MHUHHUCTEPCTBO OBPA3BOBAHUS 1 HAYKHM POCCUHMCKOM ®EJEPAIIMA
DenepajbHOE TOCYIAPCTBEHHOE OI0KEeTHOE 00pa3oBaTe/ibHOE YUpek/JIeHHe BbICIIero 00pa3oBaHus

«TOMCKHM TOCYJIAPCTBEHHBIN YHUBEPCUTET CUCTEM
YITPABJIEHWA N1 PAIMOSJIEKTPOHUKI»

(TYCYP)
YTBEPXIAIO
JlupexTop nenapraMmeHTa 00pa3oBaHuUs
II. E. Tposn
«_» 20

PABOYAS ITPOTPAMMA TV CHUTIMHBI
MeToas!l ynpasJjieHUsI KA4YeCTBOM YCJIyT

YpoBeHb 00pa3oBaHus: BbIcLIee 00pa3oBaHue - MArHCTPaTypa

HampaBnenue noarotoBku / cnenuaibHOCTE: 27.04.02 YnpaBiieHune kauecTBOM

HanpasnenHocts (mpoduiip) / cenuanu3aiys: YnpaBieHde Ka4yecTBOM NPOMBIIIEHHOH NPOIyKIUH
U yCJIyr

®opma o0ydeHus: OUHaA

@axynpreT: PUT, PakyabTeT HHHOBAMOHHBIX TEXHOJIOT Uil

Kagenpa: YU, Kadenpa ynpaBieHuss HHHOBALMAMHU

Kype: 1

Cemectp: 1, 2

YueOnsrit man Habopa 2018 roma

Pacnipenenenne pabouero BpemeHu

Ne Bunpl yueOHOI 1eITeNbHOCTH 1 cemectp 2 cemecTp Bcero Enununner
1 | Jlekuun 10 10 20 4acoB
2 |I[IpakTrueckue 3aHATHS 26 26 52 4acoB
3 | Bcero aynuTopHBIX 3aHSATUI 36 36 72 4acoB
4 | CamocrosTenbHas paboTa 72 36 108 4acoB
5 | Bcero (0e3 sx3ameHa) 108 72 180 4acoB
6 |IlogroroBka M ciada SK3aMeHa 0 36 36 JacoB
7 | OO6mas TpyI0eMKOCTh 108 108 216 JacoB
3.0 3.0 6.0 3.E.

3auer: 1 cemecTp
DK3aMeH: 2 CEMECTp

Tomck 2018
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PilCC.\l()TpCH&l 151 ()1()(’)})6HU Ha 3aCCJaHuM Kil(t)ﬁ,:[pbl
npotoko Ne 8 oT « 25 » 4 2018 1
JINCT COI'TTACOBAHU A

Pabouas mporpamma AUCIUIUIMHBI COCTaBJICHA C y4eTOM TpeOoBaHUHU (enepaabHOTO Trocynap-
CTBEHHOTO 00pa3oBaTeNbHOTO cTaHaapTa Bhiciiero oopazoBanus (CPI'OC BO) no HampaBiieHHIO MOATO-
ToBKH (crnieruanbHoCcTH) 27.04.02 YnpaBnenue kauectBoM, yTBepxkaeHHoro 30.10.2014 rona, paccmoTpe-

Ha 1 o00peHa Ha 3acenanuu Kageapsl YU «  » 20 ropa, npotokon Ne
PazpaboTunk:
Houent kadp. YU B. K. Xykos

3aBenyromuii odecrieunBaroien kag.
YU I'. H. Hapumanosa

Pabouast mporpaMMa TUCIUIIIMHBI COTJIacOBaHa ¢ (paKkyJIbTETOM U BBITyCKarolel kadenpoii:

Hexan OUT I'. H. Hapumanosa
3aBenyromnuii BeITycKaroten kag.

YU I'. H. Hapumanosa
OKCIEPTHI:

JlouieHT kadeapsl yrnpaBieHUs HHHO-
Barmsimu (YU) M. E. AHTHIIUH

JlonieHT Kadeapsl ynpaBieHUs HHHO-
Bausimu (YHN) N. A. JIapunommna
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1. lean u 3aga4n AUCHUTLIHMHBI

1.1. lleau TUCUMIIAHBI
[lenpro mpenogaBaHusl TUCHUIUIMHEI SBISETCS (POPMHUPOBAHUE Y CTYJACHTOB Pa3BEPHYTOTO Mpe-
CTaBJICHUS O cBoel Oymymieit mpodeccun u 00beKTax MPoPecCHOHATHHON IEATEIHPHOCTH U CIIOCOOHOCTH
OCYIIECTBIIATh MIOCTAHOBKY 3aJa4d UCCIIeI0BaHuUsA, (DOPMUPOBAHKE IJIAaHA €r0 peaTU3aIluU

1.2. 3ajaun AMCUMILINHBI
—  3aja4u u3y4eHUs AUCIUTUINHBL:
—  TI03HAKOMHTH C BUJAMHU U 33]a4aMu MPOPECCHOHATBHON e TeIbHOCTH, MTOKa3aTh BO3MOXHO-
CTH paboThI B chepe yrpaBiieHUsI Ka4eCTBOM;
—  cdopMupoBaTh CIIOCOOHOCTH OCYIIECTBIIATh MOCTAHOBKY 3a1a4M MCCIICI0BaHMsI, POPMUPOBA-
HHE [IaHA €TO Peajr3aliu

2. MecTo nucuuiiuebl B cTpykrype OIIOII
Hucuumuinaa «Metoapl ynpaBineHus: kadectBoM yciyr» (b1.B.J1B.2.2) otHocuTcs k 610ky 1 (Ba-
pHaTHUBHAS YacCTbh).
[TpeamecTByOIKUMU AUCUMIUIMHAMH, (POPMUPYIOIIMMHU HayajlbHbIE 3HAHUS, SBISAIOTCS: MeToasl
yIpaBJIeHUS KaU€CTBOM MPOAYKIIMU, MeTo/bl yIpaBieHUsI KaueCTBOM YCIIYT.
[Tocnenyromumy TUCUUIIIIMHAMY ABJIAIOTCSA: AYIUT B CTAHIaPTU30BaHHBIX CUCTEMAaxX MEHEKMEH -
Ta, MeTo/bl yIpaBIeHUS KAUECTBOM YCIIYT.

3. TpeOoBaHus K pe3yJbTaTaM OCBOCHHS THCHUIINHBI

[Tpouecc n3yueHus: AUCUUILIMHBI HapaBjieH Ha (JOPMUPOBAHUE CIEAYIOIIUX KOMIIETEHIU:

— TIK-6 ciocoGHOCTBIO OCYIECTBIATh HOCTAHOBKY 33lauM UCCIIE0BaHMs, (POPMUPOBAHUE I1JIa-
Ha €ro pealn3alvy;

B pe3ynbraTe u3ydeHus JUCIUIUIMHBI 00y4aOLUICs TOJKEH:

—  3HATh KaK OCYIIECTBJIATh MOCTAHOBKY 3a/1a4d UCCIIe0BaHMA, (HOPMUpPOBAHUE TUIaHA €0 pea-
JU3aluu

— yYMeThb IpPUMEHSTHh CIOCOOHOCTH OCYIIECTBISATH MOCTAHOBKY 3aJaul HCCIEeAOBaHHS, (op-
MHUpPOBaHUE IUIaHA €T0 peanu3aluu

—  BJAJIeTh CIIOCOOHOCTBIO OCYIIECTBIATH MOCTAHOBKY 3aJjaud MCCIEeI0BaHUs, (OPMHUPOBAHUE
IUIaHA €0 peaau3aluu

4. O6beM IMCUMIVIMHBI M BUABI Y4e0HOIl padoThI
OO01ast TpyI0EMKOCTb JUCLUILUINHBI cOCTaBIseT 6.0 3aUeTHBIX €IMHMILIBI U IIPECTaBIeHa B Ta0Iu -

ue 4.1.
Tabmuua 4.1 — TpyaoeMKOCTb TUCIUILTUHBI

Bunel yueOHOI nesTeNIbHOCTH Bcero yacos CemecTpsl

1 cemecTp 2 ceMecTp

AynuTtopHble 3aHATUSA (BCETO) 72 36 36
Jlexknuu 20 10 10
[IpakTiueckue 3aHATHS 52 26 26
CamocTosiTenbHas paboTa (Bcero) 108 72 36
[TpopaboTka JIEKITMOHHOTO MaTepHuaia 36 28 8
[ToaroroBka K MpakTUYECKUM 3aHATHUSAM, 72 44 28
CeMHMHapaM
Bcero (6e3 3x3amena) 180 108 72
[ToaroroBka u ciaya sK3aMeHa 36 0 36
OO6mmast Tpy1I0€MKOCTb, U 216 108 108
3auetHbie EquHutib 6.0 3.0 3.0
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5. Conepxxanue 1MCUMILTHHBI

