MunucTepcTBO KyAbTyphl Pecybmuku Kpbim
MUHHCTEPCTBO KYpOPTOB U TypusMa Pecmyonuku Kpbim
KpbIMckuil yHUBEPCUTET KYJIBTYPbI, HCKYCCTB U TypHU3Ma,
r. Cumbepomnons, Poccuiickas eneparus
Kprimckuit heaepanbhblil yausepcutetr umenu B.J. BepHanckoro,
r. Cumdepomnons, Poccniickas eneparus
Kazanckwii (IIpuBoinkckuil) @eaepaabHbI Y HUBEPCUTET,
r. Kazans, Poccuiickas ®eneparus
CTaBpoOMNoNIbCKHM TOCYTapCTBEHHBIN arpapHbIi YHUBEPCUTET,
r. CtaBpomois, Poccuiickas ®eneparus
JoHenkuii HaMOHAIBHBIA YHUBEPCUTET 3KOHOMUKH U TOProBiIu uMeHn Muxauina Tyran-bapaHoBckoro,
r. lonenx, Poccuiickasa ®enepauns
IIpuanecTpoBckuil rocygapcTBeHHbIH yHUBepcuTeT uM. T.1°. IlleBueHkKo,
r. Tupacmons, [IpuaaectpoBckas Monaasckas Pecmy6mika
bapanoBHuCKkHii rOCyJapCTBEHHBIN YHUBEPCUTET
r. bapanosuun, PecrrybOnmka benapycs
000 “REC TRAVEL & DMC”
r. baky, AzepOaiimkanckas PecriyOnuka
Canaropuii «®opoc» (Foros Wellness&Park)
r. Slnra, it @opoc, Pecyonuka KpeiM, Poccutickas ®eneparus
AHO «TaBpuna.Apt»
r. Cynak, Pecriyonuka Kpeim, Poccuiickas ®eneparus

Hughopmayuonnoe nucomo Nol

YBAXKAEMBIE KOJUIET'A!

[Tpurnamaem Bac npunsate yyactue B X MeakAyHAPOIHOI HAYYHO — NPAKTHYECKOM
koH(pepenuun «IIpuopuTeTHBIE HANPABJEHUS M NPOOJEMbl PA3BUTHS
BHYTPEHHET0 U MEKAYHAPOIHOI'0 TYPH3MAa», KOTOpast COCTOUTCS:
— 22 masn 2025 roga B canatopum «®opocy» (Foros Wellnes & Park), PecnyOnnka
KpsiMm, 1. SAnTa, nrt @opoc, Popocckuit ciyck, 1;
— 23 mas 2025 Apr-knacrep «Taspupa», Pecnybmuka KpeiM, r. Cymak, OyxTa
Kancens.
Kongepenuust nocssimaercs 10- neTuro co3nanus kapeapbl
TYpH3Ma, MEHEKMEHTA U COUMAJIBHO KYJIbTYPHOM AeATeJbHOCTH
KpbiMcKkoOro yHuBepcurera KyJbTypPbl, MCKYCCTB M TYPU3MAa

OcHoBHbIC HanpasJieHUs1 pa00ThI KOH(epeHINH:

1. Ontumusanust (QyHKIMOHATBHON, TEPPUTOPUATIBHON W YIPAaBICHUECKOW CTPYKTYpPbI TYpHUCTCKO-
PEKpeaioHHOT0 KOMILJIEKCa CTPaHBI.

2. udpoBbie TEXHOJIOTHH U CEPBUCH B UHYCTPUHU TYPHU3Ma U TOCTEIPUUMCTBA.
3. M HHOBaNMOHHAs COCTABIAONIAs HALIMOHAIBHOTO U PETHOHAIBHOIO TYPUCTCKOIO MPOAYKTA.
4. HanpaBnenuss  coBepIICHCTBOBaHHMs ~ KagpoBOro  oOecrmeyeHus BO ~ BHYTPEHHEM U

MEXIyHapOAHOM TypHU3ME.
o. [Moxxoas! K pOPMHUPOBAHUIO UMHKEBOI IMOJIMTUKH PETHOHA B chepe TypusMa.



Ponb KynpTypHOTO TypH3Ma B pa3BUTHE MEKIYHAPOIHOU TYPUCTCKON UHIYCTPHUHU.
[TpoOnembl pa3BUTHS clieUATbHBIX BUJOB TypHU3Ma Ha COBPEMEHHOM JTalle.
Cenbckuii TYpU3M Kak (akTOp yCTOHUMBOTO Pa3BUTHS TEPPUTOPUH.

6
7.
8.
9 OKCKYypCHUOHHAsl JI€ATEIbHOCTh W TYpU3M: TEOpUs, IPAKTUKA, COBPEMEHHBbIE pealuu Hu

MIEPCIICKTHUBBI.
10.  CoBpeMeHHBIE TPOOJIEMBI Pa3BUTHSI TOCTUHUYHOTO XO3sICTBA.

