MunucTepcTBO KyIbTyphl PecyOnmku Kpbim
MuHUCTEPCTBO KypOpTOB U Typu3ma Pecyomuku Kpbsim
KpbIMckuil yHUBEpPCUTET KYJIBTYphl, HCKYCCTB U TypU3Ma,
r. Cumdepomnons, Poccuiickas deneparus
Kpeimckuii henepanpubiii yausepcuteT umenu B.J. BepHanackoro,
r. Cumdepomnons, Poccniickas eneparus
Kazanckwii (IIpuBoipkckuil) @eaepaabHbI Y HUBEPCUTET,
r. Kazans, Poccuiickas @eneparus
CTaBpomnoNIbCKUH TOCYIapCTBEHHBIN arpapHbIii YHUBEPCUTET,
r. CtaBpomois, Poccuiickas ®eneparus
JloHenkuii HaMOHAIbHBIA YHUBEPCUTET 3KOHOMUKH U TOProBiu uMeHn Muxauina Tyran-bapanosckoro,
r. lonenx, Poccuiickasa ®enepauns
IIpuanecTpoBckuii rocygapcTBeHHbIM yHUBEpcUTeT M. T.1'. IlleBueHko,
r. Tupacmons, [IpuaaectpoBckast MongaBckas Pecrybmika
bapanoBHuCKHii rOCYAapCTBEHHBIN YHUBEPCUTET
r. bapanosuun, Pecrry0nmka benapycs
000 “REC TRAVEL & DMC”
r. baky, Azep6aiimkanckas Pecriyonuka
Canatopuit «®opoc» (Foros Wellness&Park)
r. Slnra, it @opoc, Pecmyonuka KpeiM, Poccuiickas ®eneparus
AHO «TaBpuna.Apt»
r. Cynak, Pecriy0Omnvka Kpeim, Poccuiickas ®eaeparus

Hugpopmayuonnoe nucomo Nol

YBAXKAEMBIE KOJUIET'A!

[Tpurnamaem Bac npunsats yyactue B X MexkayHAPOIHOI HAYYHO — NMPAKTHYECKOH
koH(pepenuuun «IIpuopuTeTHBIE HANPABJEHHUA M NPOOJEMbl PA3BUTHS
BHYTPEHHEro U Me;KAYHAPOAHOI'0 TYPU3MA», KOTOpPasi COCTOUTCS:

— 22 mas 2025 romga Apr-knacrep «Taspuma», Pecny6nuka Kpeiv, r. Cynmak, Oyxra
Kancens;

— 23 mas 2025 B canatopuu «Dopocx» (Foros Wellnes & Park), Pecriy6nuka Kpeiwm, .
Anra, nrt ®opoc, Dopocckuii ciyck, 1

Kondepenuust mocssmaercs 10- seTuro cozpanust Kaeapol
TYPHU3Ma, MEHE’KMEHTA U COLUAJIBHO KYJbTYPHO AeATEIbHOCTH
KpbIMcKkOro ynusepcurera KyJbTYpPbl, MCKYCCTB M TYpH3Ma

OcHoBHbIe HanpaBJieHUs1 pa0doThl KOHGepeHINH:

1. Ontumuzanust QyHKIMOHATBHON, TEPPUTOPUATBHON M YHpPaBICHUYECKOW CTPYKTYpPHI TYpPHCTCKO-
PEKPEallMOHHOTO KOMILIEKCA CTPAHBI.

2. Lu¢poBbie TEXHOIOTHH U CEPBUCH B UHIYCTPUU TYpU3Ma U TOCTEIIPUUMCTBA.
3. MHHOBalMOHHAs COCTaBIAIONIAs HAMOHAIBHOTO U PErMOHAIBHOIO TYPUCTCKOTO MMPOAYKTA.
4. HanpaBnenuss  coBepIICHCTBOBaHHMs ~ KaapoBOro  oOecrmeyeHus BO ~ BHYTPEHHEM U

MEXIYHApOAHOM TypU3ME.



5. [Toaxoas! Kk GpOPMUPOBAHUIO UMHUKEBOM MTOJTUTHKN PETHOHA B chepe Typusma.

6. Ponp KynbTypHOTO Typu3Ma B pa3BUTHE MEKIYHAPOJHOM TYPUCTCKON UHIYCTPUU.

7. [Tpo6GyieMbl pa3BUTHS ClIEUANBHBIX BUIOB TypH3Ma Ha COBPEMEHHOM JTarle.

