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[Mpu HanmuuK 00yYArOUINXCS M3 YHCIIA JIUL C OTPAaHUYSHHBIMHI BO3MOKHOCTSIMH 310POBBSI, KOTOPBIM HEOOXOAUM OCOOBIH OPSIOK
OCBOCHHMS AUCUMIUIMHBI (MOZYIIA), IO UX JKEIAHUIO pa3padaThiBaeTCs aalTHPOBaHHAs K OTPaHUYEHHSIM UX 370pOBbs pabouas

MporpaMMa JUCHUTUTHHEI (MOYIIA).

Pabouas mporpaMma AUCIUIUTHHBL

OcHOBBI YupaBJ/iecHUsI KA4€CTBOM

paspaborana B coorBercTBuu ¢ ®I'OC BO:

DepepabHbIi TOCYAapCTBEHHBIH 00pa30BaTebHBII CTAHAAPT BBICIIEr0 00pa30BaHus — OaKalaBpHaT 110 HAPABICHHUIO TOATOTOBKU
43.03.01 CepBuc, yTBepKICHHBIN prKa3oM MuHHCcTEpcTBa 00pazoBanus u Hayku Poccuiickoit @eneparyu ot 8 nrons 2017 r. Ne 514

COCTaBJICHA HAa OCHOBAHUHA y‘IEGHOFO IJ1aHa:

Hamnpasnenue noarorosku: 43.03.01 Cepsuc
Hamnpagsnennocts (npoduins): « MHGOpMAIIMOHHEIH CEPBUCH

yTBepxkaeHHoro YuéneiM coeroM CI'CITY ot 30.08.2019 mporokosn Ne 1

Pa6ouas mporpamma o1o0peHa Ha 3aceqaHnuu Kadeapsl

YnpasieHus, cepBHCHBIX TEXHOJIOTHI U IKOHOMUYECKOT0 00pa3oBaHus

ITpoTokois ot 27.08.2019 r.  Nel
IMepeyTBepxeHa Ha OCHOBaHUH peleHus ydeHoro cosera CI'CITY
[Iporokoin 3acemanus Yaernoro coera CI'CITY ot 25.02.2022 r. Ne7.
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Hamnpasnenue noxrorosku: 43.03.01 Cepsuc
Hanpaenennocts (mpoduis): «HMOpMAILMOHHBII CEPBHCH
Pa6ouast nporpaMma JUCIUIIAHEL «OCHOBEI YIPABICHHUS KAYECTBOM

1. HEJIN U 3AJIAYY OCBOEHUS JUCLUILIMHBI (MOYJIST)

Hesab n3yyeHust ucuMIInHb: chopmuposath 3aaanasie OITOIT BO acnekTbl KOMIETEHIMHI.
3agauu M3y4eHUs AUCHUILIMHBI: cHOPMHUPOBATH 3aIJIAHUPOBAHHbBIE 00pa30BaTEIbHbIC PE3YJIbTAThI.
O6J1acTh NpoecCHOHAIBLHOM JesITeIbHOCTH:

06 CBs13b, MH(MOPMALIMOHHBIE 1 KOMMYHHKAIIMOHHBIE TEXHOJIOTHH;

07 AIMUHHCTpATHBHO-YIpaBleHUECKast U O(DUCHAS AEATEILHOCTD;

40 CxBo3HBIE BUIBI TPO(HECCHOHATIBLHOM JIESTEIHHOCTH B IPOMBIIIICHHOCTH

2. MECTO JUCHMILTUHBI (MOAYJISI) B CTPYKTYPE OBPA3OBATEJBbHOM ITPOT'PAMMBbI

Huxn (pazgen) OIL: |B1.0.03

2.1| TpeGoBanus k npeaBAPHTETbHOI MOITOTOBKE 00YYAIOIIEIOCST:

CoJieprkaHre JUCIHMIUIMHBI 0a3upyeTcsi Ha MaTepHrae:

