHbI) KOHTPOJIb — KOHIEHTPHPYETCS Ha oOThadye
opranuszanuu. [locne 3aBepiieHus mporecca Ipeodpa3oBaHUsl OH MOXKET 00ECHEeUUTh PYKOBOJICTBO
uHpopManuei Ut epCreKTUBHOTO TIAHUPOBAHMS.

[Tpumep

[IpenBapuTesbHBIN KOHTPOJIb:

® HaJIWYUE KOHKPETHOTO TUIIA CIIY)KAILEro (Harnpumep, MEHeIKep Mo Mpoaakam);

® YCTaHOBJICHHME CTPOTHX CTAaHIAAPTOB KaueCTBa UCIOJHEHHUS YCIYTH.

Texymuit KOHTPOJIb:
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¢ BEIOOpOYHAsl MPOBEpKa WCIOJIHEHUs (Hampumep, OpOHUpOBaHHE MO TelnedoHy) MO Mepe
IPOXOXKICHUS IPOU3BOJICTBEHHOTO MPOLIECCa;

e oOecrieueHre 0OPaTHOW CBSI3U CO CIYXKAIIMMU T10 TTOKa3aTessIM KauecTBa B XOJ€ Mpolecca
00CITy)KMBaHUS.

[Tocnenyromuii KOHTPOJIb:

e MpoBepKa KayecTBa pabOTHl 3a KOHKPETHBIM TMEpHOJ,, YTOOBI ONpPEACTUTH CTENEHb
COOTBETCTBUS CTAaHAAPTAM U YPOBEHb KOMIIETCHIIMH CITYXKAIUX;

® OILIEHKA 00BEMOB ITPOAAXK CIYXKAIUX C LEJIbI0 Bbl JaYM IPEMUN WIIM KOMUCCHOHHBIX.

@DUHAHCOBBIM KOHTPOJIb CBA3aH C KOHTPOJIEM (DPMHAHCOBBIX PECYPCOB 10 MEpE UX MPUTOKA B
OpraHu3alvio, ABIKEHHS B OpraHM3allMU U OTTOKa u3 Hee. CyIIeCcTBYET psi CpPEACTB, KOTOPHIE
MOTYT OBITh HCIOJB30BaHbl sl (PMHAHCOBOrO KOHTPOJs. OHU BKJIIOYAIOT CMETHI, (DMHAHCOBBIE
NpoBEpKH (ayauT), GUHAHCOBBIC OTYETHI M aHATN3 KO3 PHUIHEeHTOB. MBI pacCMOTPUM HEKOTOPBIE U3
HUX.

CMmeTrbl OOBIYHO YCTaHABIMBAKOTCS Uil pabO4YuX TIpyMlIl, OTIENOB, IOJApa3AcieHUul Hu
npeanpusaTis B 1esnoM. OOGBIYHBIM HEPUOJIOM SIBJIETCS TOJ, HO MOTYT HCIOJb30BaThCS U Ooiee
KOpOTKHE nepruoabl. CMeThl 00BIYHO UMEIOT JICHEKHOE BBIPAKEHHE, HO MOTYT BBIPAXaThCsl B 00BEMe
po/iaX, BpEMEHHU U T. I. BakHO cOCTaBUTh MOJIPOOHYIO CMETY, KoTopasi OyJleT y4UThIBaTh 0COObIE
XapaKTEPUCTHKHN BCEX PA3IMYHBIX BUIOB JEATEIBHOCTH, OCYHIECTBISIEMBIX TOCTUHHUIICH. JTa cMeTa
JlaeT OCHOBY, CPaBHEHHEM C KOTOPOH BBl MOXKETE BBISIBUTH, SIBJISETCS JHM peajbHasl NesTeIbHOCTb
JTydIlle Wik XyXe, ueM oxugaemas. CMeTbl 00bIYHO COCTaBIISIIOTCS Ha Oyaymuit rog. OHu OymayT
IIOKa3bIBaTh PE3YJbTAaThl, KOTOPbIE OXMIAKOTCS 3a ITOT OTHOCUTEIBHO KOPOTKHH HPOMEKYTOK
BPEMEHHU, U JIOJDKHBI OBITh CBS3aHBI C IPYTMMU TUIAHAMH, KOTOPBIE COCTaBIISIFOTCS Ha Oyyiiee.

[Ipumep

Ecnu Ou3Hec-11aH TOCTUHUIBI OTPaXKaeT OXKHMIAEMYI0 T010BYI0 npuObuib B cymme 200 Thic.
y. €., a Oonee moapoOHast cMeTa MmoKa3bIBaeT ToNbKko 150 ThIC. y. €., MeHeKep/cOOCTBEHHUK OyaeT
CTPEMHTbCS BHECTH U3MEHEHUS B 00Jiee JOITOCPOUHBIN IPOrHO3, KOTOPbIE Obl YBEIUYMIN IPUOBLID.
I[aHHI)IC MCPBI MOT'YT BKJIHOYATh CHUIKCHUC U3JICPIKCK, YBCIIUNUCHUC I[GI\/'ICTBGHHOCTI/I MapKCTHHITOBBIX
Mep WIN YBEIMYEHHE MOLTHOCTEH MOCPEICTBOM CTPOUTEIHCTBA.

OTHpaBHBIM MOMEHTOM B COCTaBJIEHHUHM OOJBIIMHCTBA CMET JJIA TOCTHHHUIIBI SBJISICTCA
COCTaBJIEHUE CMETHI peasIn3aliu.

[lepeuenr orpaHuuMBaOMUX (AKTOPOB, KOTOpBIE JOJKHBI OBITH PAaCCMOTPEHBI IPHU
YCTAHOBJICHUH 00bEMa peain3aliy, BKIYaeT:

® MOIITHOCTHU IT'OCTHHHUIIBI;

® IOTPEOUTENIBCKUM CIIPOC;

® KOHKYPEHIMIO APYTUX MPEATPUITHH.

Bosnpmras gacte cMeTHI TOCTHHUIIBI 6YI[GT 3aBUCCTh OT YCTAHOBJICHHOI'O YPOBHA pcajin3aluu.
Ecnu mporHosupyercss CIMIIKOM BBICOKMH YpPOBEHb, MOXKET IOHAOOMTHCS JIOTOJIHUTENIbHOE
IMMPUBJICYCHUC TIEPCOHATIA U YBCIIMUCHUC MOHIHO-CTGI\/'L KOTOPLIC B HaHBHeﬁmeM HE 6y21}IT ITIOJIHOCTBIO
UCIIOJIb30BaThCs, YTO MOBJIEUET 3a COOOM HEHY)KHBIE U3/IepP>KKU. B paBHOI cTenenu, eciau 3Tu HuQpsbI
6YJIYT HEAOCTAaTOYHO BBICOKH, TO HUTOIHM ACATCIIBHOCTH TOCTHHHIBI OKaXYTCAd HHXKE, YEM Y
KOHKYPEHTOB, 4Yel TMepcoHall TMPHJIOXKWI OOoJblle YCHJIMH JUId BBIIOJHEHUS CBOMX Oolee
TpeOOBATEIBHBIX CMET.

[Tpu ycTaHOBICHUM YPOBHEW peau3aliiy He CIeAyeT HCIOJIb30BaTh JaHHBIE MPOIIJIOro roja
B KQUECTBEC eHHHCTBeHHOﬁ OCHOBBI IJIs1 MPHUHATHA PCHICHUA. KpOMe HCTOPUYECCKUX JTAHHBIX UMCIOTCA
TaKkxke JApyrue (akTopbl, KOTOpbIE JEHCTBYIOT B KaXKJIOM IEpHOJEC U JIENAI0T €ro OTIMYHBIM OT
HKBUBAJICHTHOTO TIEPHO/Ia MTPEIIECTBYIOIIETO TO/Ia.

CocraBieHne CMEThl Ha HYJIEBOM OCHOBE — 3TO METOJ MPECKa3aHUs pe3yIbTaToOB, KOTOPBIN
HAQYWHACTCA, KaK U CBUACTCIBCTBYCT €0 Ha3BaHUC, C HYJIA U NPEACTABIISCT KAPTUHY ACATCIBHOCTHU
32 KOHKPETHBIN MEePHOI.
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[Tpumep

Menemkep 1Mo npoaakaM/MapKeTHHTY MOXKET OLEHUTh YPOBEHb PeaNIM3aIiH, U3ydas KaxIbIi
CErMEHT PBIHKA W TPEICKa3bIBasi KOJMYECTBO HOMEPOB, MPOIaBAEMBIX KXKIYIO HEleo. MeHemKep
MPOCMOTPUT JIaHHBIC MPEAIIECT-BYIOIETO I0/1a IS OIICHKH BEPOSITHOTO 00beMa pealin3ainuy, HO OHH
HE JOJDKHBI HCIOJB30BaThCs 0€30r0BOpoYHO. OO0sS3aTENbHO HYXHO Y4YeCTh, HACKOJBKO BEJIHMKA
BEPOSATHOCTH MOBTOPEHUS (DAKTOPOB, KOTOPHIC BIUSIN HA 00BEM MPOJIAXK B MPOIIJIOM IOy, U KAKOBO
BEPOSTHOE BIMSIHUE APYTUX (HaKTOPOB (Hampumep, OOJIbITNE MacCIITa0bl MAPKETHHTA).

Korna cmerHblif 00beM NpoJiaBaeéMbIX HOMEPOB OINPEAETICH, MOXKHO OINPENeINUTh, Kakou
0o0opoT OynmeT AOCTHTHYT KaKIOW CiyxkO00i, mpUHOCSIIEH BBIpY4Ky. HekoTopbie ciry:xObl OyayT
IIOYTH IOJIHOCTBIO I10JIaraTbCs Ha YPOBEHb 3aHATOCTHM HOMEPOB, a ApYyrue, HalupuMep, TOPrOBHIE
TOYKHU CIYObl TUTAaHUsA, OYAYT MOTy4aTh BEIPYUKY €IIl€ U OT JIUI, HE MPOKUBAIOIIUX B TOCTHHHUIIE.
Peanu3zanus B 3TUX 00/1aCTAX ONpenesieTcsl aHaJOrMYHO Pealn3alui B OTHOLIEHUH HOMEPOB.