11.  PeruonaibHBIC aCTIEKTHI PA3BUTUS BHYTPEHHETO U MEKIYHAPOTHOTO TypHU3MA.

12. Vayumenue no3unuii Poccun Ha MUPOBOM PBIHKE TYPUCTCKUX YCIIYT: aKTyalbHbIC 3a]auu.

13. KpbIM B cucTeMe poCcCHIICKOr0 U MEXIYHAPOIHOTO TypU3MA.

14. CoBpemeHHbIC TTPOOIEMbI SKOHOMHUKH U (PMHAHCOB B OTPACIIH TypHU3Ma.

15.  BzaumopeiicTBHE CYOBEKTOB KYJIbTYphl B (POPMUPOBAHUN WHHOBAIIMOHHOTO COLIMOKYJIBTYPHOTO
MIPOCTPAHCTBA TYPUCTCKON UHIYCTPHUH.

16.  Teopus ¥ mpaKTHKA COIMOKYJIHTYPHOTO MEHE)KMEHTA U MAPKETHHTA B TYPUCTCKOW WHAYCTPHH.
17.  TlepBble maru B HayKe: HAyYHBIE HCCIEAOBAHUS MOJIOJIBIX YUEHBIX, ACIIMPAHTOB, MAarUCTPAHTOB

" CTYyACHTOB.

MecTo npoBeeHus1 KOH(EPEeHIHH :

— 22 mas 2025 rona - canatopuii «®opocy» (Foros Wellnes & Park), Pecniy6nuka, Kpsim, r.
Snta, nrt @opoc, Popocckuii cnyck, 1;
-23 mas 2025 roga - apt-kiacrep «TaBpuna», PecnyOnuka, Kpsim, r. Cynak, 6yxrta Kancens.

O¢puunanbHble I3bIKH KOH(pEePeHUUH: PyCCKAN, aHIJIMMCKUN.

IIyonukanust mMatepuaioB KoH(epeHIHH OCYLIECTBJISIETCS B 3JEKTPOHHOM COOpPHHKe
MaTepuaIoB KOH(pepeHuuHn (MaTepHaabl A0 5-TH CTPAHUL) U /WIM B BHJE CTATbM B HAYYHOM
KypHaje «Tappuyeckue cTyauu» U /WIM B BHJe CTaTbU B HaydHoOM KXypHaie BAK (ot 7 mo 12
CTPaHHUL).

IIy6smkanus MaTepuaoB B 3JJeKTPOHHOM COOPHHKe MATEPUATIOB KOH(pepeHUHHU (10 S5-TH
CTPaHMI): MaTepuaiabl KOHpepeHUuu OyayT OMmyOJMKOBaHBI B JJIEKTPOHHOM COOpHUKE TPYAOB,
pa3MelleHbl B AIeKTpoHHON 0nbianoTeke (www.elibrary.ru) u 3aperucTpupoBaHbl B HAyKOMETPUUYECKON
6asze PMHII, a Takxe pa3MmemieHbl B 3JIEKTPOHHOM BHJE Ha cailte koHpepeHuuu. Ilybaumkaunus B
cOopHuke OecniatHast. K myGaukanuy npuHUMAarOTCsS MaTepUabl, UMEIOIINE OPUTMHAIBHOCTD TEKCTa
He menee 70%. ITo Bompocam myOmmkamuu B cOopHuke oOpamarbes k Uummupucy CraHuciaaBy
BacuabeBuuy (+7978 851 89 00), tubo Ha snekTponHbIi aapec konfer.tur@bk.ru.

Ily6samkauus crareii (ot 7 o 12 crpaHmum). CTaTbU YYAaCTHUKOB KOH(EpeHIHH OyayT
OIy0OJINKOBAHBI B CIIELUAIbHBIX BBITYCKaX *YpPHAJIOB:

1. Cnenmaju3upoBaHHOe 3JIEKTPOHHOe Hay4yHoe mu3iaHue «TaBpuueckue CTYyIHM.
«HckyccrBoBenaenmne», «Kyabryposorus», «Ucropuueckue Hayku». JXypHanm BKIIFOUEH B CHCTEMY
«Poccuiickuii uHnexkc HayyHoro uutupoBanus» (PMHLI). IIy0aukanusa B skypHaje OecniaTHasi.
TpeboBanuss k odopMieHHMIO cTaTell M yCIOBUS MyOJMKAallMM pa3MEIleHbl [0  ajapecy
http://kukiit.ru/nauka/ts/trebovania/ ITo Bompocam mybnukanuu B KypHajie oOpamiarbest kK UenypuHoii
WNune Biragumupoue (+7978 766 80 28), nmubo Ha snekTpoHHbIi aapec nauka-kukiit@mail.ru.