MeTozapl IPUHATHS PEIIEHUI

MapxkeTusr

CratucTuka

(OCHOBEI MCHCJDKMCHTA B CCPBUCE

2.2| IucuumiMHbl (MOAYJIM) U MPAKTHKH, IJIsI KOTOPHIX 0CBOEHHE TAHHOW JHCHUTNIIAHBI (MOIYJIsT) HEOGX0IUMO KaK
npeaecTByoIlee:

CepBrCHast JIOTHCTHKA/PeHH>KMHUPHHT OM3HEC-TTPOLIECCOB B CEPBHCE

YmpaBrneHue mpoeKTaMu

3. KOMIIETEHL{M OBYYAIOIIETOCSl, ©OPMUPYEMBIE B PE3YJIbTATE OCBOEHMSI JUCLIATITAHBI
(MOZYJIS)

OIIK-2. Cnoco0eH ocyliecTBJISTh OCHOBHbIE (DYHKIIMH YIIPABJICHHSI CEPBHCHOI 1esITeIbHOCTBIO

OIIK-2.1. OnpeaensieT uejau 1 3aJa4d YIPaBJIeHUs] CTPYKTYPHBIMHU NMOAPa3eJeHUSIMH NpeANpusTUii cdepbl cepBuca WiIn
Apyrux cgepax, B KOTOPHIX HEOOX0IHMO OCYIIECTBJIEHHE CEPBHCHON 1eATETbHOCTH

3naet: mousTHe «[lomuTHKa B 00JIACTH KauecTBay, HaNpaBiIeHus [JoMUTHKY B 001aCTH KayecTBa OPraHM3aluy chepbl YCIyT; MOHATHE
«1eH B 00JIaCTH Ka4eCTBa», OCHOBHBIE TPEOOBaHHA K (POPMYIIMPOBAHHUIO LEIICH.

Ymeet: GopMyIupoBaTh OCHOBHBIE HarpaBieHHs [I0IUTHKH B 00JaCTH KadecTBa ¢ YUETOM CIeNU(BHUKH IeITeTbHOCTH OpraHU3aliuu
cdepsl yciyr; popMyIHpoBaTh LENU B 00J1aCTH KAYECTBA C YYETOM TPeOOBaHHH K UX KOHKPETHOCTH, PEATUCTUYHOCTH, JIOCTUKUMOCTH
1 H3MEPHUMOCTH.

OIIK-2.2. Ucnoab3yeT 0CHOBHBIE METOIbI U MPHeMbI MJIAHUPOBAHUS, OPTAaHU3ALNU, MOTUBAMU U KOOPAMHAIIUH
JAeATeILHOCTH NMPeNPHATHN (IToapa3aeaeHuii) npeanpusaTiii cgepol cepBuca WM Ipyrux cepax, B KOTOPbIX HEO0X0AUMO
OCYILECCTBJICHUE CEPBUCHOM 1esiTe/IbHOCTH

3HaeT: OHATHE CUCTEMBbI MEHEPKMeHTa KauecTBa npeanpusitust (CMK) 1 ocHOBHBIE 3Talnbl BHEPEHUS! CUCTEMbI MEHEIXKMEHTA
KauecTBa B OPraHU3aINK; OCHOBHEIE TTookeHus BHeApernss CMK Ha nmpennpusaTum: HazHaYeHHE U Pe3yNIbTaThl; alTOPUTMBI
peam3alui U HallpaBJICHUS UCIIOJIb30BAHUSA HHCTPYMEHTOB U METOOB MCHEPKMEHTA Ka4€CTBa.
VYMeeT: 000CHOBBIBaTh HEOOXOAMMOCTH pa3zpaborku u BHeapeHus CMK B opranmsamum cdepsl yciyr; HCIONB30BaTh OCHOBHBIC
HWHCTPYMCEHTBI U METO/JIbI MCHC/IPDKMCHTA Ka4CCTBa B CCpBI/ICHOﬁ JCATCIIbHOCTH.
OIIK-2.3. OcymecTBisieT KOHTPOJIb eI TeJbHOCTH NPeANpPUATHII (TIoApa3AesIeHnii) NpeAnpUATUii cepbl cepBHCca WIH
APYTHX cdepax, B KOTOPHIX HEOOX0IMMO OCYIIIeCTBICHHE CePBUCHOI IeATeTbHOCTH

VYMeeT: ompenensiTb pecypchbl, HEOOXOAUMBIE IS KOHTPOJIS KayecTBa Ipoliecca B paMKax pealH3alliy IPOLECCHOTO MOAXoAa K
YIIPaBICHUIO CEPBHCHOW OpraHU3aIleil B COOTBETCTBHH C TPeOOBaHMSAMH MexayHapomHoro craHmapra ISO 9001 Ha cucremy
MEHEKMEHTA.