O0beM peann3allMM TAK)KE OKA3blBAET BAXKHOE BIMSIHME HAa BCE IEPEMEHHBIE H3JIEPHKKU
TOCTUHUYHOIO MPEANPUATHS, TaK KAaK OHM M3MEHSIOTCS B3aMMOCBS3aHHO JApyr oT napyra. Ha
IPOCTEHIIEM YPOBHE Ha OCHOBE BBIPYUKH MOXHO PAacCUMTATh ONEPALlMOHHBIE PAaCcXO[bl, YUUTHIBAs
HOJYYEHHYIO BAJIOBYIO MPUObUIb B MPOLIEHTaX U YPOBEHb HEOOXOIUMOI0 MepcoHasa s MOJydeHUs
3TOro 00beMa MPoIaK.

Takum o0pa3zoMm, Ioay4yaeTcs CMETHas OIlepallMOHHAas MpUOBLIb MO  CIyX0aM u
NOJpa3IeIEHUsIM TOCTUHUIIBL. OTnepanuoHHbIE CMETHl Ui CIY)XKObl HOMEpHOTro (hoHHa, CITyKOBI
OUTAHUS W OPOYUX OT/AEIOB, HNPUHOCALIMX BBIPYUKY, OyIyT KIIIOUEBBIM MOMEHTOM IIpolecca
cocraBieHuss cmeT. Eciau umerorcss naHHble 00 o0beMe MPOAAKM NOMELIEHUHN A OaHKETOB U
KOH(pepeHIMH, 11es1eco00pa3HO COCTABICHUE CMETHI U AJISl 3TOr0 OTAela. XOTS CMEThl COCTaBISIOTCA
JUI KaXJIOTO OTJelNa, BCS TOCTUHHUIA JIOJDKHA paboTaTh Kak €IWHas MPOW3BOACTBEHHAs €AMHUIA.
CyleCTBEHHBIM MOMEHTOM SBJISIETCS KOOpAMHAIMS pabOThl BCEX CIIyKO, OpUEHTHPOBAHHBIX Ha
[OJIy4Y€HUE BBIPYUYKHU, U IIPOUYUX OTIEIIOB.

Bes cucrema coctaBiaeHHMs CMET JOJKHA IO3BOJIATh MEHEDKMEHTY TOCTUHUIIBI BUJIETh, TIE
MO>KHO MPOU3BECTH YIYUIlIEHNE B UCTIOJIb30BaHUU UMEIOIINXCS PECYPCOB.

[Ipumep

CMmera peanuszany MOKET BBISIBIIATH DJIEMEHT 3allaCHBIX MOIIHOCTEN B SIHBape, U MEHEIKED
TOCTUHHIBI JOJIKCH PCHINTL, MOXKHO JIM IPEBPATHTH TAKHUE 3allaCHBIC MOIIHOCTH B JOIMOJIHUTCIIBHYIO
BBIPYUKY, HalpuMmep, MOCPEACTBOM peKJIaMbl MOMEIIEHUH [uIs KOH(epeHIHH u OaHKETOB H
npejiaras IMoJIb30BaHHE MMU B TE€YEHHUE 3TOT0 MepHoja IOo ropas3io Oosiee HU3KOH IIeHEe, YeM B
o0plyHOM ciydae. Korna Takne M3MEHEHHs COIVIAaCOBaHBI, CMETa Ka)/I0r0 ONEpPaIlMOHHOIO OT/AeNa
MOJKET OBITh U3MEHEHA JUIs yueTa 3¢ (eKTa yBEeIMUUBIIETocs crpoca.

CMeThl OJKHBI OBITH COCTaBIEHBI B TOW e (opme, YTO U MOCIEIYIOUIME OTYETHI IO
npuOBUIM, MO3BOJISSL OCYLIECTBIATH OoJiee JIETKOE CPAaBHEHHME MEXKJy CMETHBIMHU MOKa3aTeIsIMH U
peaibHBIMH pe3ylibTaTaMu. B TeueHHe rojga HEKOTOpbIE KOMIIAHUM TaKXe OTPa)kaloT MPOrHO3HbBIE
3HAa4YeHHUs, KOTOpBIE SIBIIIOTCS TEPEOICHKONM CMETHBIX IU(p B CBETE peajbHON NEATETbHOCTH B
TE€YEeHHE roJla 0 KOHKPETHOM /1a-Thl U IEPECMOTPEHHBIMH IJIAaHAMHU Ha OCTATOK roJla. TU IPOTHO3bI
CBUJIETEJILCTBYIOT O TOM, YTO AESTEIBHOCTD 3a BECHh I'0J] TENEPh OLIEHUBAETCS HA OCHOBE HBIHEIIHUX
oOcrositenscTB. PerynsipHo oOGHOBIIIEMble MPOTHO3bI MO3BOJIAIOT PYKOBOJICTBY CBOEBPEMEHHO H
aJIeKBaTHO pearupoBaTh Ha U3MEHEHUSI.

OcHOBHbIE TPEUMYIIECTBA U HEIOCTATKH CMETHI KaK MeTOojia PMHAHCOBOTO KOHTPOJIS

[Tpeumy1iecTBa CMETHI:

® [103BOJISIET U3MEPATH MOKAa3aTeNH W MPOBOAUTH COMOCTABJICHHWE MEXIY OTAENaMH, MEXIY
YPOBHSIMU B OpraHU3AIMHN U MEX/1y pa3HbIMU MIEpUOIaMU BPEMEHH;
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® [IOMOTAEeT KOMITAHUU KOOPAHMHUPOBATH PECYPCHI U TIPOEKTHI,

® CIIy’KUT PYKOBOJICTBOM B OTHOILLIEHUH PECYPCOB U 0’KUJIAHUI OpraHu3aluy;

® [103BOJISIET KOMITAHUU OLIEHUTH MIOKA3aTeNN YIPABISIOUINX;

e o0ecreynBaeT KOOPAMHALIMIO W CBS3b MEXAY OTIEJaMH, TaK KaK CMeTa BBIpaXKaeT
pa3IryYHbIe BUJIbI IEATEIBHOCTH B 00IIEH 11 BceX GpopMe;

® [IOMOTAeT KOMIIAHWHM BECTH Yy4YeT MOKa3aTeled OpraHu3alud W SBISICTCS JIOTHYECKUM
JOTIOTHEHUEM CTPaTErHueCKOT0 TUIAHUPOBAHHUS.

HenocraTku cmeTst:

® JaCT TOJBKO OOIIME PEKOMEHJIAIMH, HO YIPaBJSIONIME HE BCEraa MOHUMAIOT, 4YTO
W3MEHSIOIINECS 00CTOSATEILCTBA MOT'YT TOTPEOOBATH BHECEHUS KOPPEKTUPOBOK B CMETY;

e [Ipoliecc pa3paboTKU cMEThl TpeOyeT MHOTO BPEMEHH;

® MOKET OTpaHUYMBATH OOHOBIICHHWE W M3MEHEHUS B KOMIIAHUH, TaK KaK MOXET HE HAWTHUCH
HEOOXOJUMBIX CPEJICTB IS TOTO, YTOOBI BOCIOJNB30BATHCS MPEHMYIIECTBAMU HEOXKUJAHHBIX
BO3MOKHOCTEI;

® MOXET OBITh COCTABIICHO CIIMIIIKOM MHOTO CMET;

® YIIPABJISAIONIME MOTYT CTABUTH CIIUIIKOM JIETKUE 3a/1a4H, YTOOBI 0€3 TpyAa HX PeliaTh;

ecHCTEMa CMET MOXKET MPHBECTH K HAKa3aHUIO YIPABISIONIETO, KOTOPBIA COCTABHII
3aBBIICHHYIO CMETY U HE YJIOXKUIICS B HEe.

dunHaHcoBas MpOBEpKa (ayIUT) SBISETCS HE3aBUCUMOW OIEHKON YYETHBIX M (PUHAHCOBBIX
IPOLEAYp OpraHu3alud. DT ayJUTOPCKHUE MPOBEPKH MOTYT OBITh BHYTPCHHHUMH H BHCIITHUMHU.
Buemnuii aynut — 5T0 (puHaHCOBas OIEHKA, MPOBEAEHHAs JKCIIEPTAMH, KOTOPbIE HE SIBISIOTCS
CIy)KallMMU OpPTaHW3alMA. BHYTpEeHHWI ayIuT TPOBOAUTCSA CIYy)KallUMHU OpraHu3anuu. Ero
3ajavel, Kak W 3ajjadyell BHEIIHErO ayauTa, SIBISIETCS MOATBEP)KIEHHE TOYHOCTU (DMHAHCOBBIX
VUETHBIX TPOLEAYp. BHYTpeHHHMI ayauT, KpoMe TOro, NpPOBEpSET JaHHBIC MPOICIAYphl Ha
3(PEKTUBHOCTD U MIPUTOTHOCTD.

OUHAHCOBBIE OTYETHI — 93TO OYEPUYHMBAHHE OINPEACIECHHOrO0 AachekTa B (DUHAHCOBBIX
oOcrosiTenbcTBaX opranuzanuu. MHpopmaiys U3 TakMX OTYETOB HCIIOJIB3YETCS ISl TOrO, YTOOBI
paccuMTaTh BaKHbIE (PMHAHCOBBIE PECYPCHI.

AHamu3 kod(puuueHToB — (uHaHCOBBIE KOA(Q(ULMEHTH (YpOBEHb 3alOJIHSIEMOCTH,
cpenssist (pakTuyeckasl 1leHa HOMepa, J0XOAHOCTb, BBIPYUYKa HAa OJAWH HOMEpP, KOTOPYIO HMPUHOCHUT
OJIMH TOCTh U JIp.) CPAaBHUBAIOT MEXITY COOOM pa3IMuHbIE CTaThU OajaHca WM OTYeTa O MPUOBLIAX U
yOBITKax. OTH KOA(PPUIUEHTH 00eCleYnBalOT YNPaBISIOUIMX OTIHPABHBIMU TOYKAMH OTCUeTa JJis
aHayn3a aesrenbHocTu. [lonpoOHas nHpopmaliysg o pacuere U UCIOJIb30BAHUM JIaHHBIX MTOKa3aTesen
npejcTaBieHa B OM3HEC-PHLUMKIIONEINH «YIpaBleHHe oTeneM» u3natensctBa «bonHuep busnec
IIpecey.