8. Cenbckuii Typu3M Kak (GakTOp YCTOMYUBOTO PA3BUTHUS TEPPUTOPHIL.

9. OKCKYpCHOHHAsl JI€ATENbHOCTh W TYpPU3M: TEOpHUs, IPaKTUKA, COBPEMEHHBIC peauu U
MEPCIEKTHBHI.

10.  CoBpeMeHHBIE TPOOIEMBI Pa3BUTHSI TOCTUHUYHOTO XO35HCTBA.

11.  PeruonanbpHble aCIEKThI pa3BUTHS BHYTPEHHEIO U MEKYHAPOIHOTO TypU3Ma.

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

13. KpbIM B cuctemMe poCcCHICKOT0 U MEXIYHAPOIHOTO TypHU3MA.

14.  CoBpemMeHHBIC TPOOIEMbI SKOHOMHUKHU U (PUHAHCOB B OTPACIIH TypU3Ma.

15.  BzaumopeiicTBue cyOBEKTOB KYJIbTYpPhl B (HOPMUPOBAHMHM MHHOBALIMOHHOTO COLMOKYJIBTYPHOTO
MIPOCTPAHCTBA TYPUCTCKON UHIIYCTPHUHU.

16.  Teopwus u MpakTHKa COMMOKYIBTYPHOTO MEHEDKMEHTA M MAPKETHHTA B TYPUCTCKOM WHIYCTPHH.
17.  TlepBble maru B HayKe: HAyYHbIC UCCIEAOBAHUS MOJIOJIBIX YYCHBIX, ACIIMPAHTOB, MAarCTPAHTOB

" CTYACHTOB.

MecTo npoBeeHus1 KOH(pEPEHIIUN

— 22 mas 2025 rona - apt-knacrep «TaBpungay», Pecriybnmka, Kpeim, r. Cyaak, Oyxrta Kancens;

-23 mas 2025 roga - canatopuii «®opocy» (Foros Wellnes & Park), Pecny6muka, Kprim, T.
Anra, nrt ®opoc, Dopocckuit cnyck, 1.

O¢puunanbHble I3bIKH KOH(EPeHUNH: PYCCKUN, aHIJIMMCKU.

IIyonukanust mMatepuaioB KoHGepeHIHH OCYLIECTBJIsIETCS B 3JEKTPOHHOM CcOOpPHHKe
MaTepuaI0oB KOH(pepeHUUH (MAaTepHaabl 10 5-TH CTPAHUL) U /WJIM B BHJe CTATbH B HAYYHOM
*KypHaje «Tappuyeckue cTyaMu» U /WIM B BH/Ee CTATBH B HaydyHOM KypHaie BAK (ot 7 mo 12
CTPaHHUL).

IIy6mkanus MaTepuajoB B 3JJeKTPOHHOM COOPHHKe MATEPHAJIOB KOH(pepeHIMH (10 S5-TH
CTPaHMI): MaTepuaiabl KOHpEepeHUUH OyayT OmyOJIMKOBAaHBI B JJIEKTPOHHOM COOpHHKE TpPYAOB,
pa3MelleHbl B AIeKTpOHHON OnbanoTeke (Www.elibrary.ru) u 3aperucTpupoBaHbl B HAYyKOMETPHUECKON
6asze PMHII, a Takxe pa3MemieHbl B JIEKTPOHHOM BHJE Ha cailte koHpepeHuuu. Ilybamkauus B
cOopHuke OecniatHast. K nmyOiaukanuy npuHUMAarOTCs MaTepUalbl, UMEIOIINE OPUTMHAIBHOCTD TEKCTa
He menee 70%. ITo Bompocam myOmukanuu B cOopHuke oOpamarbes kK Uummupucy CraHucaaBy
BacuaseBuuy (+7978 851 89 00), mibo Ha snextponHsii anpec  konfer.tur@bk.ru.

Ily6imkauus crateil (or 7 mo 12 crpaHmm). CTaTbu YYaCTHUKOB KOH(epeHIMH OynyT
OITyOJIMKOBAHBI B CIIEUATBHBIX BBITYCKaX KYpPHAJIOB:

1. Cnenmaju3upoBaHHOe 3JIEKTPOHHOe Hay4yHoe mu3iaHue «TaBpuueckue CTyIHM».
«HckyccrBoBenenne», «Kyabryposorus», «Ucropuueckue Hayku». JXypHan BKIIOYEH B CHCTEMY
«Poccuiickuii nHaekc HayyHoro uurtuposanus» (PUHLI). IIy0amkanusa B KypHaje OecniiaTHasi.
TpeboBanuss k odopMieHHMIO cTaTell M YyCJIOBUS MYOJUKAllMM pa3MEIlEeHbl IO  aJapecy
http://kukiit.ru/nauka/ts/trebovania/ ITo Bompocam mybnaukanuu B xypHaje oOpamiarbes kK UenypuHoii
WNune Biragumupoue (+7978 766 80 28), nmubo Ha snekTpoHHbIi aapec nauka-kukiit@mail.ru.