5.1. Pa3gennl IMCOUILIAHBI M BHALI 3AaHATHHA
Paznensl IuCUMIUTAHEI ¥ BUABI 3aHATHN PUBEACHBI B Ta0mmiie S.1.
Tabmua 5.1 — Pasgens! fUCHUILIMHEL U BUABLI 3aHSITHI

Bcero
4acoB
[Tpak. Cam. dopmupyembie
HasBanus pa3nenos QUCHUAIIIINHBL Jlek., 4 (Ce3
3aH., 4 | pa0., u KOMITETEHITHH
9K3aMEeH
a)
1 cemectp
1 YnpaBieHne KaueCTBOM OKa3bIBa€MBIX 2 8 24 34 [1K-6
yCIIYT B COOTBETCTBUH C TPEOOBAHUSIMU CTaH-
JapTOB. YTNpaBlieHUE KaueCTBOM YCIIYT B OT-
pacisx: oOpa3oBaHUE U METUIIHA
2 MeTo/ipl yIipaBiIeHUSI KAUECTBOM YCIIYT B 4 8 28 40 [1K-6
COOTBETCTBHUH C TPEOOBAHHUSIMU CTaHJAPTOB
Mertoap! yripaBiieHus: Ka4eCTBOM YCIYT B 00-
pa30BaHUM U MEIUIIHE
3 Ilpemun 3a KauecTBO B cepe yciayr. Mero- 4 10 20 34 [1K-6
JIbl CAMOOLIEHKM OpraHU3alMy 10 OKa3aHUIO
YCIIYT.
HWroro 3a cemectp 10 26 72 108
2 cemecTp
4 AMepUKaHCKUI ONBIT OKa3aHUs U Pa3BUTHS 4 14 21 39 [1K-6
Ka4eCTBEHHBIX yCIIyT. MeToIpl KayecTBa OKa-
3aHUS yCIyT B SIMOHUU.
5 Merobl KauecTBa OKa3bIBAEMBIX yCIIYT B 6 12 15 33 I1IK-6
ctpanax EBponsl. Cuctemsbl kauecTBa B cepe
YCIIYT.
Hroro 3a cemectp 10 26 36 72
Hroro 20 52 108 180
5.2. Coaep:xanue pa3aejioB IUCHUILIUHBI (110 JIEKIIUSAM)
CopeprkaHue pas3iesoB TUCIUILINH (TIO0 JIEKIMSIM) IPUBEICHO B Tabmuiie 5.2.
Tabmuia 5.2 — Coneprkanue pa3faesoB JUCHUIUIAH (10 JICKIHSIM)
Copneprkanue pazznenoB quctuminiel (mo | Tpynoemkocts, | @opmupyemblie
Ha3Banus pazzaenos p P A ( Py ’ PMHPY
JICKITUSIM) q KOMITETEHITUU
1 cemectp
1 Ynpagnenue YrpasieHue KauecTBOM BIIPOLECCAX 110 OKa- 2 I1K-6
KaueCTBOM 3aHHUIO YCIIYT, YIIpaBJIeHUE KaueCTBOM I10
OKa3bIBAEMBbIX YCIIYT B | OKa3aHUIO yCIIyTOpraHU3aluu, yI0BJIETBO-
COOTBETCTBHH C PEHHOCTb MOTPEOUTENS UBCEOOIIHI MEeHe-
TpeOOBaHUSIMU JOKMEHT Ka4eCTBa B OKA3aHUH YCIYT, 00ec-
CTaH/IapTOB. MIeYeHHUE YJI0BIETBOPEHHOCTH OKAa3aHUEM
VYpaBiieHue KaueCTBOM | YCIIYT BCEX 3aMHTEPECOBAHHBIX CTOPOH, KaK
YCIIYT B OTPACIISX: YCTOMYMBBIN yCIieX OpraHu3aluu.
o0Opa3oBaHHe U Vitoro 2
MeIUIIMHA
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2 Meronpb! yripaBienus | [IpuoputeT opueHTaIuyu Ha TOTPEOUTENS B 4 I1K-6
KaueCTBOM YCIIYT B OKa3aHUU YCJIYT B COOTBETCTBHUHU ¢ TpeOOBa-
COOTBETCTBHH C HUSAMU CTaHIapTOB. OCHOBHBIE ACTIEKTHI
TpeOOBaHUSIMU BHe/IpeHus1 Gu1ocohuu BCeoOIero yrnpas-
cTaH#apToB MeTonpl | I€HMS Ka4ECTBOM B OKA3aHUU YCIYT. Xapak-
yIpaBJIEHUS KAYECTBOM | TEPUCTUKH YIOBIETBOPEHHOCTH, KaHAJIBI
ycIyr B 00pa30BaHUM U | 0OpaTHOM CBA3U. MeTozbl ynpaBiIeHus Kaue-
MEIUIIHE CTBOM cOOpa 1TaHHBIX00 OXHJIAHUAX U
YIOBJIETBOPEHHOCTH MTOTPEOUTENS B Kaye-
CTBE OKa3bIBAEMBIX YCIIYT.
Hroro
3 [Ipemun 3a xauectBo |[Ipemun 3a xauectBo B Anonuun u CIIA . I1K-6
B chepe yCIyT. EBporneiickas npemus, [Ipemus kayectsa B
Mertoap! camoorieHku | Poccun mpernoHangbHble IPEeMUH, BKITIOYAS
OpraHM3aI1H 110 npemui B chepe yenyr . [IpoBenenue camo-
OKa3aHUIO yCIYT. OLICHKH U MPUMEHEHUEPE3YIbTATOB IS
YIyULIEHHs JeATEIbHOCTH OPTaHNU3alluY B
cdepe oKkazaHUsI YCIIYT.
Hroro
Hroro 3a cemectp 10
2 cemectp
4 AMmepuKaHCKHH ONBIT | MI3yueHne aMepUKaHCKOIrO OIbITa B METO/AX 4 ITK-6
OKa3aHUS M Pa3BUTHUA | YIPABIEHUS KaUECTBOM OKa3bIBAEMbIX YCIIYT,
Ka4eCTBEHHBIX YCIIYT. | CIIELMAIUCTBI IO KaY€CTBY.JINOHCKUI ONBIT
Mertoap! kauecTBa M3YUYEHUS U Pa3BUTHSI METOJIOB KayecTBa
OKa3aHUs yCIyr B OKa3bIBaEMBbIX YCIIYT, CHELIMAIUCTBI 11O
SAnonumn. YIPaBJICHUIO KAaU€CTBOM B Pa3IMUHBIX cde-
pax JesITEIbHOCTH.
Hroro 4
5 Meronel kauecTBa EBpomneiicknii ONbIT yIpaBIeHNs Ka4eCTBOM ITK-6
OKa3bIBAEMBIX YCIYT B | OKa3bIBAEMBIX YCIIYT, CIELIUAJIACTEI 10
crpanax EBpomnsl. YIPaBJICHUIO Ka4eCTBOM.MeToab! ynpasiie-
Cucremspl KayecTBa B | HAsL Ka4€CTBOM OKa3bIBaeMbIX yciyr B CC-
cdepe yciyr. CPCucremsbl kauecTBa B chepe yCiyr.
Hroro 6
Hroro 3a cemectp 10
Hroro 20

5.3. Paznenbl JMCHMILNIMHBI M MEKIMCUMILINHAPHBIE CBSA3H ¢ 00eCeYnBAIIMMH (PeAblTy IIUMHU)
U obecneynBaeMbIMU (MOCJAETYIONIUMH) TUCHUIIMHAMHA
Paznenbl qUCHUIITUHBL U MEXIUCIUIUIMHAPHBIE CBSI3U C 00€CTIeYMBAIOIIMMHU (TIPEABIAYIIUMU) U
obecrnieunBaeMbIMHU (TTOCIIEIYIONUMHI ) AUCITUTUTMHAME TPEICTAaBIEHBI B TabmuIe 5.3.
Tabmuna 5.3 — Pa3aenbl AMCHMIUIMHBL U MEXIUCITUIUIMHAPHBIE CBS3H

Ne pa3nenoB qaHHOUM TUCHMIUIAHBL, 7151 KOTOPBIX
HEO0OXOAMMO M3yYeHUE 00ECTICUNBAIONINX 1

Hanmenosanune iU o0ecreYnBaeMbIX TUCIIUILTHH

1 2 3 4 5

[IpenmecTByronme qUCUUILIMHBI
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1 Meronp! yripaBiaeHus: KA4ECTBOM MPOAYK- " + n n n

1807071

2 MeTo/ibl yIipaBJieHUsI KAU€CTBOM YCIyT + + + + +
[Tocnenyromue TUCIUIIITUHBI

1 AymiT B CTaHIapTU30BAHHBIX CHCTEMaX n n n " "

MEHEIKMEHTA

2 Metop! ynpaBiIeHHsI KAYECTBOM yCIyT + +

5.4. CooTBeTcTBHE KOMIIETEHIIMIA, (OPMHUPYEMBIX PH U3yYeHUH TUCHHUILUIMHBI, U BUA0B 3aHATHI
CooTBeTcTBHE KOMIETEHIUH, (POPMUPYEMBIX MpPU HM3YUYEHUH IWUCHUIUIMHBI, ¥ BHJIIOB 3aHATHN

npeaCTaBJICHO B Ta6J'II/II_[C

54.