CTpyKTYypHBIN KOHTPOJIb COCPEJOTOUYEH Ha OLICHKE TOT0, HACKOJIBKO CTPYKTYPHBIE DJIEMEHTBI
OpraHM3aIi COOTBETCTBYIOT CBOEMY Ha3HAYEHHUIO.

Cy1ecTByeT 1Ba OCHOBHBIX BUJIa CTPYKTYPHOTO KOHTPOJIS:

OIOpPOKpaTHYECKHM  KOHTpOJIb  XapakTepusyerca (OpMajdbHbIMU M  MEXaHUYECKUMH
CTPYKTYPHBIMU MOCTpOCHUSIMHU. Llenb JaHHOTO BUAA KOHTPOJIS — J0OUTHCS MOAYNHEHUS CITYKaIIKX.
[IpenmonaratoTcsi CTpOrue MpaBuiia, KECTKas UepapXus, IOMOJHUTENbHBIE CTPYKTYpPBhl M CTpOTHE
CTaHJapTHI AearenbHOCcTU. [loapazymeBaeTcs Takke pOpMaIbHOE YUacTHE CIYXKAIUX;

KJIAHOBBIH KOHTPOJb — Ooyiee TMOKUI MOJIXOJ, M UENbI0 €ro SBISETCS MPelaHHOCTb
ciyxaiero opranusanui. OH OCHOBBIBA€TCS Ha IPYNIOBBIX HOPMax M Pa3BUTON KOPNOPATHBHOMN
KyJIbType M BO3JIlaraeT Ha ClyXallux OpeMsi OTBETCTBEHHOCTH CaMOKOHTpousis. OpraHuzanuu,
UCTOJB3YIONIME JAaHHBIM MOJIXOA, OOBIYHO MMEIOT <«IUIOCKYIO» CTPYKTypy. OHH MOOLIPSIOT
TPYNIOBYIO JAESTENbHOCTh U YUaCTHE CIYKalIUX B 00IIEM MpoIiecce.

Crparerndyeckuii KOHTpPOJIb (POKycHpYeTCsl Ha TOM, HACKOJBKO 3(P(EKTHBHBI CTpaTEruu
OpraHM3alMi B JOCTIKEHHUU 1ened. CrpaTerndyeckuil KOHTPOJb OOBIYHO COCPEJOTOYEH Ha
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CTPYKTypE, pYKOBOJCTBE, TEXHOJOIMHM, TPYAOBBIX pecypcax OpraHM3aliM, a TakXke Ha
MH(POPMALIMOHHBIX CUCTEMAX M CUCTEMAaX ONEPAaTUBHOIO KOHTPOJIS.

Ta0auubl KOHTPOJISI M OLEHKH MCIIOJTHEHHUS CTAHAAPTOB
HopMmbl 10 KauecTBy — 3TO MpaBWiIa, O0O0YCIOBIMBAIONIUE KPUTEPHH, HCIIOIH3yEeMbIE IS
OTpeIeTICHUs IIEHHOCTH MPOYKTa/yCIyTH B (PU3UYECKOM M IICHUXOJIOTHYECKOM TUIaHAX.

Hopwmer kadecTBa, B CBOIO O4epe/ib, OCHOBBIBAIOTCS Ha CTAHAAPTAX Ka4eCTBA, TAKUX KaK:

e (u3MUECKUE KauecTBa MPOAYKTa (TUTMEHa, YUCTOTa, COCTOSIHIE 000PYJOBAHUS U T. [1.);

® IICHXOJIOTMYECKHE KauecTBa yCIyru (ynblOKa, BEXIMBOCTb, BHHMaHHE, ApYXKerooue,
VHIMBHTyJIbHBIN ITOJIXO/1, TOCTYITHOCTD, IPEBHIIICHNE JKEJIAHUN KIMEHTA U T. 1.).

OTH CTaHAApPTHl KauyecTBa SBIIOTCS HEOOXOIUMBIM M 00s3aTENIbHBIM  yCJIOBUEM
IPEOTBPAICHNUS U BBISBICHUS JIIOOBIX OTKJIOHEHUH OT HOPM, ACHCTBYIOIIUX Ha npeanpustun. OHu
TaKXKe CIyXaT JJIsl OLIEHKU KauyecTBa YCIYT, MPEJOCTABIIEMBIX PA3IMYHBIMH CIIy>KOAMU TOCTUHHIIBI,
JUISL TIPE/ICTaBICHUI Ha COOpaHMSIX M MPH OOyYEeHHH — B KayeCTBE CIIPABOYHBIX MAaTEpHAaJOB, JJIS
COCTABJICHUS IJIAHOB PAa3BUTHUSI TOCTUHUYHOTO MPEIIPUSATHSI.

OpauM w3 Hambosee MOCTYIHBIX, TMOHATHBIX M YIOOHBIX CIOCOOOB OIICHKH KadecTBa
IPOAYKTA U YCIIYI'H, IPOLUEAYPbl U IPOLIECCA, KOMIIETEHTHOCTH U JEUCTBUM IIEpCOHANa SBISAETCS
CO371aHNe TAOJIUII OIEHKH ¥ KOHTPOJISI HCTIOJTHEHUSI CTaHIapTOB.

Tabnuipl KOHTPOJIS JOJHKHBI OTBEYATh CIEAYIOIIEMY OCHOBHOMY MPUHIUINY —KPUTEPUU
JIOJ>KHBI TOJI/1aBaThCS U3MEPEHUIO U KOHTPOJIIO;

[Ipumep

OTBer Ha 3asBKy BBICBUIATh B TEUYEHHME [BAJALIATH YEThIpEX YacoB, OpaTh TPYyOKy [0
YCTBECPTOI'O ryaka, perucCTpupoBaThb 3a€3a B TCUCHUC TPEX-IIATU MUHYT U T. 1.

Kputepun A0KHBI YYUTBHIBATh Kak (QU3MUecKue (MaTepuajbHbIC), TaK U MCUXOJIOTMYECKHE
XapaKTepUCTUKU IPOAYKTa/yCIIyTH;

[Ipumep

VY b10Ka, 100poKenaTeTbHOCTh, OArONPHUITHOE BIICUYATICHHE U T. 1.

® KPUTEPUU JIOJDKHBI 3aTParuBaTh BCE COCTABIISIONINE ONEPANMOHHOTO MPOIlecca, BKIIOYAs,
B TMIEPBYIO OdYepelhb, TPOIECAYPHl HEMOCPEICTBEHHOTO KOHTAKTa C KIHMEGHTaAMHu (Hampumep,
OpoHUpOBaHWE, BCTpeUa M PETUCTpAIMs, BBIMMCKA M pacueThl C TOCTAMU) U OOECHeUYeHHs
BBITIOJTHEHUSI  00S3aTENbHBIX ~ XapaKTEPUCTUK TOCTHHUYHOW yCIyrd (Hampumep, YHCTOTa,
0€30MacHOCTb U T. [I.);

® OKOHYATEJIbHBIN Pe3yJIbTAT OICHKH JIOJDKEH BBIPAXKATHCS TTOCPEICTBOM:

® BBHICTABJICHUS KOHKPETHOTO KOJIMYECTBA OANTOB/OYKOB MPH YCTAHOBICHUH «CTOUMOCTH
— 00s13aTeTPHOTO0 MaKCHMAJILHOTO 4YHclia 0ajuloB/OYKOB B ClIydae OTCYTCTBHSI HEIOCTAaTKOB
WCTIOJTHEHUS YCIYTH; IpudeM 0co00e BHUMaHUE JIOJDKHO YAENSATHCS Haubosee BaXKHBIM MapaMeTpam,
BJIUSIIOIITIM Ha YIOBJICTBOPCHHOCTh KJIMEHTOB U BIICYATICHHE OT OOCITY)KHBaHHUS;

[Tpumep

[TaTe GamioB 3a MPEeIBOCXMINEHUE KEIAaHWW KIMEHTa, YeThpe Oauia 3a BHUMATEIbHOCTh U
TIpyXeno0ue rnmepcoHana, Tpu 0amia 3a 9YUCTOTY, JiBa Oayiia 3a 0011ee coCTosTHUE 000pYIOBaHMS U T.
1.

BeicTaBieHHsT ~ OIGHKHM ~ THMA  «OTIUYHO»,  «XOPOIIO»,  «YJOBJICTBOPHTEIHHOY,
«HEYIOBIETBOPUTEIHLHOY,

BricTaBieHus KoanyecTBa IMPOLCHTOB BBINTOJIHCHHBIX CTAHAAPTOB U T. I.
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B npunoxeHusx npuBeneHbl HECKOJIBKO MPUMEPOB MOAOOHBIX TaOIMIl, KOTOPhIE MOXKHO U
HY)KHO HCIIOJIB30BATh B IPAKTHYECKOM JEATCIBHOCTH, MHUHUMAJIBHO OTKOPPEKTHPOBAaB IO
0COOEHHOCTH TEXHOJIOTUYECKOT0 IIPOLECCa Balled TOCTHHULLBL.