2. CnienuajM3uPOBAHHOE HAYYHOE U31aHNe «Y4eHble 3anucku KpbiMckoro dgenepanbHoro
yHuBepcutera nmenu B.U. Bepnaackoro. «I'eorpagus. I'eonorus». JKypnan BxiatoueH B [lepeuens
pelieH3upyeMbIX HayudHbIX u3AaHuil BAK, B KOTOpBIX JOKHBI OBITh OMYOJMKOBAHBI OCHOBHBIE
Hay4yHbIE PE3yJIbTAaThl JUCCEPTAlMil Ha COMCKAHUE YUEHOW CTENEHM KaHAMJaTa HayK, HAa COUCKAHHE
YYEHOM CTETeHM JOKTOopa Hayk, orpacib Hayku 25.00.00 Hayku o 3emie (reorpaduueckue, reoioro-
MUHEPAJIOTUYECKUE), a Takke B cuctemy «Poccuiickuii mHaekc HayyHoro nutupoBanus» (PUHLI).
IIyoaukanusi B kKypHaJje deciiaTtHas. TpeOoBanus K 0ohOPMIICHHIO CTaTeHl M YCIOBUS ITyOJIMKAITUN
pa3merieHsl 1o ajpecy: http://sn-geography.cfuv.ru/.



mailto:konfer.tur@bk.ru
http://sn-geography.cfuv.ru/

J1 yyacTus B KOH(pepeHIuH BceM Y4aCTHUKAM
(caaymaressiM, M JOKJIATYUKAM)
He00X0UMO 3aNO0JHUTH 3asBKY B AHgexc dopme
a0 15 mas 2025 roaa

https://forms.yandex.ru/u/67c2fd1cd04688h33749a932/

Hoknan (mo >xenanuto) He Oojee 15 MUHYT u mpe3eHTanmus (mpu Hanmuyuu B (opmate
MicrosoftPowerPoint (ue 6osee 10 Mb u He Gosnee 20 ciaiioB 6e3 aHUMAIUMK, 0€3 BHICOBCTABOK)
BBICBLIAIOTCA opranu3atopaMm koHgepenuun 10 20 mas 2025 roaa.

[Tporpamma koHbepenmuu Oynaer pazocmana 21 mas 2025 roga Ha SJIEKTPOHHYIO IIOUTY,
yKa3aHHYIO B sSTHIEKC-(hOpME yIaCTHHKA.

[To oxoHuaHWIO KOH(EpPEHIMHM yYaCTHUKAM OyIyT BBHICIAHBI CEPTU(UKATHI HA AJICKTPOHHYIO
MOYTYy.

Martepuanbl K myOIMKaIuu JOJDKHBI OBITh BBICIIAHBI 110 3JIEKTPOHHOM MOYTE OpraHU3aMOHHOMY
KOMHTETY KOH(EpEeHIIMN B BUjIE MPUKPEIICHHOTO (aiiia mo cieayromieMy aapecy: konfer.tur@bk.ru
(c Temoii «MaTepuaJibl Ha KoOH(pepeHuuw»). IIpukperiennsie (Gaiiibl CTaTbU AOJDKHBI OBITH Ha3BaHbBI
¢dbamunueit aBropa/coaBTopoB (Hampumep, MBanoB Cratbs). Bmecre ¢ marepmanamu cieayer
BBICJIATH CKAH (CKPHMH) OTYET M3 CMCTeMbl AHTHILIArHAaT. PeKOMeHIyeMblil CepBHC IIJIsl TPOBEPKU
«AHTHILIATHAT.PY». ABTOPCKUH TEKCT JIOJIKEH COCTaBIATh HEe MeHee 70%.

Opranu3anvoOHHBIA KOMHTET OCTaBJseT 3a COOOH MpaBO HE NMPHHUMATH K PACCMOTPEHUIO
MaTepualibl, HE COOTBETCTBYIOIIME TeMaTUKe KOH(pepeHnu, oQopMIeHHbIE 0e3 COOJroaeHUsS
TpeboBanuii k myonukaruu (IIpunoxenue 1,2), Beicnanubie mociae 15 mas 2025r., a Takke CTaTh,
coJiep>KaIlre panee ony0JMKOBaHHBIN MaTepuar.

Yyacrue B KOH(pepeHUUH U NYOJUKANUM 110 HTOraM KOH(GepeHUH SABJISIOTCS
0eCIIATHBIMU

J151 OYHBIX YYACTHHKOB IPE10CTABJICHBI:

1. Ilporpamma koHdepeHIUY;

3. CepTuukar yyacTHIUKa MEXTyHApOIHON KOH(EpeHLINY,;
4. DneKTpOHHBIN cOOpPHUK MaTepHUaIoB KOH(EpeHIUHY;

5. OpraHu3aloOHHOE CONIPOBOXKICHUE KOH(EpEeHIINH;

AJISl 3209HBIX YYACTHUKOB:

1. IIporpamma KoHpepeHIuHY;

2. DNEeKTPOHHBINA COOPHUK MAaTEepPHAaIOB KOH(PEPEHIIHH.

JJ1s1 y4aCTHUKOB KOH()epeHUMH IIAHMPYETCH NMPOBeeHHe TOBAPHILECKOro yKUHA (yyacTue
10 xKeJJaHu10). CTOMMOCTDH y:KHHA OIIAYUBAETCH HA MecCTe.