Tabmuma 5.4 — CoOTBETCTBHE KOMIIETEHIINN, (DOPMUPYEMBIX TIPU U3YUE€HUH JAUCIUIUINHBI, U BUOB 3aHS -

TUU
KoMmrerenmu Bunel 3ansaTuii
@DOpMBI KOHTPOJIA
u Jlek. [Ipak. 3aH. Cam. pa6.
IIK-6 + + + Dx3ameH, Onpoc Ha 3aHATHSIX,
3auer, Tect
6. UnTepakTBHBIE MeTOABbI M (GOPMBI OPraHU3aALMU 00yYeHH I
He npenycmorpeno PVYIIL.
7. JJaGopaTtopHbie padoThI
He npenycmotpeno PVYII.

8. IIpakTuyeckue 3aHATHSA (CEMUHAPDHI)
HanMeHnoBaH#e MPakTUYECKUX 3aHATUN (CEMHHAPOB) MPUBEACHO B Tabmmie 8.1.
Tabauna 8.1 — HammeHoBaHKE MPaKTHYECKUX 3aHATHIA (CEMHHAPOB)

HaumenoBanue npaktuueckux 3aHatuil | TpynoemkocTs, | Dopmupyemble
Haspanus pasnenos
(cemuHapoB) q KOMITCTCHITUHI
1 cemectp
1 Ynpasnenue Oka3zaHue yclIyr ¥ METOAbl Pa3BUTHS IPU 8 I1K-6
Ka4eCTBOM BCEOOIIIEeM YIIPAaBICHUN KaueCTBOM. MeToIbI
OKa3bIBAaEMBbIX YCIYT B |B YIPABIECHUHU KaYeCTBOM OKa3aHMs yCIYT B
COOTBETCTBHH C COOTBETCTBHUH C TPEOOBAHUSAMHU CTaHJAPTOB.
TpeOOBAHUSIMU Vroro 8
CTaHJApPTOB.
VYnpasnenue
Ka4ueCTBOM YCIIYT B
OTpaCIsIX:
oOpa3oBaHue U
MeuIHA
2 Meronp! ynpaBieHus | AHaJIN3 METOJIOB B YIIPABJICHUU KauECTBOM 8 ITK-6
Ka4eCcTBOM YCIYT B OKa3bIBa€MbIX YCIYT B COOTBETCTBUU C Tpe-
COOTBETCTBHH C O0oBaHMAMHU CTaHJApTOBMETO/IbI KauecTBa
TpeOOBaHUSIMU OKa3bIBa€MbIX YCIYT B 00pa3oBaHUE U MEIH-
cTaHgapToB Metoapl | LIMHE
TIPaBJICHUST KaYeCTBOM
ylpasie aueCTBOM |17\ o 8
ycIyr B 00pa3oBaHUU U
MEIUIHE
3 [Ipemun 3a xauectBo |IIpemuu B obnactu kauecTBa B cepe 10 ITK-6
B chepe yCIIyT. yciyr.MeToibl yrpaBiieHUs] KaYeCTBOM B
6
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MeTO,I[LI CaMOOLCHKHA C(bepe OKa3bIBACMBbBIX YCIIYT U BCGO6H.I€C

OpraHM3aIiH 110 yIpaBiieHUE KaueCTBOM.MeTo/bl CaMOOIIEH-
OKa3aHUIO YCIYT. KW OpraHU3alluK B OKa3aHUM yCIyT
Htoro 10
Hroro 3a cemectp 26
2 ceMecTp
4 Amepukanckuii onbIT | OnbIT CIIIA B 0ka3aHNMM Kaue€CTBEHHBIX 14 ITK-6

OKa3aHHUS U pa3BUTHUS | YCIIYT, CIICLIUAUCTHI B 00JaCTH KayecTBa
Ka4EeCTBEHHBIX YCIYI. | OKa3bIBA€MbIX YCIYI.SIIOHCKNN ONBIT OKa3a-

Merto/bl KauecTBa HUS KAYECTBEHHBIX YCIYT B pa3IMYHBIX BU-
OKa3aHUs yCIyr B Jlax JesITeIbHOCTH, METO/Ibl YIIPABJICHUS Ka-
Snonuu. YEeCTBOM YCIIYT.

Hroro 14
5 Meronbl kauecTBa EBpomneickuii OnbIT yIpaBJIeHUEM KayeCcTBa B 12 ITK-6
OKa3bIBa€MbIX YCIIYT B | cepe ycayr, MeTo/pl yripaBieHHs Kaye-
crpanax EBpomsl. ctBoM ycayr B CCCP.Cuctemsl kauecTBa B
Cucrembl kKayecTBa B | cpepe oKazaHUs YCIYT.
cdepe ycayr. Vroro 12
Hroro 3a cemectp 26
Hroro 52

9. CamocTrosiTesqibHasi paboTa
Bunel camocrosTensHOM paboThl, TPYIOEMKOCTh U (pOpMHpyeMble KOMITETECHIIMH PEICTaBICHbI B
tabmure 9.1.
Tabmura 9.1 — Buasl caMoCTOSTEIBHON pabOThI, TPYAOEMKOCTh U (DOPMHUPYEMBbIE KOMIIETEHITUN

Bunasl camocrositensHoit | TpynoemkocTs, | DopMupyembie
HasBanns paznenos a Py ’ PMHPY @DOpMBI KOHTPOJIA
paboThI q KOMITETEHI[HA
1 cemectp

1 Ynpasnenune [ToaroroBka Kk mpakTuye- 12 I1IK-6 3auer, Onpoc Ha 3a-
KaueCTBOM CKHUM 3aHSITUSIM, CEMHUHA- HATUSX, TecT
OKa3bIBa€MBIX YCIYT | paMm
B €O 6OTBeTCTBHH ¢ ITpopaboTKa JEeKIIUOHHO- 12
T BaHUSAMU

pebosa ro MaTepuasa
CTaHJapTOB.
VYnpasnenue Hroro 24
KaueCTBOM YCIYT B
OTpacysax:
o0Opa3oBaHue U
MEIUIHA
2 Metonsl [ToaroroBka Kk npakTuye- 18 [IK-6 3auer, Onpoc Ha 3a-

TIpaBJICHUS CKHUM 3aHSTUSAM, CEMHUHA- HATUSX, TecT
y ) )
KayecTBOM YCIIYT B | pam

TBETCTBUU

oo 5 ere ¢ [TpopaboTka JIEKITMOHHO- 10
T BaHUSMU

peoo ro MaTepuasa
CTaHIapTOB
MeTop Hroro 28
YIPaBJICHUS
KayeCTBOM YCIIYT B
0o0pazoBaHUH U

CornacoeaHa Ha noprane Ne 34540 7



MeIULIHE
3 [Ipemuu 3a ITonroroBka K mpakTuye- 14 ITK-6 3auer, Omnpoc Ha 3a-
KauecTBO B cpepe | CKUM 3aHATUSAM, CEMUHA- HATUSAX, TecT
ycayr. Meronbl pam
CaMOOTICHKH [TpopaboTka IeKInOHHO- 6
TaHU3AIIH T
OpraHmsal 0 ro Marepuana
OKa3aHUIO yCIYT.
Hroro 20
Hroro 3a cemectp 72
2 cemectp
4 Amepukanckuii | [loaroroBka k mpaktuye- 14 ITK-6 Omnpoc Ha 3aHATHX,
OTIBIT OKAa3aHMUSI U | CKUM 3aHATHUSAM, CEMHUHa- Tect, Dx3amen
pa3BUTHSA pam
Ka4eCTBCHHBIX
arec 1\2 [TpopaboTka JEKIIMOHHO- 7
YCIYL. MCTOIEL ro MaTepuaa
Ka4yecTBa OKa3aHus
yciyr B SnoHun. Hroro 21
5 Mertonap! kauecTBa |I[loaroroBka k nmpaktuye- 14 [1IK-6 Ormpoc Ha 3aHATHUSAX,
OKa3bIBaEMBbIX YCIYT | CKUM 3aHSATHSM, CEMHUHA- Tect, Ox3amen
B cTpaHax EBponbl. | pam
HCTEMbI KauecTBa
Cucre ec [TpopaboTka JeKIIHOHHO- 1
B )
cepe ycaryr ro Marepuana
Uroro 15
Hroro 3a cemectp 36
IToaroroska u ciaya 9K- 36 OK3ameH
3aMeHa
Hroro 144
10. KypcoBoii npoekT / kypcoBasi padora
He npenycmorpeno PVYII.