2. CnienajJu3uPOBAHHOE HAYYHOE U31aHue «Y4YeHble 3anucku KpeiMckoro ¢genepanabHoOro
yHuBepcutera nMeHu B.U. Bepnaackoro. «I'eorpagus. I'eosnorus». )Kypnan sxitoueH B [lepeuens
pereH3upyeMbIX HaydHbIX u3naHuii BAK, B KOTOpPBIX JOKHBI OBITH OITYOJIMKOBAaHBI OCHOBHBIC
Hay4HbIE PE3yJbTaThl JUCCEPTAIIMH HA COMCKAHHWE YYEHOW CTENEeHM KaHAuAaTa HayK, Ha COMCKaHUE
YYCHOU CTETEeHM JOKTOpa Hayk, orpacib Hayku 25.00.00 Hayku o 3emue (reorpaduueckue, reoioro-
MUHEPAJIOTUYECKHUE), a Takke B cuctemy «Poccuilckuii MHIekc Hay4yHoro nutupoBanus» (PMHLY).
IIyoaukanus B kKypHaJje deciiaTtHasi. TpeboBanus K 0hOPMIICHHIO CTaTeH M yCIIOBHUS MTyOJIMKAITAN
pasmerieHsl o aapecy. http://sn-geography.cfuv.ru/.



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

st yqyacTust B KOHpepeHIMH BCeM YYaCTHUKAM
(caymarTessiM, M JOKJIATYNKAM)
HEe00X0MMO 3aMN0JHUTH 3aABKY B AAHaexc @opme
10 15 mas 2025 roga

https://forms.yandex.ru/u/67c¢2fd1cd04688h33749a932/

Hoxnan (mo >kenaHuto) He Oosee 15 MuHyT W mipe3eHTanms (Ipu HaMYMd B (dopmare
MicrosoftPowerPoint (ae 6osiee 10 Mb u He Gosee 20 ciaiifioB 6e3 aHuMaiuu, 0e3 BHICOBCTABOK)
BbICHLIAIOTCS opraHu3aTopaM koHgepenunu 10 20 mas 2025 roaa.

[Iporpamma koHpepennuu Oyaer pazocinana 21 mas 2025 roma Ha SJIEKTPOHHYIO IIOUTY,
yKa3aHHYIO B sIHIEKC-(pOpMe YyUaCTHHKA.

[To oxoHuUaHMIO KOH(EPEHIIMM YY4acTHHKaM OyIyT BBICJIAHBI CEPTU(UKATHI HA 3JICKTPOHHYIO
ouTYy.

Martepuansl K yOJIMKaluy JOKHBI ObITh BBICJIAHBI 110 JIEKTPOHHOM MOYTE OPraHU3alluOHHOMY
KOMHTETY KOH(epeHIIMU B BUJIe MPUKPEIICHHOTO (aiiia mo ciemyromieMy aapecy: konfer.tur@bk.ru
(c Temoit «MaTepuaabl Ha KoH(epeHnIo»). [IprKpericHHbIe (ailiibl CTaThH TODKHBI OBITh HAa3BaHBI
dbamunueil aBropa/coaBTopoB (Hampumep, MBanoB Crtatbs). Bmecre ¢ MaTtepuaiamm cienyer
BBICJIATh CKAH (CKPHH) OTYeT M3 CHCTEeMbl AHTHILIATHAT. PEKOMEHyEMBIN CEpPBUC ISl IPOBEPKHU
«AHTHILIATHAT.PY». ABTOPCKHI TEKCT JOJKEH COCTaBIATh HE MeHee 70%.

OpranuzalvoOHHBIA KOMHUTET OCTaBIseT 3a COOOM MpaBO HE MPUHUMATh K PACCMOTPEHUIO
MaTepuasbl, HE COOTBETCTBYIOIIME TeMaTHKe KOH(pepeHLIHH, odopmieHHble 03 CcoOIoaeHHs
TpeboBanuii k nmyonukanuu (I[Ipunoxkenue 1,2), Boicianubie mocie 15 mast 2025r., a Takke CTaThH,
coJiep KalIre paHee oNy0JIMKOBAHHBII MaTepHa.

Yuyacrre B KOH(pepeHIUH U MyOJUKANMHA 10 UTOraM KOH(epeHIuN SBJIAKTCA
0eCIIATHBIMHU

JI151 OYHBIX YYACTHHUKOB MPeI0CTABJIEHDI:

1. IIporpamma KoHpepeHIuH;

3. Ceptudukar yqacTHIKA MEXTYHAPOTHON KOH(EPEHIINH,
4. D7eKTPOHHBINA COOPHUK MaTepHaioB KOH(PEPEHINH;

5. Opraamn3anoHHOE COMTPOBOXK/ICHNE KOH(PEpEeHIINH;

A5 3209HBIX YYACTHUKOB:

1. Ilporpamma xoHdepeHIUY;

2. DNeKTPOHHBIN COOPHUK MAaTEepPUaIOB KOH(PEPEHIIHH.

J1st y4acTHUKOB KOH(epeHIIUH MIAHUPYeTCsl MPOBe/leHHe TOBAPHILECKOr0 Y KUHA (Y4yacTue
no :xejjaHu10). CTOMMOCTDb Y:KHHA ONJIAYUBAETCS HA MeCTe.