Pacxoapl 3a mnpokuBaHMe W TNHUTAHHE OIUVIAYMBAKOTCA YYaCTHHKaAMHU KoOHQepeHUHn
camocrosiTeibHO. [lo Bompocam OpoHUpPOBaHUS NPONKUBAHUS M y4acTUS B TOBAPHUIIECKOM YKHUHE
oOpamatecs no Ten. +7978 723 15 16 (Tponuna Exarepuna AHatonbeBHA).

OduunanbHoe npuriameHue Ha KOH(pepeHUHI0 OyAeT BbICJAHO BMecTe ¢ MH(POPMAIMOHHBIM
NMCbMOM M0CJIe MOJyYeHH s 3asIBOK HA Y4aCTHe U COCTABJIEHHS NMPOrpaMMbl KOH(epeHunu.

Oprkomurer

X MexkayHapoaHOi  HAy4YHO —  NPAKTHYeCKOM
KOH(epeHI U «IIpuopurerHsble HaIlpaBJICHUSA 7
npod/aemMbl pa3BUTHA BHYTPEHHEr0 W MEKAYHAPOJHOIO
TYpHU3Ma»


https://forms.yandex.ru/u/67c2fd1cd04688b33749a932/
mailto:konfer.tur@bk.ru

Ipunoowcenue 1

— TpeboBanus k 0GpopmMJIEeHHIO MATEPHAJIOB
U1 MyOJIMKAIMU B COOpHUKE

(MaTepuaibl HATIPABJISIOTCS HA 3JIEKTPOHHBIN apec OPrkOMUTETa KOH(DEPCHIIMU
konfer.tur@bk.ru ve mo3anee 15 mas 2025 200a)

K nyOnukanuu NpUHUMAIOTCS MOJHOTEKCTOBBIC NOKIAIbI 00bEMOM 4-5 cTpaHuIll (CTpaHUIBI HE
HyMmepyroTcs). Habop B pemaktope Word B Buae kommbioTepHOTro daitna ¢ pacmmpenuem *.doc, *.rtf.
pudTt TimesNewRoman Cyr 14. MexcTpounslii maTepBan — 1,5, ad3ar — 1,25 cm, mons — 20 MM co
BCEX CTOPOH. B pycCKOS3BIUHBIX CTaThIX OyKBa € MPOIMUCHIBACTCS, a HE 3aMEHSETCsl OYKBOH e.

O06s13aTebHBIC DJIEMEHTHI:

— Ha3BaHHUE JOKJIA/IA;
— ®HO (moaHOCTHIO) aBTOpa / COABTOPOB;

— Ha3BaHUe 00Pa30BaATEIHLHOTO YUPEKISHHUS BBHICIIIETO 00pa3oBaHus, PaKyabTeTa U Kadeapsr,
— HaTpaBIICHUE TIOATOTOBKH/CIEUATIBHOCTD, KYpPC;

— anHoTaius (35-55 ci0oB) u kitoueBbie ciioBa (610 ci10B) Ha pyCCKOM SI3bIKE;

— KpaTKoe BBEJCHHUE (aKTYaJIbHOCTB, 11eJTb, MaTepHal K METO/IbI HCCIICJOBAHN);

— pe3yNbTaThl HCCIIEIOBAHMS U HX 00CY K/ICHHE;

— BBIBOJIBL;

— CITHCOK JINTEPATYPBI.

Kaxxnprit Buj mutupoBanud (MpsiMoe, KOCBEHHOE, KPOCC-IIUTUPOBAHHUE) TOJKEH COMIPOBOKIATHCS
CCBUIKOM, KOTOpasl MOKa3bIBACT MCTOYHUK IUTATHI C OTCBUIKOW K CHHUCKY JUTEepaTyphl. llpu mpsmom
LUTUPOBAHUM IIOCJIC IUTAThl B TEKCT€ B KBAaJAPATHBIX CKOOKax 00s13aTeIbHO YKA3bIBAeTCsl: HOMEP
HCTOYHMKA B CIIUCKE JINTEPATYPHI U YEPE3 3aMATYI0O — HOMeP CTPAHUIbI, HA KOTOPOX B 3TOM HUCTOYHUKE
MOMENIEH IUTUPYEMBIA TEKCT.

bubnuorpaduyeckre CChUIKM B TEKCTE CIIEAYyeT JaBaTh B KBAJPaTHBIX CKOOKaxX B COOTBETCTBHH C

HyMepalueil B CIHCKe JIUTepatypbl, Hanpumep [3, c¢. 26—28]. Crucok juTepatypbl — HE MEHee 3 U He

Ooynee 7 WCTOYHHUKOB, COCTaBIseTCS B ajl(GaBUTHOM TOPSJKE: CHayala OTCYECTBEHHBIC, 3aTeM
3apy0OexHble aBTOpPbI, opopmisiercs B coorBeTctBuu ¢ ['OCT P 7.0.100-2018.