11. PeiiTuHroBasi cucreMa JJisi OLlEHKHU yCIIeBaeMOCTH 00y4aroumuxcst

11.1. banabHble OLIEHKH /JIsl 3JIEMEHTOB KOHTPOJIA
Tabmuna 11.1 — bayuibHBIC OIICHKH IS 2JIEMEHTOB KOHTPOJIS

N . MaxkcuManbHbI
N MakcumanbHbIN MaxkcuManbHBIN
DneMeHTHl y4eOHOM 0aJut 3a mepuos Bcero 3a
Oamn Ha 1-yto KT ¢ |  Oam 3a nepuoa
NEeSATENbHOCTH mexny 2KT u Ha ceMecTp
Hayana ceMectpa | mexay 1KT u 2KT
KOHEI[ ceMecTpa
1 cemectp
3auer 10 15 20 45
Onpoc Ha 3aHATUSX 5 5 10 20
Tect 10 10 15 35
Hroro makcumym 3a nepu- 25 30 45 100
on
Hapacraromum utorom 25 55 100 100
2 ceMecTp
Ornpoc Ha 3aHATUAX 5 10 10 25
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Tect 15 15 15 45

Hroro makcumyM 3a nepu- 20 25 25 70

on

OK3aMeH 30

Hapacraromumm urorom 20 45 70 100

11.2. IlepecyeT 0a/1710B B OLIEHKHU 32 KOHTPOJIbHbIE TOYKH
[TepecueT 0aTOB B OIIEHKH 32 KOHTPOJIGHBIC TOUKH MIPEICTaBICH B Tadmuie 11.2.
Tabmuua 11.2 — [1epecueT 6aIOB B OLIEHKH 32 KOHTPOJIBHBIE TOUKH

banel Ha 1aTy KOHTPOIBHON TOUKHU OreHka

> 90% ot MakcuManbHOU cyMMBbl OaioB Ha gaty KT 5

Ot 70% no 89% ot makcumasibHON cymMbl OaiioB Ha aaty KT

4
Ot 60% 110 69% oT MakcuMaIbHOM CyMMBI OaiToB Ha aaty KT 3
2

< 60% oT MakcuMaIbHOU cyMMBbI OauioB Ha naty KT

11.3. Ilepecyer cyMMBbI 02/1710B B TPAAULHOHHYIO M MEKITYHAPOIHYIO OLCHKY
[Tepecuer cymmMbl OaljIOB B TPAAMLIMOHHYIO M MEXIYHApOIHYIO OLIEHKY NPEJICTABIEH B Ta0IHLe
11.3.
Tabmuua 11.3 — [lepecueT cymmbl 6aJI0B B TPAAUIIMOHHYIO M MEXAYHAPOAHYIO OLICHKY

Wrorosas cymma 6aiisos,

Onenka (I'OC) YUMTBHIBAET YCIEIIHO CAAHHBIN Onenka (ECTS)

HK3aMeH

5 (OTIMYHO) (3a4TEHO) 90 -100 A (0TIIMYHO)
85 -89 B (ouenb xoporiiio)

4 (xopo11o) (3a4TeHO) 75 - 84 C (xoporo)
70 - 74
65 - 69 D (ynoBineTBOpHUTENBHO)

3 (yIOBIETBOPHUTENHHO) (3a4TEHO) 60 - 64 E (mocpexcreerio)
2 (HeYHOBIICTBOPHTENSHO) (HE Hwxe 60 6ayioB F (Hey1oBIETBOPUTEIBHO)

3a4TEHO)

12. YueOHO-MeTOAUYecKOe U MHPOPMANINOHHOE 00ecTiedeHrue TUCIHIIINHBI

12.1. OcHoBHas JUTEpaTypa
1. Scenbckas A.W. Yopasnenue kadectBoM: YueOHoe nocobue. - Tomck: U3n-so TYCVYP, 2006.
- 171 ¢ (manmuue B 6ubmmorexke TYCVYP - 45 3k3.)

12.2. lonosiHUTEIbHAS JIUTEPATYpPa
1. bacosckwuii JL.E., [IpotacseB B.b. Ynpasnenue kauectBom, YueOHHK 11t By30B - M. : MH}pa-
M, 2008. - 211 c. (mHanmmuue B 6ubmmotexke TYCVYP - 10 3k3.)

12.3. YueOHO-MeTOAMUECKHE TOCOOHS

12.3.1. O0s3aTesibHbIE yUeOHO-MeTOAUYeCKH e MOCOOUus
1. Meroap! ynpapieHUs Ka4eCTBOM yCIyT [DIEKTPOHHBIN pecypc]|: Mertoandyeckue ykazaHus 110
npaktnyeckum  3anstusm /B, K. XKykoB - 2018. 11 c¢. — Pexum nocryma:
https://edu.tusur.ru/publications/8834 (mara oopamenus: 08.12.2018).
2. Mertoapl ynpaBiaeHus Ka4eCTBOM YCIyT [DIEKTpOHHBIN pecypc]: Meroanueckue yka3aHus 1o
BBITTOJIHCHHUIO CTYJCHTaMH caMocTosTeabHol padotsl / B. K. XKykos - 2018. 10 ¢. — Pexxum gocryna:
https://edu.tusur.ru/publications/8863 (nara oopamenus: 08.12.2018).
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12.3.2. YueOHO-MeTOAMYECKHE MIOCOOMS IJIs1 JIMI € OTPAHMYECHHBIMH BO3MOKHOCTSIMH 3/10POBbS H
HHBAJIMI0B

Y4eOHO-MeTOqYECKHe MaTeprabl ISl CAMOCTOSTEIBHON U ayTUTOPHOM paboThl 0Oydaromumxcs
U3 YHCiIa JIUI ¢ OTPAaHNYCHHBIMU BO3MO)KHOCTSIMU 3/I10POBbSl 1 MHBAINAOB MIPEAOCTABISIOTCS B (opMax,
aIalITUPOBAHHBIX K OTPAaHMYCHUSIM UX 3/I0POBbS M BOCIIPUATHUS HH(DOPMAITHH.

JI1s1 JIMI ¢ HAPYIIEeHUSIMH 3PeHust:

- B (hopMe INIEKTPOHHOTO TIOKYMEHTA;

- B IIeYaTHOW (hopMe YBEITMUECHHBIM HIPHUPTOM.

JIJ1s1 JIMI ¢ HAPYIIEeHUSIMH cJIyXa:

- B (hopMe IIEKTPOHHOTO IOKYMEHTA;

- B Ie4yaTHoOU hopme.

JIJ1s1 JIMI ¢ HAPYLIEHHUSIMH OTIOPHO-ABHIaTeJILHOTO anmapara:

- B (hopMe INIEKTPOHHOTO IOKYMEHTA;

- B Ie4aTHOU opme.

12.4. IIpodeccuonasibHbIe 0a3bl JaHHBIX H MH(GOPMALIMOHHBIE CIIPABOYHBbIE CHCTEMbI

1. Ilpu u3ydeHHMH IUCHMIUIMHBI peKOMEHAyeTcs oOpamiarbcst K 0a3aM JaHHBIX, MH(OpMaru-
OHHO-CIIPAaBOYHBIM ¥  IOMCKOBBIM cUCTeMaM, K KotopbiM y TYCVYPa oTkpeIT Joctym:
https://lib.tusur.ru/ru/resursy/bazy-dannyhy.