OIIK-3. Cnocoden odecnne4nBaTh TpedyeMoe KauecTBO NPOLECCOB OKA3aHMsl YCIyr B H30paHHoii cepe npodeccuoHanbLHOI

AesTeJbHOCTH
OIIK-3.1. OneHnBaeT Ka4ecTBO 0Ka3aHHs YCJIYT B CEPBHCE HA OCHOBE KJIHEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHIi.

3HaeT: HOHATHE KauecTBa KaK OTHOCHTEIBHOM KaTeTOPUH; CTaJUH Pa3BUTH (GUIOCODHN KauecTBa; II0Ka3aTelll KadecTBa YCIIyT.
YMeeT: onpenessaTh MoKa3aTely KauecTBa IPOIyKIHUH (YCIyT); OLIEHUBATh KaueCTBO TOBAPOB U YCIYT B COOTBETCTBUHM C 33/laHHBIMU K
HHM TpeOOBaHHUSIMH; JHATHOCTHPOBATH Ne(eKTHl TOBAPOB U YCIYT B COOTBETCTBHU C (JOPMAITbHO 33 JaHHBIMH KPHUTCPHSIMH.

OIIK-3.2. OdecnieunBaeT TpedyemMoe Ka4ecTBO MPOLECCOB OKA3aHUSA YCJIYT B CepBHCE B COOTBETCTBHHU € MEXKAYHAPOAHBIMHM M

HAIMOHAJbHBIMU CTAHAAPTAMMU

3HaeT: MOHATHE MPOIECCHOTO MOAX0/Ia U MPOIECCHOTO YIPABICHHUS; OCHOBHBIC aCTIEKThI HACHTH(OUKAIIMH U IOKYMCHTHPOBAHHUS
MPOIIECCOB B OPTaHU3ALUAX CPEphl YCIYT; AITOPUTM pealii3alii MPOLECCHOTO MOX0/Ia IPH OCYIIECTBICHNH IIJIAHUPOBAHHUS
JIESTeIIbHOCTH OpTraHu3aIliK Cephl YCIIYT; OCHOBHBIE MOJIOXKEHUS POCCHICKOTO ¥ MEKAYHAPOIHOTO OMBITA B YITPABJICHUH KAY4ECTBOM;
CYLIHOCTb CHCTEMbI MEHE/DKMEHTA KaueCcTBa, OCHOBHBIC MOJIOXKeHUs KoHuenuuu 1QM; cranmaptel ISO Ha cucTeMbl MEHEIKMEHTA
Ka4yecTBa: OCHOBHBIC MOJIOKEHHUS, CYIIIHOCTb.

YMeer: IIIaHupOBaTh PeaH3alllIo 1eJIei B 00JIaCTH Ka4ecTBa; OCYILECTBIATh IUIAHMPOBAaHUE MTPOIIECCOB KU3HEHHOTO UK
MPOAYKIMH; OCYLIECTBIIATh TNIAHUPOBAHHE BCIIOMOTATEIBHBIX MPOIECCOB, 00ECIIEUUBAIOIIMX CEPBUCHYIO ACATCILHOCTD
MPEANPHUSITUS; UISHTH(YUIIMPOBATH MPOLECCHI CUCTEMbI MEHEKMEHTA Ka4eCTBA OpraHu3aliu cepsl yCIyr; CTPOUTh MOJIEITh
MPOIIECCOB CUCTEMBI MEHE/PKMEHTA KauecTBa OpraHu3anuu chepsl yeyr.