Tabmuner (He Oosee 2-3 TaOMUI)) JO/DKHBI COZEPXKATh TOJBKO HEOOXOAWMBIC JaHHBIE W
MPENICTaBISATh cOo00i O000OMIEHHBIE W CTATUCTHYECKH oOpaboTaHHbie MaTepuanbl. Kaxmas Tabmuia
CHa0YKAETCs 3ar0JIOBKOM M BCTABJIAETCS B TEKCT ITOCIIe a03a11a ¢ MepBOi CChIIKOM Ha HEE.

KonuuecTBo rpaduueckoro Marepuana JOJDKHO ObITh MUHUMaJbHBIM (HE Oojiee 3-5 PUCYHKOB).

Ka)KZII)II‘/'I PUCYHOK JOJIDKEH MMETH CCbUIKY B TCKCTC CTATbHU W NOAPUCYHOYHYIO IMOANHNCH C O6’I)SICHGHI/IeM
BCEX €ro JIeMEHTOB. PUCYHKM BCTaBISIFOTCS B hopMmare jpeg.

06[)33611 KOPPEKTHOI'O MPEACTABIICHUA ITOJHOTCKCTOBOT'O JAOKJIaJda IJIs Hy6nm<aum/1 CM. II0 aJIpeECy:
https://kukiit.ru/wp-content/uploads/2022/09/Turist.-sb.-2022.pdf




MPUMEPBI O®OPMJIEHUSA SATEKCTOBBIX BUBJIUOTPA®UYECKHUX CCBIJIOK
(KpaTKas 3armmch)
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Bonneipesa, M. FO. 'omoauHa, P. C. I'punbepra. — Mocksa: Oxonomuka, 2010. — 288 c.

9NEeKMPOHHASL BEPCUSL

MopnenupoBanue ¥ KOHCTPYHMpPOBaHHE B 0O0pa3oBaTeNbHON cpenme: c¢O. wmarepuasioB |V
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152-163.
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«Poccuiickoif TazeTs»; TI1. pea. B. A. ®ponnn. —1990. — 2021, — 11 suBaps. — Ne 1(8352). — 24 monocsr.

INEeKMPOHHAS BEPCUSL

bromnerens BepxoBroro cyma Poccuiickoit Menepanmu: [smektpon. apxus] // BepxoBHbIi cynq
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Ilpunoscenue 2

IMPUMEP O©®OPMJIEHUM A HAYYHBIX TPYJ1OB 1151 CBOPHUKA
MATEPHUAJIOB KOH®EPEHIINU

VJIK 330.123.6

OIEHKA KAYECTBA JOHNOJIHUTEJIBHBIX YCJIIYI'B I'OCTHUHHUYHbIX
OPI'AHU3ALNUAX

Honuwyx E. A., n-p 3K0H. HayK, ipodeccop,

T'aspunrok /. A., bakanasp,

OI'AOY BO «Kpsivckuii penepanbhblii yausepeuteT uM. B. WM. BepHaackorom,r.
Cumdeporons

ASSESSMENT OF THE QUALITY OF ADDITIONAL SERVICES PROVIDEDIN HOTEL
ORGANIZATIONS

Polishchuk E. 4., Doctor of Economic Sciences, Professor,
Gavrilyuk D. 4., student,
V. I. Vernadsky Crimean Federal University, Simferopol

B uccnedosanuu evidenenvr bazosvie smanvt 6 npoyecce oyeHUBeaHusl Kkadecmaea donOﬂHumerbelxyCﬂyz,
OKA3vbl8AEMbLX COBPEMEHHbIMU COCMUHUYHBIMU OP2AHUIAYUAIMU. YCmaHOSJZeHO, umo OaHHble dMAnNbl
MOICHO pacemampuednib 6 Kadecmee Killo4eeblx cmaduﬁ, Hanpaejle€rHblX HA YAyYuieHue Ccepeucos,
npuejedernue ZOCI’I’leZZ, noesvluieHue agbqbekmueHocmu mtdycmpuueocmenpuwwcmea 6 Yejiom.

The study identifies the basic stages in the process of assessing the quality of additional servicesprovided
by modern hotel organizations. It is established that these stages can be considered askey stages aimed
at improving services, attracting guests, improving the efficiency of the hospitality industry as a whole.
Knroueevie cnoea: cocmunuunas opearnusayusl, oonoanumenvHas yciyea, OyeHKa xKavecmed, cocnib,
Memod, aman, nokasameis.

Keywords: hotel organization, additional service, quality assessment, guest, method, stage, indicator.