13. MaTtepuaibHO-TEXHMYECKOE 00ecreyeHue TUCIUILJIMHBI U TpedyeMoe MPorpaMMHoe
ol0ecreueHue

13.1. O0uue TpeOOBaAHUA K MATEPUAIBLHO-TEXHUYECKOMY U IPOrPAMMHOMY 00ecrie4eHnIo
AUCHUIJIMHBI

13.1.1. MaTepuaJibHO-TeXHHUYECKOE U POrPAMMHOe o0ecneyeHue sl JIEKIIMOHHbIX 3aHATHH
Jlist ipoBeieHus 3aHATUH JICKIIMOHHOTO TUTIA, TPYIIIIOBBIX M MHIWBUYyaTbHBIX KOHCYJABTALIUH, T€-
KYIIIETO KOHTPOJISI ¥ MPOMEKYTOYHOW aTTECTAI[UU HCITONIb3YeTCs yueOHas ayTUuTOPHUS ¢ KOJTMYECTBOM TI0-
CaZIOYHBIX MeCT He MeHee 22-24, 006opyIoBaHHAs JOCKOW M CTaHAApTHOH y4ueOHOI mebenpro. MMeroTes
JIEMOHCTPAIIMOHHOE 000pPYIOBAaHUE U YU4€OHO-HATIIATHBIE TTOCOOMsI, 00€CTIEUNBAIOIINE TEMATHUECCKUE HJI-
JIOCTPAIIMHU TI0 JIEKIIMOHHBIM pa3/ielaM TUCIUTUINHEI.

13.1.2. MaTepuaabHO-TEXHHYECKOE U MPOrpaMMHoOe ofecrevyeHne A1 NPAKTUYEeCKUX 3aHATHI

JlaGoparopus I'TIO

ydeOHast ayJuTOPHS TSI TPOBEACHUS 3aHATHI JICKIIMOHHOTO THUIA, ydeOHas ayAuTOPHS IS IPOBE -
JICHUS 3aHATHI MPAKTUYECKOTO THIIA, yuyeOHast ayTuTOPUS AJsl IPOBEACHUS 3aHATUN 1a00paTOPHOTO THIIA,
yueOHast aymuTopus JIsl IPOBEICHHS 3aHSATUH CEMHHAPCKOTO TUTIA, MOMEIICHUE JJIsT KypCOBOTO MPOEKTH -
poBaHU (BBIMOJHEHUS KYPCOBBIX padoT), MOMEIIEHUE ISl TPOBEACHUS TPYIIOBBIX U MHAMBHUIYaIbHBIX
KOHCYJBTAIlMi, TOMEIIEHUE JJIsl POBEACHUS TEKYIIETO KOHTPOJISI M TIPOMEKYTOYHOM aTTeCTalllH, TOMe-
[ICHHE IS CAMOCTOSTENBHON pabOThI

634034, Tomckast obnacts, . Tomck, Bepmmnuna ynuia, n. 74, 126 ayn.

Ornucanue UMeIIerocs 000pyIOBaHUS:

- Komnsrotep Celeron;

- Komnbrorep WS3 (5 mirt.);

- Komnerorep WS2 (2 mit.);

- locka mapkepHasi;

- [Ipoextop LG RD-JT50;

- DKpaH MPOEKTOPHBII;

- DkpaH Ha mrtatuse Draper Diplomat;

- Octuinorpad GDS-820S;

- [Tasimpnas cranmust ERSA Dig2000a Micro (2 mT.);

- [Tasmpuas cranuus ERSA Dig2000A-Power;

- Komonku Genius;

- Beb6-xamepa Logitech;

- Poyrep ASUS;
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- [IpourpsiBarens DVD Yamaha S661;

- YueOHO-MeToan9ecKas INTepaTypa;

- Kommuiekt cienmanuzupoBanHoi yueOHoOW Mebenu;
- Pabouee mecTo nmpenomaBares.

[TporpamMHOe obecrieueHue:

— Microsoft Windows 7 Pro

— OpenOftice

13.1.3. MarepuaJibHO-TEXHHYECKOE H MIPOrPaMMHOe o0ecredyeHne JJIs1 CAaMOCTOSITe IbHON PadoThl
Jns camocTosTeNnbHOM paboThl HCTONB3YIOTCA y4eOHblE ayAUTOPUHU (KOMIIbIOTEPHBIE KJIacchl),
PacIoJI0KEHHBIE 10 a/Ipecam:
- 634050, Tomckast o6macTs, r. Tomck, Jlennna mpocnexr, 1. 40, 233 ayn.;
- 634045, Tomckas obnacts, T. Tomck, yi. KpacHoapmeiickas, a. 146, 201 ayx.;
- 634034, Tomckast o6macTh, r. Tomck, Bepmmanna ymuna, 1. 47, 126 ayn.;
- 634034, Tomckast o6nacTb, . Tomck, Bepimmanna ynuia, 1. 74, 207 aya.

CocTtaB 060pyI0BaHMS:

- yueOHast Mmebeb;

- koMnbroTepsl kKiacca He Huke [IDBM INTEL Celeron D336 2.8 T1. - 5 miT.;

- KOMITBIOTEPHI TIOAKIIIOUYEHBI K ceTH «HTepHeT» M 00ecrneunBaT AOCTYI B JIEKTPOHHYIO HH-
(dopManoHHO-00pa30BaTEIbHYIO CPEAY YHUBEPCUTETA.

[Tepedens nporpaMMHOTo 0OecIeueHus:

- Microsoft Windows;

- OpenOffice;

- Kaspersky Endpoint Security 10 qyigs Windows;
- 7-Zip;

- Google Chrome.

13.2. MaTepuajibHO-TeXHUYECKOe o0ecnedeHre JUCHUIIHHBI VIS JIHI ¢ OTPAHUYEHHBIMH
BO3MOKHOCTSIMH 310POBbSI 1 HHBAJIN/10B

OcBoeHHEe NUCHUILUIMHBI JIMIAMU C OTPAHUYEHHBIMU BO3MOXKHOCTSMHU 3/I0POBbS U MHBAIHMJAMU
OCYILIECTBIISIETCS C UCIOIb30BAHUEM CPEJCTB 00ydeHHs OOIIEro U CHEeMaIbHOI0 Ha3HAUYeHUS.

[Tpu 3aHATHAX ¢ 0OyUYaAIOLIUMUCS ¢ HAPYIIEHHUSIMH CJIyXa MPEeIyCMOTPEHO UCIIOIb30BaHHUE 3BYKO-
YCUJIMBAIOIIEH anmapaTypbl, MyJIbTUMEIUHHBIX CPECTB U JPYTUX TEXHUUYECKUX CPEACTB MpueMa/mepena-
4yl yueOHOI nH(OpMaLuy B JOCTYIHBIX (popMax, MOOMIIBHOM cUCTEMBI NPENoJaBaHusl sl 00ydaronuxcs
C MHBAJIUAHOCTbIO, TIOPTATUBHOM MHIYKIIMOHHOM cHCTEMBI. YueOHas ayluTopusi, B KOTOPOH 3aHUMAIOTCA
oOyyaromyecsi ¢ HapylleHUEeM cilyxa, 000py/l0oBaHa KOMITBIOTEPHON TEXHHKOH, ayIMOTEXHHKOH, BHUJEO-
TEXHUKOMU, SJIEKTPOHHOU JOCKOU, MYJIbTUMEAUNHON CUCTEMOM.

[Tpu 3aHATHAX ¢ OOYyUYAIOUIUMUCS ¢ HAPYIIEHUsIMU 3PEHUSAMM [IPEyCMOTPEHO HCIIOJIb30BaHUE B
JEKIIMOHHBIX U Y4EOHBIX ayAUTOPHUIX BO3MOKHOCTH IPOCMOTPA YAAIEHHBIX OOBEKTOB (HaIIpUMep, TEKCTa
Ha JIOCKE WM CJIaiiia Ha SKpaHe) IpHU MOMOIIM BUACOYBEINIUTENEH A1 KOM(POPTHOTO IPOCMOTpA.

[Tpu 3aHATHAX ¢ O0YYAIOUIMMHUCS € HAPYUIEHUSIMM ONOPHO-ABUIaTeJbHOI0 aNNapaTa HCIoJib-
3YIOTCS aJIbTepHAaTHUBHBIE YCTPOMCTBA BBOAA MH(OPMAIIUKU U IpyrHe TEXHUYECKHE Cpe/ICTBa IprueMa/mepe-
Jau yuyeOHOM MHpOpPMau B JOCTYIHBIX (popMax, MOOMIIBHOW CHCTEMbl OOYUeHUs JUIs JItoJel ¢ UHBaA-
JUJTHOCTBIO.