PaCXOI[l)I 3a MNpPOXKHUBAHHE M IIMTAHHUC OINVIAYUBAKOTCH YYaCTHHKaAMHU KOHd)epeHIII/II/I
camocTosiTeIbHO. [lo Bompocam OpOHUPOBaHUSA MPOXKUBAHUS M YYacTHUS B TOBAPHUIIECKOM YKHUHE
obpamatecs o Tei. +7978 723 15 16 (Tponmua Exkarepuna AHaToNbeBHA).

OdunuanbHoe NpUIJanieHue Ha KOH(pepeHIHI0 Oy/IeT BHICJIAHO BMecTe ¢ HH()OPMAIIMOHHBIM
NMUCbMOM T0CJIe MOJyYeH sl 3asIBOK HA YYacTHe U COCTaBJIeHHsI POorpaMMbl KOH(epeHIHH.

Oprkomurer

X MeayHapogHO  HAy4YHO —  IPAKTHYECKOMH
KOHGepeHI U «IIpuopureTHbie HanpaBJIeHU S U
npood;aemMbl pa3BUTHS BHYTPEHHEr0o W MEKIYHAPOIHOIO
Typu3Ma»


https://forms.yandex.ru/u/67c2fd1cd04688b33749a932/
mailto:konfer.tur@bk.ru
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— TpeboBaHust kK 0)OPpMJIEHUIO MATEPHUAJIOB
JIS1 MyOJIMKAIUM B COOPHUKE

(MaTepuabl HATIPABJISIOTCS HA AIEKTPOHHBIN apec OPrkOMUTETa KOH(DEPCHIIMU
konfer.tur@bk.ru ae mo3auee 15 masn 2025 200a)

K nyOnukanuu mpUHUMAKOTCS MOJHOTEKCTOBBIC JTOKIANbI 00bEMOM 4-5 cTpaHuIll (CTpaHUIBI HE
Hymepyitotcs). Habop B penakrope Word B Bume KoMmbroTepHOro Qaiina ¢ pacuupennem *.doc, *.rtf.
pudt TimesNewRoman Cyr 14. Mexcrpounsiii uaTepsan — 1,5, ad3ar — 1,25 cm, mons — 20 MM co
BCEX CTOPOH. B pycCKOS3BIUHBIX CTaThIX OyKBa € MPOIMUCHIBACTCS, a HE 3aMEHSETCsl OYKBOH €.

O0s3aTeNEHBIC 2TEMEHTHI

— Ha3BaHUE JO0KJIa/a,;
— ®UO (oaHOCTHIO) aBTOpa / COABTOPOB;

— Ha3BaHUE 00Pa30BaTEIBHOTO YUPEIKICHHUS BBICIIEro 00pa3oBanus, GpakynbreTa U Kadeapsr;
— HaITpaBJICHUE MOJrOTOBKHU/CIICIIHATLHOCTD, KYPC;

— annorarus (35-55 ci10B) u kimto4eBbie citoBa (6—10 cToB) Ha PYCCKOM SI3BIKE;

— KpaTKoe BBeJIcHHE (aKTyalbHOCTh, [IE)Ib, MATEPUAIl U METOJIbI HCCIICIOBAHHUS);

— pe3yJIbTaThl HCCIICIOBAHUS U UX 00CYIK/ICHHE;

— BBIBOJIBI,

— CIIACOK JINTEPaTyPHI.

Kaxnprit Buj murupoBanud (mpsiMoe, KOCBEHHOE, KPOCC-LIMTUPOBAHHE) TOJIKEH COIIPOBOKIATHCS
CCBUIKOM, KOTOpas IOKa3bIBAET MCTOYHHMK IUTATHI C OTCBHUIKOW K CIUCKY jaureparypsl. Ilpu mpsmom
MUTHPOBAHUH TIOCJE IUTaThl B TEKCTE B KBAJPATHBIX CKOOKaxX 00S3aTeIbHO YKA3bIBAETCH. HOMEP
HUCTOYHHUKA B CIIUCKE JINTEPATYPHI U Yepe3 3aIsTyI0 — HOMep CTPAHHUIbI, Ha KOTOPOH B 3TOM MCTOYHHKE
MOMEIIEH [IUTUPYEMBIN TEKCT.