BBegenne. KadecTBO OKa3blBa€MbIX TI'OCTMHUYHBIMM OpraHM3allUsIMH  OCHOBHBIX U
JIOTIOJIHUTEIBHBIX YCIYT MOJUIEKUT OLICHKE M ympasiieHuio. OlleHKa KayecTBa YCIyr IO3BOJIET
KOHTPOJIUPOBATh KAadeCTBO OOCIY)KMBaHUSI TOCTEH, a Takke (opmupyer 0a3y s MPUHATHS
YIPaBIEHYECKUX PEIICHHI, 00ecreunBaeT 0OpaTHYIO CBI3b, KOTOpas TaK HEOOXOAUMA JIJIs IF000H
YCTONYMBOM CHUCTEMBI, CIOCOOHOM K pa3BuTHIO. [IpeocTaBieHne KaueCTBEHHBIX JTOTOTHUTEIbHBIX
YCIyT OTHOCHUTCS K OJHOMY U3 BaXXHEWIINX YCIOBUHA (PYHKIIMOHHPOBAHUS COBPEMEHHBIX
TOCTHHUYHBIX OpraHu3anuii. B ycrnoBuAX KecTKON KOHKYpPEHIIMHM «BBDKUTBY» CMOTYT TOJBKO T€
OpraHM3aliy, KOTOphIE€ OCYIIECTBIISIIOT  Haubosiee dSPQPEKTUBHBIC BapuUaHThl  OKa3aHUs
JIOTIOJTHUTENBHBIX YCITYT.

Llenv uccnedosanusi — paccMOTpeTh 0a30Bble ATallbl B IPOLECCE OLIEHUBAHMUS KauecTBa
JONOJTHUTENTBHBIX YCIIYT, OKa3bIBAEMbIX COBPEMEHHBIMU TOCTUHUYHBIMHU OPTaHU3ALUSIMH.

PesyabTatel nccienoBanus. CyliecTByeT 3HaUMTENIbHOE KoimaecTBO MeTo10B (SERQUAL,
meton Jenbdol, meron «TaiHbli MOKymaTenb», METOJ aHKETHPOBaHMS, IU(epeHInaTbHbIN
METOJ, KOMIUIEKCHBIH METOJ, CMEIIAHHBIH METOJ U Jp.), MO3BOJSIONINX OLUEHUTh 3(P(PEKTUBHOCTh
OKa3aHMsI OCHOBHBIX M JOMOJHHUTEIBHBIX YCIYI COBPEMEHHBIMH T'OCTHHUYHBIMHU OpPTaHU3ALUSMU.
Heo06xoauMo OTMETUTH, UYTO JaHHbIE METOJbI BO MHOTOM CXO0KH, OJTHAKO BEIyIUe HCCIIeI0BaTeIN
[1; 3; 5] oOpamaror BHEMaHUE HA OTAEIbHBIC METOAMKU OIICHKH KauyecTBAa YCIIYT, YYUTHIBAIOIIHE
KJIFOUEBbIE MPUHIUIIBI UTEXHOJIOTHH B JOPMATE HECKOJIBKUX ITAIOB.

Kpatko oxapakTepusyeM JaHHbIE dTallbl.

Oman 1 — onpenenenue 0a30BbIX MOKa3aTeIed OLEHKM KauecTBa OKa3blBAEMBIX YCIyT, B TOM



YHUCJIE JOTOJHUTEIbHBIX.
[Ipouiecc ycTaHOBIEHUSI YpPOBHSA KadyecTBa OOBEKTOB IOJPAa3yMEBAeT COIOCTABICHUE
(hakTUYECKMX 3HAYEHWH MOKa3aTenei KadecTBa ¢ 0a30BbIMU MOKaszaTensiMud. OlLieHKa KadecTBa
JIOTIOJIHUTEIBHBIX YCIYT MOXET OCYLIECTBIATHCS B CPaBHEHUU CO CIEAYIOIIMMM aHAJOTaMu:
OTHOCHUTENIPHO IUIAHOBBIX IIOKAa3aTejeil KadecTBa JIONOJHUTENBHBIX YCIYr, OKa3blBa€MbIX
TOCTUHUYHOM oOpraHusanueil. B 3Tom ciayyae no KaXIOMy MOKa3aTeNl0 JOKHBI OBbITh
YCTaHOBJIEHBI IUIAHOBBIE 3HAUYEHHS HAa KOHKPETHBIN mepuon BpemeHH. OnpeneaeHueM IJIaHOBBIX
3HAYEHUN TaKMX IOKAa3aTejel 3aHMMaroTCs BEAYLIUE CHEIUAJINCThl TOCTUHUYHON OpraHu3aluu,
KOTOpBI€ YUUTHIBAIOT MPEIbIAYIINNA OMBIT, TOTPEOHOCTH, OKUIAAHUS TOCTEH H T.N., OTHOCUTEIBHO
MOKa3aTesel KayecTBa JONOJHUTEIbHBIX YCIIYT, IPUBEICHHBIX B COOTBETCTBYIOIIMX HOPMATUBHO-
TEXHUYECKHX JOKYMEHTax. J[JIs 3TOro paccMaTpuBaeTcs U aHAIM3UPYeTCs JOKyMEHTaabHas 0a3a, B
KOTOPOM OTpaKeHbI TPEOOBAHMS U TIOKA3aTEIN Ka4eCTBA K OKAa3bIBAEMBIM JIOTIOJIHUTEIBHBIM YCIyramM
KOHKPETHOW TOCTMHHYHOW opraHu3zauuu. Eciu paccmaTpuBaTh MOKa3aTeNM KadyecTBa YCIyr
OpraHM3alUii-KOHKYPEHTOB, TO B JAaHHOM CJy4yae MpH BbIOOpE YCIyr- aHajioroB HEO0OXOIUMO
YUUTBIBaTh CJAEAYIOIIME IPUHLMIIBL: JOMOJHUTENbHbBIE YCIYTH JOJKHBI ObITh NMPEAHA3HAUYEHBI [
OJIHOTO CErMEHTa TOCTEW; JOMOJHMUTEIbHBIE YCIYI'M JOJDKHBI OBITh WACHTUYHBI IO
(YyHKIMOHAILHOMY HA3HAYEHUIO; HAIM4YUE HEO0OXOoAMMON MH(OpMalMU O MOKa3aTelsiX KauyecTBa
JOTIOTHATENBHBIX ~ yCiIyr. Takke HEOOXOIMMBIMH AaCHeKTaMH TIpU  BBIOOPE TOCTUHHUYHON
OpraHM3al1K JJIsi CPABHEHUS SIBIIIFOTCS 3HAYUTEIbHAS0JI HA PBIHKE U €€ TIOJI0KUTEIIbHBIA UMUJTK.