14. OueHouyHble MaTepUAJIbI U MeTOANMYECKHEe PeKOMEHAAIUH 110 OPraHU3aluu U3yYeHHUsI
AUCHUTLTHHBI

14.1. Coaep:xaHue OLEHOYHBIX MATEPUAJIOB U METOAMYECKUE PEKOMEH AU
Jnis olleHKH cTeneHn C(hOPMHUPOBAHHOCTH U YPOBHSI OCBOCHHS 3aKPEIUICHHBIX 3a JUCLUTUIMHON
KOMIIETCHITUI MCTIOJB3YIOTCS OLIEHOYHBIE MaTepUalibl B COCTARBE:
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14.1.1. TecToBble 3agaHus
1. Hamnume Tyanera B kae B COOTBETCTBHH ¢ MozeNbio KaHo, 310!
a) YCIIOKOMTEIb;
0) pazIpaxuTelb,
B) MPUATHAS HEOXKHUIAHHOCTH;
T') MPaKTHYECKasi PEIbHOCTh
2. Te3uc, pacKpbIBAIOIIUI CYTh OJHOTO M3 IMPUHIIUIIOB MEHEHKMEHTA Ka4eCcTBa:
a) MPOILIECChl, OCYIIECTBIsIEMbIE OpraHU3aIliei;
0) BakHAs POJIb CIICIIUAIIUCTOB,;
B) BIUSTHUE OpraHU3aIMy Ha OOIIECTBO;
T') pe3yabTaThl PabOTHI OPTaHU3AIIHH.
3. YnpaBieHue KaueCTBOM MPOUCXOUT Ha dTare:
a) )KU3HEHHOTO IUKJIA IPOU3BOICTBA YCIYTH;
0) MPOEKTUPOBAHUS YCIIYTH;
B) peaju3aluu yCiIyry;
T') UCIIOJIb30BaHUS YCIYTH.
4. YrpaBiieHrEe KaueCTBOM HAIPABJICHO:
a) Ha COKpaIlleHUEe U3/IePIKEK YCIYTH;
0) yIOBIETBOPEHHE 3aPOCOB MOTPEOUTENEH;
B) pallMOHAJILHYIO OPTaHU3AIMIO POU3BOJICTBA;
T) yIy4IIeHHe UMUKA OpTaHU3aIIHH.
5. KT0 BiepBbIe IpeAsIOAKII UCIIOJIb30BATh METO/IbI CTATUCTUYECKOM
BBIOOPKH ¥ TEOPUU BEPOSTHOCTEH IS KOHTPOJISl KaueCTBa MPOAYKIIUU U YCIIYTH :
a) lcukaga,
0) demuHr;
B) [llyxapr;
r) Kano
6. OcHOBHOM BKJIaJ AIMOHCKOM cucTembl kadecTtBa TQC B pa3ButHe
HAYKU « YTIpaBJICHHE Ka9eCTBOMY 3aKJIFOUAICS B TOM, YTO:
a) cUCTeMa KavyecTBa CTajla pacCMaTpHUBAThCS, KaK CIIOCO0
MIPEIyNPEXKICHUS HECOOTBETCTBUS YCIYTH;
0) ObUTO BBEJIEHO MPEMHUPOBAHUE 32 KQUECTBO PaOOTHI;
B) CTaJIO MCIIOJIb30BAThHCS KOMMUECTBEHHOE H3MEPEHUE TIOKa3aTene
KauyecTBa;
T') yIpaBlIeHHE KayeCTBOM PACIIPOCTPAHUIOCH Ha
HENPOU3BOICTBEHHBIE Chephl NeATEIHHOCTH NPEANPUATHUSI.
7. Cucrema cOanancupoBaHHbIX Nokazateneil Hoprona u Kanana:
a) METOJl YIIPaBJICHUs KaYeCTBOM YCIYTH;
0) MHCTPYMEHT Pa3pabOTKH CTpATETUH;
B) MOAXOJ] K YIPaBJIEHUIO, OCHOBAaHHBIN HA KOJTMYECTBEHHOU OIICHKE
BceX cep AeITenTbHOCTH OpraHu3aIuy;
T') OZWH U3 TTOJIX0I0B K peanu3amnuu ctanaapra ISO 9001:2015.
8. Kakoii u3 myHKTOB UMEET HauOOIBIIHIA BEC B OI[CHKE CHCTEMBI
MEHEIKMEHTa KaueCTBa OKa3aHMsI YCIIYT COTIACHO POCCUIMCKOM MpeMuu B 00JIACTH KayecTRa:
a) YIOBIIETBOPEHHOCThH MOTPEOUTENEH KaueCTBOM MPOTYKIINH UITU
YCIyT;
0) yIOBIETBOPEHHOCTh MEPCOHAIA;
B) MOJIMTHKA U CTPATETHUs OpraHU3alui B 00JIACTH KauyecTBa;
') MAPTHEPCTBO U PECYPCHI;.
9. Kakoil u3 MyHKTOB UMEET HAUMEHBIIINH BEC B OIIEHKE CUCTEMBI
MEHEKMEHTA KaueCTBa COTTIACHO POCCUICKON IPEeMHH B 00JIaCTH Ka4eCTBa:
a) TUAMPYIOIasl POJib PYKOBOJCTBA;
0) BIMsSIHUE OpraHU3aluu Ha O0IIECTBO;
B) CTpaTerus OpraHu3aiii B 00JacTH KauecTBa;
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I') IapTHEPCTBO U PECYPCHI;

10. Kak Br1 mmosmaraere, MOKET JIM HA9aJILHUK OTACIIA

OKa3aHUsl TUIATHBIX YCIIYT OBITh OTBETCTBEHHBIM MPEACTABUTEIIEM PYKOBOJICTBA B 00JIACTH
Ka4yecTBa:

a) na;

0) HeT;

B) J1a,eCJIM OpraHu3allvs MaJeHbKas;

T') J1a, €CJIU OpraHu3alus OYCHb OOJIbIIast

11. YeM OTIHYAIOTCS OCHOBHBIE MPOIIECCH OT BCIOMOTATENIbHBIX:

a) TepBbIe 00s3aTEIILHO OMKCHIBATh, & BTOPBIC HET;

0) epBbI€ CO3/1AIOT JOOABIEHHYIO CTOUMOCTD, @ BTOPbIE HET;

B) TIEPBBIC 00SA3aTEIHHO OIEHNWBATH, @ BTOPHIC HET;

T') IepBBIC 0053aTEIHHO MPOBEPSITH, & BTOPHIE HET.

12. Yto o0ycioBiMBaeT BHIOOP B MOJIH3Y KAU€CTBEHHOTO, HO OoJee
JIOPOTOT0 TTOCTABIIHMKA B CPABHEHUH C JICTICBBIM:

a) HUYero, Jyule O0osee IemeBhIi;

0) PKOHOMHSI Ha BXOTHOM KOHTPOJIE;

B) YMEHBIIICHHE KOJTMYECTBA OpaKOBAaHHOM MPOAYKIIHH;

T') IPOCTast CUCTEMA YIIPABIICHUS 3aracamu.

13. Yto npoBo3riamaeT NpouecCHbIA MOAXO:

a) pabOTHI BHITIONHSIIOTCS HE BEPTHKAIBHO, a TOPU30HTAJIBHO;

0) MPOIIECCHBIIN MOXO0/T 3aMEHIET CUCTEMHBIH;

B) CTPYKTYpa OpraHU3aIliy J0JDKHA 00s3aTebHO OBITH JOTMOJIHEHA
KapTO# MPOIIECCOB;

T) m00as NeSATeNbHOCTh OPTaHU3aIH pAcCCMATPaUBACTCS KaK MPOIIECC.
14. O6s3aTenbHO U OpaTh 32 OCHOBY MPOSKTUPOBAHUS PYKOBOJICTBA TIO
kadyecTBy cTpykTypy ISO 9001:2000:

a) na,

0) HeT.

15. Kakue u3 mporenyp B OKa3aHUHU yCIyT HEOOXOIUMO B 00s3aTEILHOM MOPSIKE
JOKyMeHTHpoBaTh cornacHo ISO 9001:2015:

a) ynpaBJlieHUE TOKyMEHTale;

0) npoJBMKEHUE MTPOAYKIUH;

B) BHYTPEHHHE ayAUTHI;

') TAKOBBIX HET.