Brnaneet: TexHomorued NOKYMEHTHPOBAaHHS OHM3HEC-IIpoLeCCa B OpraHU3aluM cepbl yCIIyr; TEXHOJOTHEH pPa3paOOTKHU CHCTEMBI
MEHEDKMEHTa KauyecTBa Ha OCHOBE TPeOOBaHUI MEXIYHAPOIHBIX CTAHIAPTOB Ha cucTeMbl MeHemKkMeHTa kadectBa 'OCT P UCO
9001-2015.
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Hamnpasnenue noxrorosku: 43.03.01 Cepsuc
Hanpaenennocts (mpoduis): «HMOpMAILMOHHBII CEPBHCH
Pa6ouast nporpaMma JUCIUIIAHEL «OCHOBEI YIPABICHHUS KAYECTBOM

OIIK-3.3.00ecneynBaeT OKa3aHue YCIyr B COOTBETCTBHH € 3asBJICHHBIM KAa4eCTBOM

3HaeT: IoKa3aTeNy yaOBIETBOPEHHOCTH OTpeOHUTENeH poriecca 00CIy )KUBaHUSL.
Ymeer: GopMyITUpoBaTh KPUTEPUHU KayecTBa Ipoliecca 00CIy>KUBAHUS KIMEHTOB.

OIIK-7. CnocobeH ob0ecnne4nBaTh 0€30IACHOCTh 00CIyKHBAHUS NOTpeOuTe el H co0./110eHIe TPedoBaHMit
3aHHTEpPeCOBAHHBIX CTOPOH HA OCHOBAHMH BBINOJIHEHHS] HOPM U IIPABHJI OXPAHBI TPY/JAA H TeXHUKH 0€30IACHOCTH

OIIK-7.1. ObecneynBaet co0.110eHHe TPeOOBaHMIi 6€301aCHOT0 00CIyKHBAHUS, OXPAHBI TPY/Aa U TeXHUKH (0€30IIACHOCTH

YMeeT: uaeHTUPUIMPOBATh 3aHMHTEPECOBAaHHBIE CTOPOHHI B YNPABICHUH KAaueCTBOM CEPBHCHOTO MPEANPHUATHS U ONPENeNsITh UX
OXKUIaHMSL.

OIIK-7.2. Co0J11012€T N0JI02KeHUS] HOPMATHBHO- IPABOBBIX AKTOB, PeryJIHPYIOIIMX 0XPAHY TPYAA U TEXHUKY 0€30MaCHOCTH

3HaeT: mpaBmiia TEXHUKK O0€30MIaCHOCTH B IIPOLIECCE MPOJAKH TOBAPOB U OKa3aHHS yCIIYT;

MIOHATHE U MPUHLUIIBI TEXHUYECKOTO PETYIMPOBAHUS, TEXHUYECKHUE PErJIaMEHThI: MOHITHE, BUBL, MOPSIOK Pa3pabOTKU U MPUHATHS;
TIOHSTHE, LN ¥ IPUHIUIIEI CePTUGHUKALNN; GOPMBI TOATBEPKICHUS COOTBETCTBHS.

YMeer: 1eMOHCTPUPOBAThH JIEHCTBUE CHUCTEMBI MOATBEPXKICHUS COOTBETCTBUS Ha TeppUTOpuH PO B OTHOUIEHWH IMPEIOKEHHOTO
IIPOYKTA.