Oman 2 — onpeneneHne 3HAYCHNH MMOKa3aTenel KauecTBa JOMOTHATEIBHBIX YCITYT.

OnpeneneHre 3HAUYECHUM MOKa3aTeled KadecTBa JONOJHUTENbHBIX YCIYI OCYIIECTBISIIOT Ha
MPAKTHUKE C TIOMOIIIBIO SKCIIEPTHOTO M COIIMOIOTUIECKOTr0 METOI0B [2; 4].

DKCHepTHBIN METO/1 MPEAINOoIaraeT NpoBeACHUE OLEHKU Ha OCHOBE ONpoca U aHajan3a MHEHUN
9KCIIEPTOB, a TAKKE MPOBEPKU TEXHOJIOTMUECKUX JOKYMEHTOB TOCTUHUYHON OpraHu3aliiu.

Connonornyeckuii MeToj, B CBOK OYepeib, IPENIoiaraeT MPOBEICHUE COLIMOJIOIMYECKUX
HCCIIEA0BAHNM, HAIIPUMED, AHKETUPOBAHHUS C MTOCJIEIYIOIMM aHAJIM30M ITOJYyYEHHBIX JaHHBIX.

[IpencraBneHHBIE METOABI TPEIyCMATPUBAIOT TMONYYCHHE BaXHOW WHGOpPMAIUUA IO
MOKa3aTelIsIM KauyecTBa Kak OLEHUBAEMON JIONOJHUTEIBHON YCIIyTH, TaK U yCIyrH-aHaiora, Kotopas
B JTaJIbHEHINIEM TMEPEBOAUTCS B KOJIMUYECTBECHHYIO MH(POPMAIMIO C UCIIOJIE30BAaHUEM OTPEICICHHON
mIKaigsl oneHoK. [lomydeHHble B TakoM (opmare OayuTbHBIE OIEHKH OYAYT SBISTHCS €IMHUYHBIMU
OTHOCHUTEJIFHBIMH TIOKa3aTeNIIMI KayecTBa JIOMOJTHUTENBHON ycayru. Ha maHHOM 3Tame MoXeT OBITh
MIPOBEJCHO  COIIOCTABJICHUE YHUCIICHHBIX 3HAYEHUM IIOKa3aTesied KadecTBa OLEHUBAEMOU
JOTIOJITHUTENIBHOM YCIIYI'M C YHWCJICHHBIMM 3HAUYECHMSMH II0Ka3aTeNled KadyecTBa JONOJHUTEIbHOU
yCIIyTU-aHajora.

Oman 3 — YCTaHOBJIEHHWE 3HAYMMOCTH IOKa3aTeJIed KadecTBa JOINOJHUTEIBHOM YCIYyTH.
IToka3zaTenu kadecTBa MMEIOT PA3HYIO CTETEHb BAKHOCTH KaK Ui MOTpeOuTeNs (TocTs), TaK W IS
caMoOil TOCTUHUYHOW OpTraHHW3aIliy, MO3TOMY HX HEOOXOAMMO paHKMpoBaTh. CTETNEHb BAXKHOCTH
nmokasareseil oreHuBaeTcs kodddummentom BecoMmocTH. [Ipu 3TOM WHTEpBad H3MEHEHUS
K03((HUIIMEHTOB BECOMOCTH yCTaHaBIMBaeTCs 1Mo npaswmry kBamumerpun ot 0 1o 1, ot 0 mo0 10, ot 0
1o 100.