IpakTuyeckoe 3anaTue Ne9,10 (4 yaca)
ATTecTauus CpeacTB pa3MellleHusl

1 Heau u 321244 rocy1apCcTBEHHON CUCTEMbI KJIacCH(PUKAIIUN
2 Ilpouenypa kiaaccupuxkanumn

ey 1 3a1a4M rOCyIapPCTBEHHOM CHCTEMbI KJIACCH(PUKALIMU
[ensiMu rOoCyAapCTBEHHOM CUCTEMBI KIIACCU(UKAIINN SBIISIOTCS:

= o0ecrnieueHue CTaOMIBLHOCTU KayecTBa 0OCTyKMBAaHUS B CPEJICTBAX pPa3MELICHHUS;

" rapMOHHU3aNMs KPUTEpUEB Kiaccu(UKaMU CpPeACTB pa3MmerieHus B Poccuiickoit
denepann ¢ pexkoMeHaanusaMu BcemupHoit Typuctckoi opranm3anuu (BTO) u ¢ yderom
CYILIECTBYIONICH 3apyO0eKHOM MPAKTUKH,

» nuddepeHnmanus CpeicTB pa3sMelIeHUS B 3aBHUCHMOCTH OT acCOPTHMEHTa U KadyecTBa
MIPEAOCTABIAEMBIX YCIYT;

"  OKa3aHHUE MOMOIIY NOTPEOUTENI0 B KOMIIETEHTHOM BBIOOPE YCIIYT CPEICTB pa3MEeIICHUS;

= o0ecrieueHue MOTPeOUTENS TOCTOBEPHOU MH(OPMAIIEH O TOM, YTO KaTeropus CPeICcTBa
pa3MelieHusl TMOATBEpKJIEHA pe3yibTaTaMud KIAacCU(UKALUA U COOTBETCTBYET KaTEeropuH,
YCTAaHOBJICHHOM B HOPMATHBHBIX JIOKYMEHTaX, MPHUHIATBIX B TrocyaapcTBeHHOM Cucreme
KJIacCU(UKALIUN;

®  [OBBIINICHHE KOHKYPEHTOCIIOCOOHOCTH TOCTUHUIL U IPYTHX CPEACTB pa3MEICHHUS;

®  COJEWCTBHUE PAa3BUTHUIO BbE3AHOTO U BHYTPEHHETO TYpU3Ma 3a CUET YKPEIUICHUS J10BEpUs
POCCHICKHMX M MHOCTPAHHBIX MOTPEOUTENCH K pe3ysibTaTaM KIACCU(PUKAIIMK CPEACTB Pa3MEIICHUS U
COOTBETCTBEHHO YBEJIIMYEHHIO JOXOJHON YacTH OIO/IKeTa CTPaHbl.

IIpoueaypa kaaccupuraumuu

[Ipouenypa knaccuduxay BKIOYAET B ceOsl 1Ba ATamna:

1-i1 sTam — 3TO MpOBEACHHME OLEHKH COOTBETCTBUS CPEJCTBA pa3MEIICHUs TpeOOBaHUSM,
coJlep)KalluMcsl B cHcTeMe Kiaccudukanuu, (TpeOoBaHUSM M KPUTEpUSM OallIbHOM OLIEHKH),
HEOOXOUMBIM ISl TPUCBOCHUS €My KaT€rOpHH OT «OJIHOM 3BE3bI» 10 «5 3BE3/1», a TAKKe HOMEPOB
CpeJCTBa pa3MeEIIeHUs] TPEeOOBAHUSM CHCTEMbI (TpEOOBaHUSAM MU KPUTEPHUSM OaUIbHOW OLEHKH),
HEO0XOIMMBIM JJIsl IPUCBOCHUSI HOMEPAM OJTHOM U3 CIEAYIOIUX KaTerOpHid: «CIOMT», «arapTaMeHT»,
«CTYIUSA», WIKOKC», @ TAKKE€ HOMED «IIEPBOM, BTOPOH, TPEThEW, YETBEPTOU HUIIN ISATON KaTErOpUm.

OneHka NOPOM3BOIUTCS OSKCIEPTHON Komuccueidl opraHa mno kiaccupukanuu. B xone
HKCIIEPTHOM OIIEHKU COCTAaBIISIOTCSA MPOTOKOJIBI U AKT, KOTOpbIE Nepenatorcs B LleHTpanbHblil opran
CucreMsl U151 IpeACTaBIEHUS UX ATTECTALIMOHHON KOMUCCHH.

2-i1 oTanm — ATTecTalMoOHHas KOMHCCHS pPAacCMaTpPHBAET IPEACTABICHHBIE JOKYMEHTHI M
IIPUHUMAET PELIEHUE O NMPUCBOCHUM MJIM OTKAa3€ B IMIPUCBOECHUU I'OCTUHUIIE WIN APYIrOMY CPEICTBY
pasMenIeHusl 3ampanimBaeMoil UM Kateropur. B cocTtaB ATTECTAalMOHHOW KOMHMCCHUU BXOJMST
OpPEJCTaBUTEIM  TOCTMHUYHBIX  NPEANpUsATHA, Typpup™m,  OOLIECTBEHHBIX  OpraHU3aIMiA,
OCYIIECTBISIONMNX NEATeIbHOCT, B chepe Typusma. B 3acemanHusx ATTECTAIMOHHOW KOMHCCHU
MOTYT MPUHHUMATh y4acTHE IPeJICTABUTENIN PYKOBOJICTBA PETMOHOB, B KOTOPBIX Haubolsiee pa3BUTa
UHAYCTpUS TOCTENPUUMCTBA M NPEICTaBUTENIM OPraHoB MO Kiaccudukamuu. ATTecTalluOHHAS
KOMHCCHS, CO3bIBaeTCs He pexke 1 pasza B nBa mecsua. llocne paccMoTpeHMsI IpencTaBIEHHBIX
JIOKYMEHTOB KOMHCCHUSI OTKPBITBIM T'OJIOCOBAHMEM IPUCBAWBAET WM OTKAa3bIBA€T B IPHUCBOECHUU
CPEICTBY pa3MELICHMs 3alpalliBacMON KaTerOpuHu.
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B pesynbrate cpencTBy pasMelIeHHMs MPUCBAUBACTCS KAaTEropus, BBIAACTCS CepTHQHKAT
KaTeropuy, MOANMCAHHBIN NpeacenaTesieM ATTECTAllMOHHOM KOMHCCHU U <«GHAK COOTBETCTBUS» —
Ta0JINYKa, HA KOTOPOM yKa3aHO KOJMYECTBO «3BE311» U TO, KEM 3TU 3BE3]lbl IPUCBOEHBI, a UMEHHO,
denepanbHbIM OPraHOM HCIIOJIHUTENBHON BlIacTH B cepe Typusma. Haamuce crienana Ha pycckoM u
AHIJIMICKOM sI3bIKax. JTa TaOMMuka MpHKperuisiercs Ha (acajge TOCTUHHUIBI C TEM, YTOOBI
HOTPEeOUTENN BUJIENIN, KTO IIPUCBOUI «3BE3/Ibl» JAaHHOMY CPEACTBY pa3MeIleHusl.

KayecTBeHHBIE XapaKTEPUCTHKU OOCITY)KMBAaHUS OIICHHWBAIOTCS HAIWYHEM M IPUMEHEHHEM
npoeCCHOHATIBHBIX CTAHJAPTOB M TEXHOJIOTUH OOCIY)KMBAaHUSA, T.€. HOPMATHUBHBIM OIHCaHUEM
NPOM3BOJICTBEHHBIX IporeccoB. CienyeT OTMETHTb, YTO 3TO SBJISETCA caMoil OOJBIION mpobieMoit
JUIs TOCTHHHUIL M IpYTUX CpelcTB pa3mMelienus B Poccuiickoit @enepaunu. B GonpmnHCTBE TOCTHHUL
(He TOoBOps YK€ O CaHATOpPHUAX, JOMax OT/AbIXa, NAHCHOHATAaX M IMPOUYUX CPEACTBAX Pa3MEIICHMUS)
npo¢eCCHOHATIBHBIX CTAaHJIAPTOB JUIsSl KaXKAOH KaTeropuH MepcoHala U TEXHOJOTUM 00cIyKUBaHuU,
OTHCHIBAIOIINX B3aUMOCHCTBUE PA3IMYHBIX CIYKO CpeicTBa pa3MeIeHus], IPOCTO HE CYILECTBYET.
EnuHcTBEeHHOE, 4YTO ynaercs OOHApYXUTb B XOJA€ MPOLENYPbl OLEHKH COOTBETCTBUS, — 3TO
JIOJIKHOCTHBIE MHCTPYKLIMHU, COCTABJIEHHBIE €11[€ B COBETCKOE BPEMSI.

B 53TON cBA3M HEYyIUBUTENBHO, YTO MEPBBIMM T'OCTUHHULIAMM, MOATBEPAUBIIMMH CBOU
«MATU3BE3OYHBIA  cTraTtyc» mo Cucreme Kiaccu()UKAUM, CTad MOCKOBCKHE TOCTHHUIIBI
«Haunonane» n «bamuyr KemnuHCknm», BXOIAUIME B MEXIYHAPOIHBIE TI'OCTUHUYHBIC ILIEIH.
[TpyHIMNIMATBHOE OTIMYUE JEATEIBHOCTH CPEICTB pa3MELIEHUsS, BXOIALUIMX B MEKIyHApPOJHBIE
TOCTUHUYHBIE IIE€MH, 3aKJIKYaeTcsi B TOM, YTO OHM YIPABISIOTCS INPU >KECTKOM COOJIOACHUU
KOPIOPAaTUBHOI'O CTaHAApTa, MPUMEHIEMOr0 B TOW WJIM MHOW TOCTMHMYHOM ceTu. [[ns Biajensies
TOCTHHHML, BXOJSIIMX B MEXKIYHapOJHYIO CETb, HE CYILIECTBYeT BbIOOpa — NPUMEHSTbh WM He
IPUMEHSTh CTaHJApT 00CITyKUBaHUS, KOTOPBIM, paBHO, KaK U OIMCAHUE IIPOLECCOB MPEAOCTABICHUS
yCIyT, SBISAETCS «HOY-Xay» KaXJOro TOCTHHMYHOIO OIleparopa, OOECHeUnBAIOLIEr0 €My
KOHKYPEHTHBIE [PEUMYIIECTBA K COOTBETCTBYIOIIYIO JOJK HAa MEXKIYHApOJHOM DPBIHKE
TOCTUHUYHBIX YCIIYT.

Knaccugukanys rocTHHUIL U JPYTUX CPEACTB pa3MEIEHHUs IPOBOAUTCS B TPU dTana:

IEPBBIA JTall — OKCIEPTHAs OLIEHKa COOTBETCTBUS TOCTHMHMIBI M JPYroro Cpeacrsa
pa3MelIeHs KaTerOpuu;

BTOPOH 3Tall — aTTeCTalMsl TOCTUHHULBI U APYTOro CPeACTBa pa3MELICHMS;

TPETHI 3Tal — 3KCHEPTHBIA KOHTPOJIb KIACCU(PHUIIMPOBAHHBIX TOCTUHHUIl U JIPYTHX CPEICTB
pasMeIICHHUA.