BubGnuorpaduydeckue CChbUTKH B TEKCTE CIEAYET JaBaTh B KBaJpaTHBIX CKOOKaX B COOTBETCTBUH C

HyMepalluell B CIUCKe JuTeparypbl, Hampumep [3, c¢. 26—28]. Cnucok auTeparypbl — HE MeHee 3 U He

0ojiee 7 WCTOYHHMKOB, COCTAaBISICTCS B ajl(aBUTHOM IMOPSJKE: CHavaja OTEYECTBEHHBIC, 3aTeM
3apyOexHbie aBTOphI, odopmitsiercs B cooTBeTcTBuu ¢ [OCT P 7.0.100-2018.

Tabmumner (He Oomee 2-3 TaOMUI)) JOIDKHBI COAEPXKATH TOINBKO HEOOXOAWMBIE IaHHBIE W
MPEJCTaBISATh COo00i O00O0OIIEHHBIE M CTAaTUCTHUYEeCKH 00paboTaHHbie MaTepuanbl. Kaxias Ttabmuia
CcHa0XaeTcst 3ar0JIOBKOM U BCTABJIAETCS B TEKCT ITOCIIe ab3a1ia ¢ MepBoii CChIIKOM Ha HeE.

KonmuecTBo rpadudeckoro Marepuana JODKHO OBITh MUHUMAIbHBIM (HE Oonee 3-5 PUCYHKOB).

Ka)K}.'[BIﬁ PUCYHOK JOJDKCH MUMCTH CCBUIKY B TCKCTC CTAaTbU W NOAPUCYHOYHYIO MOANHNCH C 00BsICHEHHEM
BCEX €ro 3JIeMEeHTOB. PUCYHKH BCTaBJISIIOTCSI B popmare jpeg.

OO0paszel KOPPEKTHOTO NPEACTABJIEHUS ITOJHOTEKCTOBOIO JOKIANA JUIS l'Iy6J'II/IKaI_II/II/I CM. IO aJpecy:
https://kukiit.ru/wp-content/uploads/2022/09/Turist.-sb.-2022.pdf




MHNPUMEPBI O®POPMJUIEHUA 3ATEKCTOBbBIX BUBJIMOTPAOUIYECKHUX CCBIJIOK
(kpaTkast 3a11ch)
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MNPUMEP O®OPMJIEHUA HAYYHBIX TPYJ1OB J1JISI CBOPHUKA
MATEPHUAJIOB KOH®EPEHIINHN

VJIK 330.123.6

OIEHKA KAYECTBA JOINOJIHUTEJIBHBIX YCJIIYI'B I'OCTUHHYHbIX
OPI'AHM3AIIUAX

Honuwyx E. A., 1-p 5KOH. HayK, npodeccop,

Taspuniok J[. A., Gakanasp,

OI'AOY BO «KpriMckuii dhenepanbhbiii yauBepceutet uM. B. U. Bepaaackorom,r.
Cumobepononsb

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 uccneoosanuu evioenenvlr bazosvie smanvl 6 npoyecce oyeHusarnusl kavecmeda ()OI’ZOJZHumeJZbelxyCJZyZ,
OKa3bl8AEMbIX COBPEMEHHbIMU SOCMUHUYHBIMU OPcARUIAYUAMU. YCmaHOGJZeHO, ymo OaHHbIEe dMANbL
MOIJCHO pacemampuedanib 6 Kadecmee Kllodueeblx cmadud, HAanpaejlerHHblX Ha YayduleHue cepeucos,
npuejedernue eocmeﬁ, noesluierue agbqbekmueHocmu mtdycmpuuzocmenpuumcmea 8 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.
Knrwwuesvie cnosa: cocmunuunas opearnuzayusl, O0ONOAHUMENbHASA yciyea, OoyeHkKa kavecmed, coCnib,
Memoo, aman, NOKa3amen.

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

BBenenne. KadecTBO OKa3blBa€MBIX T'OCTHHHYHBIMH OPTaHM3AIHMSIMH OCHOBHBIX U
JOTIOJIHUTEIIBHBIX YCIYT MOJUIEKUT OLICHKE W ympaBieHuro. OLleHKa KadecTBa YCIyr IO3BOJIAET
KOHTPOJIUPOBaTh KadyecTBO OOCTyXKMBaHUs TOCTeH, a Takxke (opmupyer 0azy i NPUHATUSA
yIpaBIECHYECKUX peIlIeHnH, o0ecrieunBaeT oOpaTHYIO CBs3b, KOTOpasi TaKk HEOOXoIuMa JUIst JTF000H
YCTOMYMBOW CUCTEMBI, CIIOCOOHOI K pa3Butuio. IIpenocraBiienne KaueCTBEHHBIX JTOMOJTHUTEIbHBIX
yCIYyr OTHOCHUTCA K OJHOMY W3 BaXXHEHIIUX YCIOBUH (DYHKIMOHUPOBAHUS COBPEMEHHBIX
TOCTUHUYHBIX OpraHu3aiuii. B ycioBHsSX >KeCTKONM KOHKYPEHIIMH «BBDKUTBY» CMOTYT TOJBKO TE
OpraHM3alii, KOTOpbhIE€ OCYIIECTBISIIOT  Haubosiee HSPQPEKTUBHbIC BapuUaHThl  OKa3aHUS
JOTIOJIHUTEIIbHBIX YCITYT.