16./1n151 BbISIBIIEHUS IPUYHUH HECOOTBETCTBUS YCIYTH UCTOJB3YIOT:

a) quarpammy pasopoca;

0) KOHTPOJBHYIO KapTy;

B) Meton QFD;

r) nuarpammy VcukaBebl.

17. KonmnyecTBeHHas OllEHKA MTOKa3aTeNeil KaueCcTBa B COOTBETCTBUHU CO
crarnaaprom ISO 9001:2015:

a) o0s3aTeIbHa;

0) JKenarenbpHa;

B) HE HY)KHAa COBCEM,;

T') TOJIBKO BEIOOPOYHO.

18. YcnoBueM 11 co3AaHNS CUCTEMBI MEHEIPKMEHTA KAUECTBA CITYKUT
KOJTMYE€CTBEHHOE BBIPAKEHUE MTOKa3aTeNs:

a) YIOBIIETBOPEHHOCTH MOTPEOUTENEH;

0) OpakOBaHHOM MPOYKIINH,

B) TOTOBHOCTH PYKOBOJICTBA BHEJPSATH CUCTEMY MEHEIKMEHTA
KauyecTBa;

T') CTa0MIBHOCTH MPOIIECCOB MTPOU3BOCTBA.

19. I1pu okazanus yciyr meroa « KOHTpOJIbHBIN JIMCT» UCTIOJB3YETCS B CHCTEME

CornacoeaHa Ha noptane N2 34540

13



MEHE/PKMEHTa KauecTBa:

a) s coopa nH(popMaImu 0 HECOOTBETCTBHSIX;

0) BBIABJICHUS NPUYMH BO3HUKHOBEHUS J1€(EKTOB;

B) NIPUHATHUS PELIEHUS O HEOOXOIUMOCTH COBEPIIEHCTBOBAHUS

CHCTEMBI MEHE/DKMEHTA Ka4eCTBa;

T') BBISIBJICHHS] BO3MOXKHBIX J1e(DEKTOB.

20. Ilpu oxazanus yciyr meron «KoHTposibHas KapTa» UCHOIb3YETCSl B CUCTEME
MEHEPKMEHTa Ka4ecTBa:

a) JUIs OTIpeJIeNIeHUs] CTAOMILHOCTH MPOLIECCa;

0) BBIABICHHS OTKJIOHEHUH yCIIyTH WM ITPOLEcca OT HOPMATUBHOIO 3HAYEHUS;
B) MPUHATHUS PELICHUS O HEOOXOIUMOCTH KOPPEKTUPYIOIINX

MEpONPUSATHIA;

T') BBISIBIICHHS IPUYMH OTKIIOHEHHUH MPOIIECCOB.

14.1.2. Dx3aMeHALIHOHHBbIE BONPOCHI

. CpaBHMTENbHBIN aHAIN3 KOHUENIUI YIPaBIeHHUs KaueCTBOM B cepe yciyr
. [Ipo6nemsr BHeapenus TQM B cdepe ycayr

. MeTon paccTaHOBKM ITPUOPUTETOB B YIIPABJICHUU Ka4€CTBOM IIPU OKAa3aHUM yCIIyT
. JlesiTenbHOCTh MO (PMHAHCHUPOBAHUIO 3aTPaT Ha KAYECTBO OKa3aHUS YCIYT.

. 3atpatsl Ha cooTBeTcTBUE TpeboBaHusM TOM B chepe okazaHus yciyr

. 3nep>xku Ha HECOOTBETCTBUE TPEOOBAHUSAM KaueCTBA B OKA3aHUU YCIYT.

. AHanu3 1IEHHOCTHU KauecTBa ycayr B yciaoBusax TQM.

. PazButue smonckoit mxonsr TQM B chepe ycyr.

. ®unocodus kauectBa B CILIA B chepe ycmyr.

10. EBpormeiickas mpakTuka B 00JIaCTH Ka4yeCTBa MIPH OKa3aHUU yCIIYT.

11. Bonmpochl poCCUIICKOrO MEHEDKMEHTA Ka4eCTBA B OKA3aHUU YCIIYT.

12. Metoast TQM B oKa3aHUM YCIYT.

13. Metozbl yripaBieHHs KA4eCTBOM B cpepe yCIIyT.

14. IHCTpyMEHTBI KOHTPOJISl KaueCTBa B OKa3aHUH YCIIyT

15. [IpuHUIMIIBI MEHEPKMEHTA KauecTBa B cepe ycayr

16. Iletns xkauecTBa B 1€ATEIBHOCTH IO OKA3aHUIO YCIIYT

17. CraTucTuueckue MeTo bl KauecTBa B cepe yciayr

18. CtpykTypa monenu coBepuieHcTBa EFQM B cdepe yemyr

19. IlonuTrka KayecTBa B ATIOHCKUX KOMIIAHUSX IO OKA3aHUIO YCIIyT

20. Camoo01I€HKa OpraHU3allK B JESTEILHOCTH 110 OKa3aHUIO YCIyT

21. Konueniust BceoO11ero ynpasieHus KaueCTBOM B cepe yciyr

22. IlnanupoBaHue KaueCcTBA B OPraHU3AIMU 110 OKAa3aHUIO YCIIYT

23. CTaTUCTUYECKUE METO/BI B PETYIIMPOBAHNN TEXHOJIOTUYECKUX IPOLIECCOB M0 OKA3aHUIO YCIIYT
24. Merojipl cCTaHAAPTU3ALUHU B 00ECIICUEHUH KaueCTBA OKA3bIBAEMBIX YCIYyT
25. Pazeurue xauectsa ycayr B CCCP u PO

26. EBpomneiickuii Moaxo/] K yIpaBJIEHUIO KaueCTBOM B cepe ycimyr

14.1.3. 3auér
. Konnenuuu ynpapnenus kauecTBOM B cpepe yCIIyT.
. IIponieccHslii moaxox B cepe ycimyr, MOAEb IIpoLecca .
. CroumocTts kauectBa (Monens PAF) npu okazanuu yciyr
. duHaHCUpPOBaHNUE 3aTpaT Ha KAY€CTBO OKa3bIBAEMBIX YCIIYT.
. 3aTparbl Ha cooTBeTCTBUE TpeboBaHuaAM TOM npu oka3aHUM yCIIYT.
. I31ep>XK1 Ha HECOOTBETCTBHUE TPEOOBAHUSM KauecTBa IIPU OKa3aHUU YCIYT.
. AHanu3 1eHHocty B ycaoBusax TQM npu okazaHUM yCIIyT.
. PazBuTHE AMOHCKON MIKOJIBI KAUECTBA B OKa3aHUU YCIIYT.
. @unocodus kavectsa B CLIA npu okazaHUH yCITYT.
0. EBponelickas npakThka B 00J1aCTH Ka4eCTBa 110 OKA3aHUIO YCIIYT.

O 01N DN B W~
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11. Bormpochkl pOCCHICKOTO KauecTBa B Chepe yCIYT.

12. Uactpymentsl TQM mipu oka3aHuUM yCIYT.

13. Metozbl yripaBieHHs KA4YeCTBOM B cpepe YCIIyT.

14. UHCTpYMEHTBI KOHTPOJISI KAYECTBA MPHU OKA3aHUU YCIIYT.

15. TlpuHIIUIIBI MEHEDKMEHTA KauecTBa B cepe ycuyr

16. KagecTBO OKa3bIBaEMBIX YCIYT B COOTBETCTBHH C TPEOOBAHUSIMHU CTAHIAPTOB
17. Cratuctudeckue MEeTo/Ibl KauecTBa B cepe ycayr

18. Huxkn [lyxapTta - JlemuHra rnpu peanuszanuu yciayr

19. Yrpasnenue U3MEHEHUSAMHU B ICSITEIbHOCTU 110 OKA3aHUIO YCIYT.

20. YmpasieHue nepcoHaaoM, kKak ¢hakTop oOecredeHus KauecTra B cepe yCIyr.

14.1.4. Tembl 0IPOCOB HA 3aHATHAX

[Tpuoputer opueHTAMM HAa MOTPEOHUTENs] B OKa3aHUM YCIYr B COOTBETCTBUU C TPeOOBAHUAMHU
crangapToB. OCHOBHBIE

aCNeKThl BHeAPEHUs Gri1oco(uu BCEOOIEro ypapieHUs KayeCTBOM B OKa3aHUM YCIIyT. XapakTe-
PUCTHKHU

YIOBJIETBOPEHHOCTH, KaHaJIbl 00paTHON CBsA3U. MeTo/Ibl yIpaBiieH!s KayeCTBOM cOOpa JaHHBIX

00 0KUJAHUSX U YIOBJIIETBOPEHHOCTH MOTPEOUTENSI B KAUECTBE OKA3bIBAEMbIX YCIIYT.