DKcrepTHasi OLIEHKa COOTBETCTBUS TOCTUHUI[ M JIPYTHX CPEACTB pa3MEUIeHMs] KaTeropuu
IIPOBOAMTCS B CIEIYIOIIEM MOPSIKE:

— TOJIyuy€HUE OT 3asBUTENS 3asBKH HA KJIaCCU(PUKALIUIO;

— IPOBEJIEHUE OKCIEPTHOM OLEHKHM TOCTUHUIBI M JAPYroro CpeACTBa pa3MELICHHS U
COCTaBJICHHUE AKTa.

1) 3asBka Ha kiaccudukanuio Hampasnserca B LIOC. K 3asBke mpuiaraeTcst aHKera,
coJiepaKallasl CBEICHUsI 0 HOMEPHOM (DOHJE U €ro CTPYKType AJIs ONpesieleHns 00beMOB paboT U UX
croumoctd. Kpome TOro, B aHkere JOJKHA coAepXkaTbCs HMH(pOpMAIUs O HAJIMYUU JOKYMEHTOB,
MOJTBEPXKJIAIOIINX COOTBETCTBUE OKAa3bIBAEMBIX YCIyr TpeOoBaHMsIM O€30MacHOCTH B YacTH
HOXKapHOW 0€30MacHOCTH, COOIIOACHUSI CAHUTAPHO-TUTUEHNYECKUX U MTPOTUBOIIHIEMUOIOT HUECKUX
IIPaBHJI U HOPM U TpeOOBaHUI OXpaHbl OKPYXKAIOLIEH cpebl.

2) [TosmyunB 3asBKy U 3anojgHeHHY0 aHkeTy, [{OC 3akiatogaeT 10roBop ¢ 3asBUTEIEM Ha
BBIMIOJIHEHHE pabdOT M MOpydaeT OpraHu3alrio paboThl MO SKCIEPTHONH OIEHKE COOTBETCTBUS
TOCTHHMIIBI U JPYroro CpeACTBa pa3MElICHHs] KaTeropuM OpraHy Mo KiIacCu(UKalUHh, KOTOPBIH
dbopMupyeT SKCIEPTHYIO KOMUCCHUIO JJIsl MPOBEACHUS paboT M0 OLIEHKE COOTBETCTBUS TOCTUHHUIIBI U
JAPYyroro CpeaCcTBa pasMeLCHHs.

K pabore skcriepTHONH KOMHUCCHU MOTYT NPUBJIEKATHCS CHEUAINUCTHI B 00JacTU TypHU3Ma,
IPEeCTaBUTENN OOIECTBEHHBIX OPraHU3aIMii, OCYIIECTBISIOMINX IeSTENbHOCTh B chepe Typusma.
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[Ipencenarens SKCEPTHON KOMHUCCHUU MPOBOIUT MOATOTOBUTEIBLHBIC pA0OTHI: YCTAHABIMBACT
CPOKHM MPOBEACHUS SKCIEPTHOM OLIEHKH TOCTHHMIIBI U JPYTOro CPEACTBA pa3MEIlEeHHUs, OMIOBEIIAET O
HUX 3agBUTEIISI U YICHOB SKCIIEPTHON KOMHUCCHHU.

3) DKcrnepTHas OIEHKAa TOCTUHHUIBI W JIPYrOoro CpeACTBa pa3MEIIeHUs KaTerophu
0a3upyeTcs Ha COBOKYITHOCTH TPEOOBaHU M KPUTEPHEB OAITLHOM OIEHKH.

Kareropuu roctTuHMil U APYrux CpPeACTB pa3MelIeHUs 0003HAYAIOTCS CHUMBOJOM «3BE3JIay.
['ocTUHHIBI U ApyrUe CPEICTBA Pa3MEIICHUs KIACCU(PUIIMPYIOTCS MO TSITH KaTeropusiM. Beicimas
KaTeropus CpeAcTBa pa3MeUIeHHs] — «IIATh 3BE3/», HU3MIas — «OJHA 3BE3/a.

4) OKcrepTHasi OIIEHKAa COOTBETCTBUSI TOCTHHMI[ M JPYTUX CPEICTB pa3MEIICHUS
KaTeropuy BKIIIOYAeT B ce0s SKCIEPTHYIO OLIEHKY TOCTHHHIIBI U JPYroro CpeacTBa pa3MeIeHUs B
IIEJIOM ¥ €T0 HOMEPHOTO (OHI.

DKcrepTHasi OIIEHKAa COOTBETCTBUSI TOCTUHHUIl U JIPYTHX CPEACTB pa3MElIECHUs: OJHON U3
KaTeropuil MpoOBOJAUTCS B TPH 3Tara:

MEePBBIN 3TAll — MPOBOJUTCS MpeIBapUTENIbHAS SKCIIEPTHAS OILICHKA COOTBETCTBUSI TOCTUHHULIBI
U JIpyroro CpeAcTBa  pa3MENICHHsI  YCTaHOBIEHHBIM  TpeOoBanusiM. [lo  pesynbTaTam
MPeIBApUTENbHOM SKCIIEPTHOM OIEHKU COCTABISETCS MPOTOKOJ COOTBETCTBHS TOCTHHHIIBI M IPYTOTO
CpEACTBA pa3MEILECHHS OJHON U3 KaTErOpHii;

BTOPOI 3Tan — MPOBOAUTCS OalljibHAs OLIEHKA TOCTUHUIIBI U IPYTOro CPeICTBa pa3MeIIeHUs
[0 KPHUTEPHUSIM, COOTBETCTBYIOIIMM YCTAaHOBJICHHBIM TpeOoBaHusM. Ilo pesynbpraraMm OayuibHOM
OILICHKH COCTaBJISIETCS IPOTOKOJI U YKAa3bIBAETCA CyMMapHOE KOJTMYECTBO OAIIIOB;

TPETUN ATalm — HAa OCHOBAHUM BBINICYKA3aHHBIX IMPOTOKOJOB MPOBOJIUTCS OKOHYATEIbHAs
JKCIIEPTHAsI OILEHKAa COOTBETCTBUS TOCTHUHUIBI M APYrOro CPeACTBA pa3MEIEHHUs OMpeiesIeHHOM
KaTerOpuH.

5) OOHOBpEMEHHO C OHKCIEPTHOM OLIEHKOW COOTBETCTBUSI TOCTHHHIIBI U JAPYroro
CpeIcTBa pa3MEIICHUS IPOBOJUTCS HSKCIEPTHAs OIEHKA COOTBETCTBUSI HOMEPOB KaTETOPHSIM,
COOTBETCTBYIOIIMM YCTAaHOBJICHHBIM TpeOOBaHUSAM. Pe3ynbTaThl AKCHEPTHBIX OIEHOK HOMEPOB
0hOpMIIAIOTCS] TPOTOKOIAMH.

DKcrnepTHas OLIEHKa COOTBETCTBHUSI HOMEPOB KaTErOpHUsM IIPOBOJUTCS B TPH dTama:

TEPBBIN 3Tal — MPOBOAUTCS TPEABAPHUTENIbHAS SKCIEPTHAs OIEHKAa COOTBETCTBUS HOMEpPaA
YCTaHOBJEHHBIM TpeOoBaHusM. [lo pe3ynpTaTam MpelBApUTENBHON  OKCIEPTHOW  OLIEHKH
COCTABJISIIOTCS MPOTOKOJIBI COOTBETCTBHSI HOMEPOB KaTETOPHSIM;

BTOpOl dTam — NpPOBOAUTCSA OasiibHas OIEHKAa COOTBETCTBUS HOMEPOB IO KPUTEPHUSIM,
COOTBETCTBYIOIIIMM  YCTAHOBJIEHHBIM  TpeOoBaHusaM. I[lo pe3ynapTaTaM OalIbHOM  OLICHKH
COCTaBIISIFOTCS TPOTOKOIIBI, B KOTOPBIX YKAa3bIBAETCS CYMMapHOE KOJTUYECTBO OAIIIOB;

TPETUH ATalm — HAa OCHOBAHWUM BBINIEYKA3aHHBIX MPOTOKOJOB TPOBOJIUTCS OKOHYATEIbHAs
AKCIIEpTHAsA OLEHKA COOTBETCTBUS HOMEPOB KaTErOPHUSM.

6) Pe3ynbrathl paboThl SKCIEPTHON KOMUCCUH O(DOPMIISIFOTCS aKTOM.

AKT TOJIMHUCHIBAIOT MpEJCEAaTellb U YIEHbl SKCIEPTHOM KOMUCCHUU. AKT IMedyaTaercs B 3-X
AK3EeMILIspax.

K akrty mnpumararorcs BblIeyKa3aHHBIE MPOTOKOIBI, MOMHCAHHBIE YIEHOM JKCHEPTHOM
KOMHCCHH, a Tak)Xe TWPEICTaBUTEIIEM 3asBUTENS B TMOATBEpXKIeHHWE ¢aKTa O3HAKOMIICHHS C
MPOTOKOJIAMHU.

[Iporokonbl medaratorcs B 3-X sk3emiuisipax. OIuH SK3EMIUISIp IPOTOKOJOB OCTaeTcs y
3asIBUTETIS.

B oprane no kinaccudukanuy ocTaeTcsl OAMH SK3EMIUIAP aKTa C MPOTOKOJIAMHU.

ATTecTanusi TOCTUHMIIBI M JPYroro CpeACTBa pa3MENICHUS MPOBOAUTCS B CIEAYIOIIEM
MOPsI/IKE:

OpraH Mo KIacCHU(pUKAIMU aHAIU3UPYET BBIIICYKAa3aHHBIE JOKYMEHTHl U HaIpaBiIseT JBa
JK3EeMIUIsIpa akTa M OJIWH 3K3eMIusip npotokosnoB B LOC nns 3akimrodeHuss W TNepenadd B
ATTECTallMOHHYIO KOMHUCCHIO;
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1ocjie NPUHATHA ATTECTAallMOHHOM KOMHCCHUEH pELIEHUs O MPUCBOCHHWU TOCTUHUIE H
IPYrOMYy CpEACTBY pa3MELIEeHUs KaTeropuu cepTUuuKaT KaTeropum C MPUIOKEHHUSIMH
NOJAINUCKHIBaeTCA IpejcenareneM ATTecTalMOHHONW KoMmuccun U Hampasisercs B LOC g
PErUCTpallUK B PEECTPE U HAIPABJICHUS 3aBUTENIO C OJHUM SK3EMIUIIPOM aKTa C YBEIOMIIEHUEM O
BpyueHUH He no3aHee 30 qHEH co IHS MPUHATHS PEILICHUS.