Llenv uccnedosanuss — paccMOTpeTh 0a30BbIe ATalbl B MpOIEcCEe OLIEHUBAHHUS KauecTBa
JOTIOJTHUTENTLHBIX YCITYT, OKa3bIBAEMBIX COBPEMEHHBIMI TOCTUHHYHBIMH OPTaHU3AITUSIMH.

PesyabTarel nccienoBanus. CyliecTByeT 3HaUMTENIbHOE KoimaecTBO MeTo10B (SERQUAL,
meron [enbdsl, mMeron «TaifHbIi MOKymarenb», METOA AaHKETUpOBaHUA, AU depeHIInalIbHbII
METO/]I, KOMIUIEKCHBIA METOJI, CMEIIAaHHBII METO U JIp.), TO3BOJISIOMUX OLUEHUTH 3(PPEKTUBHOCTD
OKa3aHUsl OCHOBHBIX U JOIOJHUTEIBHBIX YCIYT COBPEMEHHBIMU FOCTUHUYHBIMU OPTaHU3AIUSIMHU.
Heo0xonmmMo OTMETUTh, UTO JJAHHBIE METOJIbI BO MHOT'OM CXOKH, OJIHAKO BEIyIIHE UCCIIeI0BATENN
[1; 3; 5] oOpararoT BHEUMaHUE HA OT/EIbHBIC METOAMKH OICHKH KAa4eCTBa YCIIYT, YUUTHIBAIOIIUC
KITIOYEBbIE MPUHIIUAIIBI UTEXHOJIOTHH B (pOpMaTe HECKOJIBKHUX ITAIOB.

Kpatko oxapakTepusyeM TaHHbBIE TAIIbI.

Oman 1 — onpenenenue 0a30BBIX MOKa3aTeel OIEHKM KauyecTBAa OKA3bIBAEMBIX YCIYT, B TOM



YHCJIE TOMOTHUTENbHBIX.

[Ipouecc ycTaHOBIEHUS YpOBHS KadyecTBa OOBEKTOB IMOJAPA3yMEBAET COIOCTABJICHUE
(akTUUYEeCKUX 3HAYEHUI NoOKa3zarene kadecTBa ¢ 0a30BbIMU IMOKas3aTeqsiMu. OLEHKa KadecTBa
JIOTIOJIHUTEIIBHBIX YCIYT MOXET OCYLIECTBIATHCS B CPaBHEHUH CO CIEAYIOIIMMH aHAJOTaMu:
OTHOCUTEJIbHO IUJJAHOBBIX IOKa3arejled KadyecTBa JOMNOJHUTEIBHBIX YCIYI, OKa3bIBa€MbIX
TOCTHHUYHOW oOpraHu3anueid. B 93ToM ciaydae 10 KaXIOMy TIOKa3aTelllo JOJKHBI OBITh
YCTaHOBJIEHBI TUUIAHOBBIE 3HAUYEHMsI Ha KOHKPETHBIM Mepuoa BpemeHu. OmnpeaeneHueM MIaHOBBIX
3HAYEHUN TaKHUX IMOKa3aTeJel 3aHMMAIOTCS BEAyLIUE CHEIUAINCTHI TOCTUHUYHOW OpraHU3allvu,
KOTOpBI€ YUUTHIBAIOT MPEBIAYIINNA OMBIT, TOTPEOHOCTH, OKUIAAHUS TOCTEH U T.N., OTHOCUTEIBHO
HoKa3aTesel KauecTBa JOMOJHUTENbHBIX YCIIYT, IPUBEIECHHBIX B COOTBETCTBYIOIINX HOPMAaTUBHO-
TEXHUYECKUX JOKyMeHTaX. [lJig 3TOro paccMaTpuBaeTCsl M aHAIM3UPYETCs JOKyMEHTalIbHas 0a3a, B
KOTOPOI OTpaXK€Hbl TPEOOBaHUS U IMOKA3aTEIHN KaueCTBA K OKa3bIBAEMbIM JIONIOJIHUTEIBHBIM YCIIyram
KOHKPETHOW TOCTMHMYHOM opraHu3zauuu. Eciam paccMaTpuBaTh MOKa3aTeNM KadyecTBa YCIyT
OpraHU3aIMii-KOHKYPEHTOB, TO B JAaHHOM CJy4yae MpH BHIOOpE YCIyr- aHajoroB HEOOXOIUMO
YYHUTHIBATH CICAYIOIINE MPUHIIUIIBL: JOTOJTHUTEIBHBIC YCIYTH AODKHBI OBITh MpeIHA3HAYCHBI IS
OJTHOTO CETMEHTa TOCTEW; JOMOJHHUTEIbHBIE YCIYTH JOJDKHBI OBITh WACHTUYHBI  TIO
(YHKIIMOHATIFHOMY HAa3HAYCHHIO; HAIMYUE HEOOXOAMMOW HMH(OpMAIHMH O MOKa3aTeNsx KadecTBa
JOTIOTHATENBHBIX ~ yeiIyr. Takke HEOOXOIWMBIMH AaCHEeKTaMH TIpU  BBIOOPE TOCTUHHUYHON
OpraHu3alMy JJIs1 CPABHEHUS SBJISIFOTCS 3HAUUTENIbHAS101s1 HA PBIHKE U €€ TOJI0KUTEIbHBIA UMUJIK.