B cBoto ouepenb, MHOTHE HCCIEI0BATENM HCIOIB3YIOT Haubosee pacnpocTpaHeHHBIA METOT
OLICHKH KaueCTBa JIOTIOJIHUTEIBHBIX YCIYT — SKCIEePTHBIN MeTox [3; 5].

B ocHoBe naHHOro Meroma JEXKHUT KIACCHUYECKHM NpPUEM MOJAEIUPOBAHUSA MOTPEOICHUS
JIOTIOJIHUTEILHOW YCIIYTH 3KCIEPTOM, KOTOPBIM MOJ BUIOM MOTpeOuTenst (rocTs) OCyIIEeCTBISET
MOKYIIKY M MCIOJIb30BaHUE TAKHX YCIYI € HX MOCJIEIYIOLIEH OLEHKOW MO IpeIBapUTEIbHO
pa3pabOTaHHBIM  KPUTEPUSM. OTOT METOJ TMPUMEHSETCS KaKk CaMUMH TOCTUHUYHBIMH
OpraHMU3alMsIMU, TaK U CTOPOHHUMH OpraHu3aiusiMu. [lopsaok, MpUHATHIA B IPUMEHEHUH METO/Ia,
MOXXHO JKCTPANOJINpPOBaTh C HE3HAYUTEIHHBIMH HM3MEHEHHSIMH Ha OOJBIIMHCTBO SKCIIEPTHBIX
METOJI0B OLICHKHU.

[lepeuncnum  mOCIEAOBATENIBHOCT  OCHOBHBIX — JTaloOB, IPUMEHSEMBIX B MpoLecce
OIICHMBAHMS KAYECTBA OKA3aHUsI TOMIOHUTEIIBHBIX YCIYT 3KCIEPTHBIM MeTozioM [3].

Oran 1. Onpenenenue Henei OLeHKH 1 HOMEHKJIATYPbl OLIEHUBAEMBIX JTOTOIHUTEIbHBIXYCIIYT.



Oran 2. OrmpeneneHue 53JEMEHTOB KadyecTBa ISl OLEHUBAHMS JIOMOJHUTENBHBIX YCIYTr, HX
IPYNIIMPOBKA, IIKajla OLLEHUBAHUS.
Ortan 3. PaH)kupoBaHUE 3JIEMEHTOB OLIEHKHM Ka4eCTBa JIONOJHUTENBHBIX YCIYT C YYETOMHUX BIMSHUSA
Ha OTpeOuTENs (TOCTS).
Otan 4. IloaroroBka crieHapusi ASHCTBUN B IpoleCCE€ OLICHMBAHUSI KayeCTBa JOTOJHUTEIbHBIX
YCIIYT ¥ CIIOCOOOB (PUKCAIUU XaPAKTEPUCTHUK.
Ortan 5. [IpoBefieHUE OLIEHKU KayecTBa C MOJIETUPOBAHUEM MOTPEOICHUS JOTIOTHUTENBHBIX YCIYT
U cOOp JaHHBIX JJIs aHAIHU3A.
Otan 6. AHanM3 COOpaHHBIX JaHHBIX, COMOCTABJICHUE C IIEJIEBBIMH TIOKA3aTeSIMA YPOBHS KauecTBa
3JIEMEHTOB.
Oran 7. CocTaBiieHUE IJIaHa KOPPEKTUPYIOIIMX YIPABIECHUYECKUX PELIEHH MO MOBBIIIEHUIO YPOBHS
Ka4eCTBa JONOJHUTEIBHBIX YCIYT, CPOKOB X PEAIN3alMy U KOHTPOJIA3a BBIIIOJIHEHUEM.
[IpoBenenHoe wHcCenOBaHUE IIO3BOJISIET OTMETUTH, 4YTO BBIACICHHBIE OTaIlbl 3aCIyKUBAIOT
BHUMAaHMS U YaCTO UCIIOJIB3YIOTCS HA IPAKTHKE.
BroiBoabl. OrieHka KauecTBa JOMOTHUTEIBHBIX YCIYT CUMTAETCS OJIHUM U3 BaXKHEHUIITUXIapaMETPOB,
KOTOpBIE CIEAYET YYUThIBAaTh NPU YIPABICHUM COBPEMEHHOM TOCTUHUYHOW OpraHU3alueu.
PaccmotpeHHbIE ATanbl B MPOLECCE OLIEHUBAHMS KAueCcTBa JOIMOJHUTEIbHBIX YCIYT, OKa3bIBAEMbIX
COBPEMEHHBIMU T'OCTUHUYHBIMUA OpPraHU3alUsIMHU, MOKHO PacCMaTpUBaTh B KAaYECTBE KIIIOUYEBBIX
CTaauii, HANpPaBJICHHBIX Ha YJIYUYIIEHUE CEPBHUCOB, IPUBJICUYECHUE TOCTEW, TMOBBILICHUE
3¢ GEKTUBHOCTH WHAYCTPHH TOCTEPUIMCTBA B IIETIOM.
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