B IHOC ocTaeTcs ouH 3K3eMIUISIP aKTa C IPOTOKOJaMH.

CepTudukaT KaTeropuu BBIa€TCS Ha CPOK HE Ooiiee S5 JeT.

B cnyuyae mpunsTHs perieHus 00 OTKaze B Bblade cepTH(HUKaTa KAaTETOPUM DPEIICHHE C
00s3aTeNbHBIM yYKa3aHWEM IPUYUH OTKa3a HalpaBiisgeTcs 3asBUTEN0 He nosaHee 30 gHel co aHA
MPUHATUSA PELICHUS] ATTECTAllMOHHOW KOMHCCHEM.

DKCIEpTHBI KOHTPOJIb KIAacCU(UIIMPOBAHHBIX TOCTUHUI] U JAPYIHX CPEICTB pa3MeEIIeHUs
ocyliecTBisieTcss B (opMe MPOBEPOK M YCTaHABJIMBAETCA Ha BECh MEPHUOJ NEHCTBUS cepTH(HUKaTa
KaTEerOpHH.

Opranu3zanys npoBeJeHHs MPOBEPOK OCYIIECTBISETCS OPraHaMu Mo KJ1acCU(UKAIIH.

[IpoBepku MOTYT OBITH JBYX BHJIOB:

v' ouepejHbIE IPOBEPKH;

v\ BHEOYEPEIHBIE IPOBEPKH.

[Iponenypa npoBeaeHUs OYEPEIHBIX SKCIEPTHBIX MPOBEPOK OMpenesieTcs ATTeCTallMOHHON
KOMUCCHEH NPU NPUHATUYU PELIEHUs 00 aTTeCTallMd FTOCTUHULBI U APYTOro CPeACTBa pa3MELIeHHUSL.

[Ipy nmpoBeneHMM TIPOBEPKH SKCHEPThl IMPOBEPSIOT  YCTPAHEHHE HECOOTBETCTBUIA,
BBISIBJIEHHBIX B  XOJIe¢ IMpPEIbIAYIIMX [POBEPOK, HO HE TOBIUSABIIMX Ha pELICHHE O
BbI/1a4ye/TIOITBEPKICHUH ICUCTBUSA CepTH(HUKATa KaTErOpUH, a Takke GUKCUPYIOT HECOOTBETCTBUS,
BO3HUKIIIKE 332 UCTEKINHK nepuo. [1o pe3ynpTaraMm mpoBepKH OpraH 1Mo KIACCH(PHUKAIIMHA COCTABIISET
aKT 3KcrepTHoW mnpoBepku W HampasisieT ero B LIOC nmns npencrtaBieHus B ATTECTAlMOHHYO
KOMHCCHIO, KOTOpasi MPUHUMAET PEIICHHE O TMOJITBEPXKICHUHU cepTHU(HUKaTa KaTeropuu. Pemenue
nepenaercs B LIOC s peructpanuu U HanpaBIeHUS 3asiBUTENIO C YBEIOMIIEHUEM O BPYUYEHUHU.

Baeouepennble npoBepku ocyecTBistoTes 1o npeanucanuto [L{OC B crnenyromux ciydasx:

— Hajnuuue MHQPOPMALMU O TMPETEeH3USAX K TOCTUHUIE U JIPYrOMY CpEICTBY pPa3MELICHHS,
UMeEIoIIeMy cepTuuKaT Kareropuu, noctynusiiei B denepanbHblil OpraH UCTOIHUTEILHON BIIACTH
B cdepe Typusma, B LIOC wmim opraHbl UCHOJHUTENBHOW BIacTH B cdepe TypusMa CyObEKTOB
Poccuiickoit @enepanuu;

— CYILIECTBEHHBbIE U3MEHEHUS B TEXHOJIOIMH OKa3aHUs YCIIYT, B OPraHU3allMOHHON CTPYKTYpE
U KaJpOBOM COCTaBE€ T'OCTUHUIIBI U JIPYrOro CPEJICTBA pa3MEILIEHUs, KOTOPble MOTYT MOBIUATH HA
KaueCTBO OKa3bIBAEMBIX YCIIYT.

OneHka COOTBETCTBUS CPEACTBA pa3MELIeHHs OJHON U3 KaTeropuil MpoOBOJUTCS B TPH dTarla:

NepBbIii ITAN — IPOBOJIUTCA MpPEIBAPUTEIbHAS OLIEHKA COOTBETCTBUS CPEAICTBA Pa3MELEHUs
TpeOOBAHUSIM.

Ilo pe3ynpraraM npeaBapUTEIbHON OLIEHKH COCTaBIISIETCS MPOTOKOJI COOTBETCTBUS CPEICTBA
pa3MeIIeHNs OJTHOM U3 KaTerOpHii;

BTOPOW 3Tam — MpOBOIUTCS OalibHas OLEHKA CpEACTBA PAa3MEUICHUS IO KPUTEPHSIM,
npuBeleHHbIM B Tabmuuax. Ilo pe3ymbraTtam OayuIbHOM OLEHKH COCTaBISIETCS MPOTOKON H
yKa3bIBAETCSl CYMMapHOE KOJIMYECTBO OAJLIOB,;

TPeTHil 3Tal — Ha OCHOBAaHUU BHIIIEYKA3aHHBIX MPOTOKOJIOB MPOBOJIUTCS OKOHUYATEIbHAs
OILICHKAa COOTBETCTBHUSI CPENICTBA PA3MEILECHUS ONPEEIIEHHON KaTErOpUH.

Cpencta pa3MelieHus ONPeeIeHHON KaTeropuu JOKHBI COOTBETCTBOBATD:

TOCTHHHIIBI, MOTEJIU U TIP. ¢ KOJTMYECTBOM HOMEpoB Goutee 50:

— TpeOOBaHUSAM, ONpEeAEIEHHBIM B TaOIUIIaX MPHIIOKEHUS K CHCTEME Kiaccuukanuy;

— KpUTEpUsAM OaNTbHON OLEHKHU C YYETOM CIIEYIOIIEro CyMMapHOTo KOJIMYecTBa OaJioB:

JUISl KATETOPUM — «IISITh 3BE31»  — 120 6amioB

JUISL KATETOPUHU — «YETBIPE 3BE3IBI» — 100 6amnoB
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JUISL KATETOPUU — «TPU 3BE3ABDY  — 80 GayioB

JUISl KATETOPUM — «JBE 3BE€3AbD»  — 50 6amnoB

JUTSl KATETOPUHU — «O/IHA 3BE€3Aa»  — 20 OaytoB

TOCTHHHMIIBI, MOTEJIM U TIP. C KOJIMYECTBOM HOMEPOB MeHee 50:

KPUTEPUSIM OAITLHOM OIICHKHU C YYE€TOM CIIEAYIOMEro CyMMapHOTO KOJMYECTBa OaJlIOB:

IUISL KATETOPUH — «IISATh 3BE31»  — 70 G6amoB
JUISL KATETOPUU — «UETBIPE 3BE3/bI» — 60 GamoB
IUISL KATETOPUH — «TPHU 3BE3IBD»  — 45 GainoB
IUISL KATETOPUH — «JBE 3BE3ABD»  — 35 GamnoB
ISl KATETOPUH — «O/IHA 3BE3/1a»  — 18 6amnos

JIOMa OT]IbIXa, TAHCUOHATHI U AHAJIOTUYHbIE CPEACTBA Pa3MEIICHMUS:

— TpeOOBaHUAM, ONPEAEICHHBIM B TAOIMIIAX MPHIIOKEHHSI K CUCTEME KIacCu(UKaLUY;

— KpuTepusM OaJUIbHOM OICHKH (OTPaKEHHBIX B ONPEACICHHON TaliuIe) ¢ yd4eToM
CJIEAYIOLIET0 CYMMApHOT'0 KOJMYECTBa OalIoB:

JUTSL KATETOPUU — «IISITh 3BE311»  — 135 6amios
JUISL KATETOPUHU — «YETBIPE 3BE3/IbI» — 115 6amnos
JUISL KATETOPUU — «TPH 3BE3/b»  — 95 6amnos
JUISL KATETOPUH — «JIBE 3BE31bI»  — 60 OamnoB
JUTSI KATETOPUHU — «OJIHA 3BE€3Aa»  — 30 6amoB

JlonmyckaeTcsl yMeHblIeHHe Tpedyemoro koaudecTBa 6ayioB Ha 10%.

Ecnu cpeactBo pasMenieHuss IO CyMMapHOMY KOJIMYECTBY OalJIoB HE COOTBETCTBYET
KaTeropuy, YCTAaHOBJICHHOW IPU MpeABapUTENbHON oleHKe (1 3Tam), TO MPpUHUMAIOTCS CIIEAYIOLINe
peLIeHUS:

— B ClIy4ae €ciId CYMMAapHO€ KOJMYECTBO OAJUIOB HMXKE 3HAYEHWH, YCTAaHOBJIEHHBIX IS
JAHHOM KaTeropuu, TO CPEACTBY pa3MELICHUs IpUcBauBaeTcs Oojiee HHU3Kas Kareropus Io
OTHOLICHUIO K NMPEABAPUTEIHHON OLICHKE;

— B CJIy4ae €ClIM CyMMapHO€ KOJMYECTBO OayuIOB BbIIIE€ 3HAUYEHUH, YCTAHOBJIEHHBIX IS
JAHHOW KaTeropuu, TO CPEICTBY pa3MEIIEHUs IPUCBAUBAETCS KaTEeropus, COOTBETCTBYIOLIAs
npeBapuUTeNbHOI olleHke (Tabnuima 3).