Oman 2 — onipeerneHe 3HaYeHUIA MMoKa3aTeNei KauecTBa JOMOTHUTEIBHBIX YCIYT.

OnpeneneHue 3HaYEHUM MOKa3aTeJIed KauyecTBa JOMOJIHUTENBHBIX YCIYr OCYLIECTBISIOT Ha
MPAKTHUKE C TOMOIIIBIO SKCIIEPTHOTO M COLIMOIOTUIECKOTr0 METOIOB [2; 4].

DKCHepTHBIN METO/1 MPEAINOoIaraeT NpoBeACHUE OLEHKU Ha OCHOBE ONpoca U aHajanu3a MHEHUN
IKCIIEPTOB, a TAKKE MPOBEPKH TEXHOJIOTHUECKUX JOKYMEHTOB TOCTHHUYHON OpTaHU3aIlIH.

Couunonornyeckuii MeTo/i, B CBOKO OYepe.lb, MPEANOiaraeT MpOBEACHUE COIMOJIOTHYECKUX
HCCIIE0BAHMM, HAIPUMED, AHKETUPOBAHUS C MTOCJIEIYIOIUM aHAJIM30M MOJTYyYEHHBIX JTaHHBIX.

[IpencraBneHHBIE METOABI TPEIyCMATPUBAIOT TMONYYCHHE BaXHOW WHGOpPMAIUHA IO
MOKa3aTeNsiM KauecTBa KaK OILICHUBAEMOI JOMOJHUTENIbHON YCIYTH, TaK U yCIyTru-aHallora, KoTopas
B JlaJbHEHILEM MEPEBOAUTCS B KOJIMUYECTBEHHYIO MH(POPMAIMIO C UCIIOJIb30BAHUEM ONPEICICHHON
miKaibl oueHoK. [lomyyeHHble B TakoM ¢opMare OasibHbIE OLEHKU OYyAYT SIBISTHCS €IMHUYHBIMU
OTHOCHUTEJIBHBIMH TI0Ka3aTeNIIMU KayecTBa JIONMOJHUTENbHOU yciayru. Ha jaHHOM 3Tane MoxeT ObITh
MPOBEJICHO  CONOCTABJICHUE YHUCJICHHBIX 3HAYEHUM IIOKa3zaTesled KadecTBa OIEHMBAeMOM
JOTIOJTHUTENIBHOW YCIYTM C YWCJICHHBIMM 3HAUYCHHMSIMHU IIOKa3aTesiell KadyecTBa JONOJHUTEIbHOU
yCIIyrH-aHaJIora.

Oman 3 — YCTaHOBJIEHHE 3HAYMMOCTH TIOKa3aTeJied KauyecTBa JONOJHUTEIBHON YCIyTH.
IToka3aTenu kavyecTBa MMEIOT PAa3HYIO CTETEHb BAKHOCTH KaK JUIS MOTpeOuTeNs (TocTs), TaK W ISt
caMOil TOCTUHUYHOM OpraHu3aliy, Mo3TOMYy UX HEOOXOAMMO paHKupoBaTh. CTENeHb Ba)KHOCTH
nokasaresieil oreHuBaeTcs koddduumentrom BecoMocTH. Ilpu 3TOM HHTEpBad H3MEHEHUS
K03((ULIHEHTOB BECOMOCTH YCTaHABIMBAETCA 10 mpaBmity kBanumerpuu oT 0 1o 1, ot 0 10 10, ot 0
1o 100.

B cBoto ouepenb, MHOTHE HCCIEI0BATENM HCIOIB3YIOT Haubosee pacnpocTpaHeHHBIA METOT
OLICHKH Ka4eCTBa JOMOJHUTEIBHBIX YCIYT — dKCIIEPTHBIN MeTox [3; 5].