VYnpaBiieHue KauecTBOM B

Ipolieccax M0 0Ka3aHUIO YCIIYT, YIPABICHUE KaYeCTBOM 10 OKa3aHUIO yCIyT

OpraHu3aIH, YAOBIETBOPEHHOCTb TOTPEOUTENS U

BCEOOILIUIT MEHEPKMEHT KayecTBa B OKAa3aHUU YCIIYT, OOecleueHe yA0BIETBOPEHHOCTH OKa3aHH -
€M YCJIYT BCEX 3aMHTEPECOBAHHBIX CTOPOH, KaK YCTOMYMBBIN YCIIEX OpraHU3aluy.

[Tpemuu 3a kayectBo B Anonuu u CHIA . EBponeiickas npemust, [Ipemus kauectBa B Poccuu u

peruoHanbHble IPEeMHHU, BKITIOUas IpeMuu B chepe yciyr . [IpoBenenue caMOOLeHKH U TPUMEHE -
HUE

PE3yNIbTATOB IS YIIyUIICHUS AEATEIIbHOCTH OPTaHU3allK B cepe OKa3aHUs yCIyT.

N3yueHne aMepUKaHCKOIo OIbITa B METOJaX YIPABJIEHUS KAYECTBOM OKa3bIBAEMbIX YCIYT, CIIELIHU -
AJIMCTHI 110 Ka4eCTBY.

SNOHCKMM ONBIT U3YYEHUS U Pa3BUTHS METOJOB KaueCTBAa OKAa3bIBAEMbIX YCIYT, CIIELUAINUCTHI 1O
yIpaBJICHUIO KAYECTBOM B PA3JIMYHBIX chepax AesITeIbHOCTH.

EBporneiickuii ONbIT yIpaBieHUsI KaUeCTBOM OKa3bIBAEMBIX YCIIYT, CHEI[MAIUCTHI [0 YIPABICHUIO
Ka4eCTBOM.

Mertonpl ynpaBiieHus: KauecTBOM OKa3biBaeMbIX yciayr B CCCP

CucteMmsbl KauecTBa B cpepe yCIIyr.

14.2. TpeﬁoBaHnﬂ K OCHOYHBIM MaTepuajgamMm AJd JUll ¢ OrPaHHYCHHBIMHA BO3MOKHOCTAMU
310POBbS U UHBAJIUA0B
I[J'IH JijI ¢ OrpaHU4YCHHBIMH BO3MOKHOCTAMU 3J0POBbA U MHBAJIUAOB MPEAYCMOTPCHBI JOIMOJIHU -
TCJIbHBIC OLICHOYHBIC MATCPHUAJIbI, IICPCUCHb KOTOPLIX YKa3aH B Ta6J'II/II_IC 14.
Ta6J'H/IIIa 14 — I[OHOJ'IHI/ITeJ'II)HBIe MaTtepuajibl OLUCHUBAHUA AJIA JIUL C OrpaHUYCHHBIMH BO3MOXXHOCTAMU
340POBbLS U UHBAJINIOB

Kareropuu Bunpl TOIIOMHUTEIBHBIX OLIEHOYHBIX @OopMBbI KOHTPOJIS U OLIEHKH
oOyJarommxcs MaTepHalioB pe3yJIbTaTOB O0y4YEeHUS

TCCTBI, INHUCBbMCHHBIC CaMOCTOATCIBbHBIC

[TpenmytiecTBEHHO MUCHMEHHAS
paboThl, BOIIPOCHI K 3a4ETY,

C HapymieHusiMu

ciryxa IpOBEpKa
yx KOHTPOJIbHBIE Pa0OTHI DOBEp
C napymenussmu | CobecenioBaHme 0 BOIpocaM K 3a4eTy, | [IpenMyIecTBeHHO yCTHas IpOBEpKa
3peHus ONpOC IO TEPMHUHAM (MHIUBUYaJIbHO)
C HapyuieHusmMu Pemienne quCTaHIIMOHHBIX TECTOB,
OIIOPHO- KOHTPOJIbHBIE Pa0OTHI, MUCbMEHHbIE | [IpenMylecTBEHHO 1MCTaHIMOHHBIMU
JIBUTATEIILHOTO CaMOCTOSATENIbHbIE PabOTHI, BOIPOCHI K METO/laMH
anmapara 3a4eTy
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C OTpaHUYCHUAMMU I10 TCCTBI, INHMCHbMCHHBIC CaMOCTOATCIBHBIC HpeI/IMYH_IeCTBeHHO IIPpOBCpPKa
O6HI€M€I[I/IIII/IHCKI/IM pa60TI)I, BOIIPOCHI K 3a4€TYy, METOAAMHU UCXOAA U3 COCTOSAHUSA
INOKa3aHUsAM KOHTPOJIbHBIC pa6OTBI, YCTHBIC OTBCThBI o6yqa10meroc;1 Ha MOMCHT ITPOBCPKU

14.3. Meroauyeckue peKOMEHIAUMH 110 OLEHOYHBIM MATEepPHaIaM JIsl JIUL C OTPAHUYEHHBIMH
BO3MOKHOCTSIMH 3/10POBbSI 1 HHBAJIN/I0B

Jnis nMI ¢ orpaHUYEeHHBIMH BO3MOXKHOCTSIMHU 37I0POBBSI M MHBAJTUIOB TPEAYCMAaTPHUBACTCS JI0-
cTynHas (hopMma MpeaoCTaBICHUS 3aJaHUH OLIEHOUYHBIX CPEJICTB, @ UMEHHO:

- B reyaTHou (opme;

- B IIeyaTHO! (hopMe ¢ YBETHMUYEHHBIM IPUPTOM;

- B (hopMe INIEKTPOHHOTO TOKYMEHTA;

- METO/IOM YTEHUS ACCUCTEHTOM 3a/1aHUs BCIYX;

- IIPEJOCTABIICHUE 3a/laHUs C UCTIOJIb30BAaHUEM CYPJIOTIEPEBO/IA.

Jlunam ¢ OrpaHWYEeHHBIMH BO3MOXXKHOCTSIMU 3/I0POBbSI M MHBAIHIAM YBEIHMYUBACTCS BpeMs Ha
HOJrOTOBKY OTBETOB Ha KOHTPOJIbHBIE BOIPOCHL. [l TaKUX 00y4aroIuXcs peycMaTpuBaeTCsl JOCTYII -
Hast popmMa MpeoCTaBICHHS OTBETOB Ha 3a/1aHUs, @ IMEHHO:

- IUCbMEHHO Ha Oymare;

- Ha0Op OTBETOB Ha KOMIIBIOTEPE;

- HabOp OTBETOB C UCHOJIb30BAaHUEM YCIIYT ACCUCTEHTA;

- MIPEJICTABICHUE OTBETOB YCTHO.

[Tponienypa ornieHHBaHUs pe3yIbTaTOB OOYYEHMs JIMIl C OTPAaHUYEHHBIMU BO3MOKHOCTSIMH 3/10pO-
Bbsl M1 MHBAIHJIOB IO JUCLUUIUIMHE MPEIyCMaTPUBACT MPEAoCTaBIeHne HHpopManuu B popMax, aaarnTH -
POBaHHBIX K OTPAHUYECHHUSAM HX 3A0POBbS M BOCIPUATHS HH(POpMALIUK:

JL1s1 ML ¢ HApYIIEHUSIMH 3PeHust:

- B (hopMe 3NIEKTPOHHOI'O IOKYMEHTA;

- B IIeYaTHO! (hopMe yBEIMUEHHBIM HIPUPTOM.

JList JiM1 ¢ HapyLIeHUusIMH CJIyXa:

- B (hopMe INIEKTPOHHOT'O IOKYMEHTA;

- B Me4aTHOU (opme.

JLst M1 ¢ HapyLIeHUsIMY OIIOPHO-ABUTaTeJILHOIO annapara:

- B (hopMe INIEKTPOHHOTO IOKYMEHTA;

- B Ie4aTHOU opme.

ITpn HEOOXoMUMOCTH /TS JIUL] C OTPAaHUYEHHBIMHU BO3MOXHOCTSIMU 3/I0POBbs U MHBAJIUI0B IpOILIE-
Jypa OILICHUBAHUSI PE3yIbTaTOB 00yUEHUsI MOXKET MPOBOAUTHCS B HECKOIBKO ITAIOB.
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