Tabnuna 3 — Kpurepun 6anibHOM OIIEHKH TOCTUHHUIL PA3IMYHBIX KaTETOPUiA ¢ KOJIMYECTBOM HOMEPOB
meHee 50

Ne TPEBOBAHHUE KoJi-Bo 6aJs10B
1 2 3
PacnonosxeHne cpeacTsa pa3MeleHus y Mopst
1 (oxeaHa), Ha Oepery peKu UM €CTECTBEHHOTO
BOJOEMA!
-TepBast IMHAS 3
-BTOpast INHUSA 2
-TPEThs JINHUS 1
2 3aaus ¥ OOMIECTBEHHBIE TTOMEIIICHUSI
PacrnionoxxeHnue cpencTsa pa3mMellieHus B 3/1aHUH,
2.1 | ABASIOMIUMCS HCTOPUKO-aPXUTEKTYPHBIM IMMAMSITHUKOM 6
(beneparbHOro Ha3HAUCHHS
PacnonosxeHue cpeacTBa pa3MeleHus B 3JJaHNH,
SABJISIFOLUTUMCSI UCTOPUKO-APXUTEKTYPHBIM MaMSITHUKOM 4
MECTHOT'O 3HaUEHUs
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1 2 3
BremHuii Bua — KauecTBO M COCTOSIHUE (acana,
0aJIKOHOB, JIOJKHUI, CTABHEIA: 3
2.2 -OTJIMYHOE 2
-Xopolee 1
-Y/IOBJICTBOPUTEILHOE
2.3. Hanuyne rocreBbix mudTos: 5
2 mudra u Oonee 3
1 mudr
24
Hanuune rocTuHbIX (Caao0HOB) 2
25 Hanuune staxkeit (HOMEPOB) Il HEKYPALIUX 2
2.6 KauecTBo, cOCTOSTHUE HHTEPhEPA XOJUIOB, CAJIOHOB U
JPYTUX OOIIECTBEHHBIX TOMEIICHUHN 1 UX
o0opynoBaHus
26.1 HamoneHoe mokpeITHE: 3
-OTJINYHOE 5
-XopoIiee 1
-Y/IOBJICTBOPUTEIILHOE
2.6.2 CteHsr: 3
-OTJINYHOE 5
-XopoIiee 1
-Y/IOBJICTBOPUTEILHOE
2.6.3 3aHaBecu: 3
-OTJINYHOE 5
-XopoIiee 1
-YJOBIIETBOPUTEIHHOE
2.6.4 OcBeliieHue: 3
-OTJIMYHOE 5
-Xopoliee 1
-YJOBJICTBOPUTEITHHOE
2.6.5 Mebens: 3
-OTJIMYHOE 5
-Xopoliee 1
-YJOBJIETBOPUTEITHHOE
3 KauecTBo 1 cocrosiHuEe 000pyI0BaHUS M OCHAILICHUS
HomepHoro ¢onaa (B 100% HoMepon)
31 HanonsHoe mokpsITHE: 3
-OTJIMYHOE 2
-Xopoliee 1
-YJOBJIETBOPUTEIHHOE
3.2 Meberb: 3
-OTJIMYHOE 5
-Xopoliee 1
-YJOBJIETBOPUTEIHHOE
33 3aHaBecu: 3
-OTJIMYHOE 5
-Xopoliee 1
-YJOBJIETBOPUTEITHHOE
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[ToctenbHbIe TPUHAIEKHOCTHU:
-OTJINYHOE
-Xopoliee
-YJOBJIETBOPUTEIBHOE

=N W w

TeneBunenue B HoMepax (TEIEBU30P ¢ KaOEITbHBIM HIIH
CITYTHHUKOBBIM KaHAJIOM JI1 BHYTPCHHET'O ITOKA3a
(WIBMOB MITH apeH/1a BUJICOMarHuTO()OHOB,
Busieokaccet B 100% HomepoB)

KagecTBo, cocTostHre 000pYOBaHUS BAHHBIX KOMHAT

5.1

CTeHsl, ouI:
-OTJIUYHOC
-Xopoiiee
-yJIOBJIETBOPUTEIILHOE

N

5.2

CantexHuueckoe 000py10BaHuE:
-OTJINYHOE
-xopoiuee
-Y/IOBJICTBOPUTEIILHOE

=N W

5.3

Kpansr:
-OTJIMYHOE
-Xopoiee
-YJOBJIETBOPUTEIBHOE

5.4

Hanuuue TaOypera win CTyJap4yMKa B BAHHOW KOMHATe

5.5

HonorpeB 10JIa B BAHHOM KOMHAaTe

5.6

Hanuaue B BanHe CIICUAJIBHOT'O ITOKPLITHA,
NpCAOXPAHAIOMICTO OT ITAICHUA ITPU CKOJIbKCHUHN

5.7

Hanuune 6aHHOM MPOCTHIHM (MaxpoBOro XajaTa)

5.8

Cocrostaue IMOKPBITUA CTCH B BaHHOUW KOMHATE:
-OTJINYHOE
-Xopoliee
-Y/IOBJICTBOPUTEILHOE

5.9

Hanuuue 6une ne menee yem B 50% HOMEPOB (

5.10

Hanuuue ¢ena B BanHoi komHate B 100% HomepoB

RPN P DNDW (N W INNDN PN

Tenedonnas kabuna (TesnedOHHBIN aBTOMAT) C
MEXIYTOPOJHEN CBA3BIO

no 1 6amy 3a kKabUHY, HO HE
6ouee 4-x 6aLI0B

Tenekc nim 3JeKTpOHHAs [TOYTa

2

Tenedakc

2

TpancnopTHOE 00CITy’)KUBaHHE: JOCTaBKa
MIPOXKUBAIOIIUX U Oaraxa

10

I[OHOJ]HI/ITGJ'IBHBIC YCIyru

10.1

Bpewms paGotsl npenpuaTuii TUTaHUsI HE MEHee:
- 14 yacoB B cyTkun
- 12 4acoB B cyTkH
- 8 4acoB B CYTKH

N B~ O

10.2

Bpewms paGotsl 6apoB He MeHee:
- 14 yacoB B cyTkun
- 12 4acoB B cyTkH
- 8 4acoB B CYTKH

N O 00
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10.3

OxpaHsieMasi aBTOCTOSIHKA C HEOIrPaHUYEHHBIM
BPEMEHEM IMMAPKOBKHU (KpOME MOTENE) C KOJIMYECTBOM
MECT:

- 50% oT KoJIMYeCTBa MECT B CPEJCTBE pa3MELIEHUS B
3aKpBITOM WJIM OTKPBITOM MAPKUHTE HA PACCTOSIHUH JI0
100 M ot cpeacTBa pa3MeIEHUsI ¢ BO3MOXHOCTBIO
MIPEIOCTABIICHUS YCIYTU MOJa4l aBTOMOOUIIS;

- 50% oT KoJIMYeCTBa MECT B CPEJCTBE pa3MELIECHUS B
napkuHre Ha paccrosiuuu 10 200 M OT cpeacTaa
pa3MenicHus B pailoHax (KBaprajiax, Mecrax) 0e3
ABTOMOOMJIBHOTO JABH)KCHUS;

- 30% OT KoJIMYECTBA MECT B CPEJCTBE pa3MELICHUS

N B~ O

10.4

Hannuue CCpBHUCA IJIs1 MHBAJIUJI0B

10

11

Hanuune nocToSHHBIX UIIH BPCMCHHLIX TOPI'OBBIX
TOYCK

o 1 Gaty 3a TOproByo
TOYKY, HO He OoJee 4-x
0aymioB

12

Hanuuune xa3uno

1

13

Hannuue npokara:
- aBTOTPAHCIIOpTa
- KypOPTHO-OBITOBBIX TOBAPOB Y MHBEHTAPsI

1

14

Haymyne koMHATHI TUTOIIAAbE0 HEe MeHee 30 KB. M ¢
€CTECTBEHHBIM OCBEILIEHHUE IS AETCKUAX UTP:
- o1 HaOJIFOICHUEM KBAJTU(UIIMPOBAHHOTO TIEPCOHAA
(He MeHee 5 4acoB B CYTKH)
- 0e3 HaOr01eHHs KBATM(UIIMPOBAHHOTO ITIEpCOHAIA

15

Hannune npouunx ycayr ( aTTpakiMOHBI, 3aJ1 UTPOBBIX
aBTOMATOB, YUNTAJIbHBIN 311, UH(HOPMALMOHHbIE
YCIYTH, YCIYTH NMEePEeBOAYNKA, OOMEH BaJIIOTHI U

JApyrHe)

o 1 Gamny 3a yciyry, HO HE
6onee 6 GannoB

16

Hanuuwue 3ana ans putHeca miomiapo He MeHee 30
KB. M C HE ME€Hee 6 TMMHAaCTUYECKUMU CHapsAIaMu WIIN
TpEeHaXepamu

17

Hannuune TeHHucHOrO KOpTa/ 4-X CTEHHOTO KOpTa JUIs
ckpoma 7 M x 10 m

18

Hannuwre mnaBarenbHOro 0acceiiHa ¢ miIonaabo
BOJIHOM TIOBEPXHOCTH KB. M:
- He meHee 80
- He MeHee 60
- He MeHee 35
- MeHee 35

PN PO

19

Hanuuwue caynsr:
- Ha 6 1 0oJIee YeI0BEK
- MeHee 6 YeJIOBEK
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4 TecTOBbBIC 3aJaHUSA
TecTbl U151 TPOBEAEHUS TEKYLIETO KOHTPOJIS

1 arrecranus

1. Kakue U3 nepedncieHHbIX CPEACTB pa3MEIIeHHs] OTHOCATCS K KOJUIEKTUBHBIM
CHEMaIN3UPOBAaHHBIM CPEJICTBAM pa3MeleHus?

a) TOCTUHUIIBI

0) npoduIaKTOpHH

B) OOIIEKUTHUS

2. Kakas noskHa B3UMaThCs JOMOJIHUTENbHAS OIUIAaTa B ClIydae 3a€pKKH Bble3[1a TYpUCTa U3
TOCTHUHHUIILI Ha 7 yacoB?

a) 3a MOJIHbIE CYTKU

0) 3a IOJIOBUHY CYTOK

B) 3a 7 4yacoB

3. Kakue tpedoBanus npeabsasiser [OCT 50645-94 «TypHcTCKO-3KCKYPCHOHHOE 00CTyKMBaHUE.
Knaccugukarus TocTHHHUID) K TOCTUHUIIAM, HAXOSAIIMMCS B pailoHax ¢ mepe0osiMu BOJIbI?