B ocHoBe maHHOrO MeTroda JIEKHT KIACCHYCCKHH TPUEM MOJICITUPOBAHUS TOTPEOICHUS
JIOTIOTHUTEIILHOW YCIIYTH JKCIIEPTOM, KOTOPBIM TOJ BHIOM TOTpeOuTenst (TOCTS) OCYIIECTBISET
MOKYIKY W HCHOJb30BaHUE TAKUX YCIYr € HX MOCJIEIYIOLEH ONEHKOW MO MpeaBapUTEIbHO
pa3pabOTaHHBIM  KpPUTEpUSAM. OTOT METOJl IPUMEHSETCS KaK CaMUMU TOCTUHUYHBIMU
OpraHu3alsIMHU, TaK U CTOPOHHUMH opraHuzanusiMu. [1opsaok, NpUHATHIM B IPUMEHEHUH METO/a,
MOXXHO JKCTPAroJIUpOBaTh C HE3HAYUTEIbHBIMM HM3MEHEHHSIMH Ha OOJBIIMHCTBO SKCIIEPTHBIX
METOJOB OLICHKH.

[lepeuncaum MOCIEIOBATENFHOCTh OCHOBHBIX JTaloOB, MPUMEHSIEMBIX B  IPOIECCe
OIICHMBAHMs KAYECTBA OKA3aHUS IOTIOJHUTEIBHBIX YCIYT KCIEPTHBIM MeTOAOM [3].

Oran 1. Onpenenenve 1enei OLEeHKN U HOMEHKIIATYPbl OLIEHUBAEMBIX JIOIIOIHUTEIbHBIXYCIIYT.



Oran 2. OmnpeneneHue 3JI€MEHTOB KauecTBa JUIsl OLIEHUBAHUS JIONOJHMUTENBHBIX YCIYT, WX
IPYHIIUPOBKA, I1IKaJla OLlEHUBAHHUS.
Ortan 3. PaHxupoBaHHE 3JIEMEHTOB OLIEHKU KaYeCTBA JOMOJHUTEIbHBIX YCIYT C yYETOMUX BIUSHUSA
Ha OTpeOuTENs (TOCTS).
Oran 4. IlogroroBka crueHapusi ASHCTBUH B IPOLIECCE OLICHMBAHUS KayeCTBa JOMOJHUTEIbHBIX
YCIIYT B CIOCOOOB (pUKCAITNU XapaKTEPUCTHUK.
Oran 5. [IpoBeneHne OLIEHKH KauecTBa C MOJECIMPOBAHUEM NOTPEOIEHUSA AOOJIHUTENbHBIX YCIYT
1 cOOp TaHHBIX JIJISl aHAJTH3A.
Otan 6. AHanu3 COOpaHHBIX JAHHBIX, COMOCTABJICHUE C IIEJIEBBIMH TIOKA3aTEIsIMA YPOBHS KauecTBa
3JIEMEHTOB.
Oran 7. CocTaBiieHUE IJIaHa KOPPEKTUPYIOIIMX YIIPABIECHUYECKUX PELICHH MO MOBBIIIEHUIO YPOBHS
Ka4yecTBa JIOMOJIHUTENBHBIX YCIIYT, CPOKOB UX PEATU3aLMK U KOHTPOJIA3a BHIIIOJHEHUEM.
[IpoBeneHHOEe HCCIEOBaHUE TIO3BOJIAET OTMETHTb, UYTO BBIIEICHHBIE 3Talbl 3aCIyKHBAIOT
BHUMAaHHUS ¥ YaCTO UCIIONb3YIOTCS Ha IPAKTUKE.
BeiBoabl. OnieHKa KauecTBa JOMOJIHUTENBHBIX YCIYT CYUTAETCA OJHUM U3 BaXKHEUILINXTapaMeTPOB,
KOTOpbIE CIEAYET YYUThIBATh IPH YIPABICHUH COBPEMEHHOW TOCTMHUYHOW OpraHu3aluei.
PaccMoTpeHHbIe 3Tarbl B MpoLEcce OLICHUBAHUS KayecTBa JOMOJIHHUTENbHBIX YCIYT, OKa3bIBAEMbIX
COBPEMEHHBIMU TOCTUHUYHBIMU OpPraHU3ALMSAMHU, MOKHO pacCMaTpHBaTh B Kay€CTBE KIIFOUEBBIX
CTaJMii, HANpaBICHHBIX HAa YJIY4YUIEHUE CEPBUCOB, NPUBJICYECHUE TOCTEH, MOBBILICHUE
3¢ GEKTUBHOCTH WHAYCTPHH TOCTEIPUIMCTBA B IIETIOM.
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