a) He0OX0/1MM 3arac BO/Ibl HE MEHee, YeM Ha 2 CYTOK

0) HeoOxoIuM 3amac BOJIbl HE MeHee, YeM Ha 1 cyTku

B) HEOOXOIMM 3arac BOAbI HE MEHEE, YeM Ha 3 CyTOK

4. Kakas TemnepaTypa JA0JKHA TOAACPKUBATHCS B )KUIIBIX TTOMEIICHHUSIX TOCTUHUIIBI?

a) ve Hmxe 18,5 °C

6) He HIke 16 °C

B) He Hmke 20 °C

5. Kakas Bbiciias kareropus npucauBaercs roctunuiie corsnacHo 'OCT P50645-94 «Typuctcko-

AKCKYypCHOHHOE o0cykuBanue. Kinaccudukaius roCTUHHALD
a) skskeskskosk

6) ook ko skok
B) skookoskok

6. Kakoif TeXHOJIOTHUECKUH TOKYMEHT BKIIFOYAET MPOCTPAHCTBEHHO-BPEMEHHBIEC XapaKTEPUCTUKU
OTJICNIBHBIX 3TAOB SKCKYPCUHU (TIPOIOIKUTENIBHOCTD, MPOTSKEHHOCTh, MECTOPACIIONIOKEHHIE
OCTaHOBOK, TOYEK 0030pa U Mp.) 1 OCHOBHBIE TBOPUECKHE 3a/1a4 3KCKypcoBoia?

a) KOHTPOJIbHBIN TEKCT SKCKYPCUU

0) TeXHOJIOrHYecKas KapTa SKCKypCuu

B) NopT¢enb IKCKypCOBOAA

2arrecTanus

1. I kakoro BHJia CepTU(UKAIMA TYPUCTCKUX YCIIYT TIpeTHa3HaueH cTanaapt « TypucTcKo-
IKCKYpCHOHHOE 00cmykuBanue. TpeboBaHus 1Mo oOecrneyeHno 6€30MacHOCTH TYPUCTOB U
9KCKYPCAHTOB»?

a) sl IPUHYIUTENBHON cepTuhUKaun

0) U1t 1OOPOBOIBHOMN cepTUdUKALIIH

B) 7151 00s13aTeIbHON cepTUUKAIIH

2. Kaxkoii (hakTop pricka 00yCIOBIIEH YPOBHEM MPOo(dheCcCHOHATBHOM MOITOTOBIEHHOCTH
00CITy’)KMBAIOIIEro nepconana?

a) ICUX0(PU3NOIOTUIECKUI

0) OHMoIOrHYeCKUi

B) cienuduueckuil pakTop pucka

3. Ha xakue BUJIBI TOIPA3ACIAIOTCS YCIYTH MO0 PYHKIIMOHATHHOMY HasHaueHuto corinacHo ['OCT P
50646-94 «Ycnyru HaceneHuto. TepMUHBI U OTIpeACTICHUS»?
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a) Ha MacCOBBIE ¥ HHIUBUyaJbHBIC

0) Ha MaTepuaIbHBIC U COIUATILHO-KYJIbTYPHBIC

B) Ha OBITOBBIC U MPOU3BO/ICTBEHHbIE

4. Ha kakue BUIbI TOAPA3JALIAIOTCS KOJJIEKTUBHBIE cpeacTBa pazMelenus corsiacio ['OCT P
511185-98 «Typuctckue ycinyru. Cpencrsa pasmemnieHusi. O0miue TpedoBaHusD

a) OOIIECTBEHHBIE M MHANBUYaJIbHbBIC

0) TOCTUHUIIBI U CTICIIHATTU3UPOBAHHBIE CPEICTBA Pa3MEIICHHUS

B) BPEMEHHOT'O ¥ MIOCTOSIHHOTO MPO>KUBAHUS

5. Kak yacTo 10mKHA OCYIIECTBIATHLCS yOOpKa HOMEpa B TOCTUHUIIE JIF000H KaTeropun?

a) 1 pa3 B neHb

0) 1 pa3 B nBa qHs

B) 2 pasa B JICHb

6. Typuct 3apanee 3a0pOHHUPOBAT MECTO B TOCTUHHUIIE U ono3aai Ha 1 cyrku. Kakas ¢ Hero qomkHa
B3UMaThbcs ara’?

a) rmaTa 3a OpoHb + 11ara 3a (pakKTHUECKU POCToi HoMepa (3a 1 CyTKwH)

0) riara 3a pakTHUeckuii mpocToit Homepa (3a 1 CyTKH)

B) 1u1aTta 3a OpOHb

2 TecTsbl AJ14 IPOBEIEHUS IPOMEKYTOUHOTO KOHTPOJIS (3a4€eT)

1. Kakas yciyra He BXOJUT B MUHUMAJIbHBIH aCCOPTUMEHT YCIIYT, KOTOPBIE JOJKHBI IPEAbSABIATH B
1r000# roctuHUIIE?

a) TenepoHHAs CBSA3b M3 HOMEPA

0) ycityru oOIIECTBEHHOTO MTUTAHUS

B) KpYIJIOCYTOUYHBIN IIpUeM

2. Kakast 1o/mKHa B3UMAaThCS IOTIOTHUATENBHAS OIUIaTa B CIyvae 3aJep KKH BbIe3/a TypHCTa U3
roctuHulbl Ha 11 gacos?

a)3a 11 gacoB

0) 3a IOJIOBUHY CYTOK

B) 32 TMIOJIHBIE CYTKH

3. Kaxkoif jonmycTuMbIi ypOBEHb IIIyMa YCTaHOBJIEH JJIi HOMEPOB TOCTUHHIL B HOUHOE BpeMsi?
a) 35 nb

0) 40 nb

B) 45 nb

4. TpeboBaHUs, ycTaHABIMBAaEMble CTAHJApPTaAMU U periiaMeHTaMu [yl 00ecrieyeHust TEXHUYECKOH 1
WH(POPMALIMOHHON COBMECTUMOCTH, SIBIISFOTCSL:

a) 00s13aTeIbHBIMHU JJIS1 BCEX CYOBEKTOB X035IICTBEHHOMN €ATEIbHOCTH

0) 00s13aTeNIbHBIMU, TOJILKO B TOM ClIy4ae, KOI/la OHM YKa3aHbl B JIOTOBOPE MEX]y CyObEKTaMU
XO34MCTBEHHOU JEATEIbHOCTH

B) 00s13aTEILHBIMH TOJBKO I (PU3UUSCKUX JTHI]

5. Ha roctuannb! kakoit BMecTuMocTho pacrpoctpansercs ['OCT P 50645-94 «Typucrcko-
9KCKYpcHOHHOE 00cimyx)uBanue. Kimaccuduxanus rocTUHHID

a) He MEHee 5 HOMEPOB

0) mo00¥ BMECTUMOCTBIO

B) HE MeHee 10 HomepoB

6. Kakoif n3 nepevncieHHbIX BUIOB paboT HE TOMISKUT 00s13aTeTbHOMY TOCYJIapCTBEHHOMY
¢duHaHCHpOBAHUIO?

a) pa3paboTKa MEXIyHAPOIHBIX CTAaHIAPTOB

0) npoBeieHNe HayYHO-UCCIeI0BaTEeIbCKIX PadOT MO CTaHAApTH3AIMH, UIMEIOLINX TOCY1apCTBEHHOE
3HA4YCHUE

B) pa3paboTKa CTaHJApTOB MPeINPUATHI

71



7. laTe onpeneseHue MOHATUIO KOHTPOJIBHBIN TEKCT DKCKYPCUU:

a) KOHTPOJBHBIN TEKCT IKCKYPCHUHU — 3TO KOMILJIEKT HH(POPMAITMOHHBIX MaTepuaioB (hoTorpaduii,
KOTHIA JOKYMEHTOB, CXeM, reorpadu4eckux KapT  Jp.), UCIOIb3yEeMBIX SKCKYPCOBOJOM B X0/1€
9KCKYPCHH

0) KOHTPOJIBHBIN TEKCT 3KCKYPCUHU — ATO TEXHOJIOTMUECKUN JOKYMEHT, OIPEAEIISIOIINNA JTOrMUYECKYIO
MOCIIEA0BATEIHHOCTH OCMOTPa JOCTONPUMEYATEIbHBIX 00BEKTOB HAa MapLIPyTE

B) KOHTPOJIbHBIN TEKCT SKCKYPCHUU — ITO TEXHOJIOTMUECKHUI TOKYMEHT, BKJIIOYAOIIUI HAy4yHOE,
aKTyaJIM3UPOBAHHOE CoJIep:KaHre MHPOPMAIUH, IPEAOCTABISIEMON SKCKYpPCaHTaM

8. K xakomy (pakTopy pricka OTHOCSATCS HEPBHO-TICUXMYECKHE MTEPErpy3Ku?

a) OMOJIOTHYECKOMY

0) cuxo(hU3NOIOTHIECKOMY

B) BO3JICHCTBHIO OKPYXKAIOIIECH CPEebl

9. KT0 HeceT OTBETCTBEHHOCTH 3a MOJATOTOBICHHOCTD MEPCOHANA K ICUCTBUSAM B UpE3BbIYANHBIX
CUTyalUsIX?

a) KOMUTET 110 TypU3My

0) pYKOBOAUTEH TYPUCTCKOTO MPEAIPUATHS

B) KOMHTET 110 IPA’KJaHCKON 000poHe

10. Kak Ha3bIBaeTCa yCTaHOBJICHHBIM HOPMAaTUB BPEMEHHU HA UCIIOIHEHUE YCIayru?

a) BpeMs UCIIOJIHEHUS YCIIYTH

0) Bpems 00CITy)KHUBaHHS

B) BpEMsl TEXHOJIOTUYECKOI0 [IUKJIA
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