4. CTPYKTYPA U COJIEP’)KAHUE JUCLUIIIMHBI (MOY.JIST)

Kon HanmeHoBaHue pa3/e10B H TeM /BH] 3aHATHSA/ Cemectp| Yacop | MHTepakr.
3aHATHS
Pa3nen 1. OcHOBHBIE HOHSATHS M HCTOPHSI YIPABJIEHHS] KAYeCTBOM
1.1 IMonstue kauecta /JIex/ 5 2 0
1.2 IMousitue kauectsa /IIp/ 5 1 1
1.3 Ionstue kauectna /Cp/ 5 6 0
1.4 Hcropus ynpasienus kauecTBoM /Jlex/ 5 2 0
1.5 Vcropus ynpasieHus kadectsoM /I1p/ 5 1 1
1.6 Vcropus ynpasienus kauectBoM /Cp/ 5 6 0
1.7 CoBpeMeHHas KOHIICTIIUS MEHeKMeHTa KadecTBa /JIex/ 5 2 0
1.8 CoBpeMeHHasi KOHLENIMs MeHeKMEeHTa kadecTsa /IIp/ 5 2 2
1.9 CoBpeMeHHasi KOHIICTIIUS MeHekMeHTa Kadectna /Cp/ 5 7 0
1.10 |KonrposibHoe MepomnpusTue o pazaeny 1 /Tp/ 5 2 2
Paznen 2. [IpoueccHblii M0X0 B YIPaBJeHUH Ka4eCTBOM
2.1 CucremMa MEHEDKMEHTa KauecTBa opraHusaiuu /JIex/ 5 4 0
2.2 CucreMa MeHeKMEHTa KadecTBa opranusanuu /Cp/ 5 7 0
2.3 ITpoueccHbIi NOAX0A KaK MHCTPYMEHT yIpaBJIeHUs kauecTBoM /JIek/ 5 4 0
2.4 ITponeccHbIi NOAX0A KaK MHCTPYMEHT ynpasJieHus kadecTBoM /I1p/ 5 2 2
2.5 ITporeccHbIi MOIX0 KaK HHCTPYMEHT YIpaBJIeHUs KauecTBoM /J1ab/ 5 8 6
2.6 ITpoueccHbI NOAX0A KaK HHCTPYMEHT yIpaBJIeHUs kauecTBoM /Cp/ 5 12 0
2.7 Pa3paboTka cucTeMbl MEHEKMEHTA KayecTBa opraHu3aiuu chepsl yciyr /Jlex/ 5 4 0
2.8 Pa3paboTka crcTeMbl MEHEKMEHTA KadecTBa opranusaiuu chepsl yeiyr /I1p/ 5 2 2
2.9 PazpaboTka cucTeMbl MCHEIXKMEHTA KauecTBa opranu3anuu chepst yeayr /J1ad/ 5 14 6
2.10  |Pa3paboTka cucTeMbl MEHEXKMEHTA KauecTBa opranuzanuu cepsl yeiyr /Cp/ 5 15 0
2.11  |KoutposbHoe Meponpustue mno pasaeny 2 /Tlp/ 5 2 2
Pazpen 3. OpraHu3aliioHHO-3KOHOMHYECKHMEe MeXaHHM3Mbl o0ecmeyeHus
KayecTBa
3.1 locymapcTBeHHOE peryiIHpoBaHHE KadyecTBa M 0E30MACHOCTH  MPOIYKIHH. 5 2 0
TexHuueckoe perynupoBanue /JIex/
3.2 locymapcTBeHHOE peryiIHpoBaHHE KadyecTBa M 0E30MACHOCTH  MPOIYKIHH. 5 1 1
TexHuueckoe perynuposanue /TIp/
3.3 locynapcTBeHHOE peryiuMpoBaHHME KadecTBa M O€30MAaCHOCTH  MPOJYKIUH. 5 10 0
Texauueckoe perynuposanue /Cp/
3.4 CraHgapTu3anysi, METPOJIOTHS M IIOATBEPKAECHHE COOTBETCTBUS /JIeK/ 5 2 0
3.5 CraHapTu3aiys, METPOJIOTHS M IOATBEpkAeHue cooTBeTcTBUs /TTp/ 5 2 1
3.6 CraHapTu3alys, MEeTPOJIOTHS M MOJTBEepKIeHHEe cooTBeTCTBUs /Cp/ 5 9 0
3.7 HemarepuanbHbie pecypchl B 00€CHEUEHUH KOHKYPEHTOCIOCOOHOCTH M Ka4yecTBa 5 2 1
/Mp/
3.8 HemaTepuanpHble pecypchl B 00ECIIEUSHUH KOHKYPEHTOCIIOCOOHOCTH M KadecTBa 5 12 0
/Cp/
3.9 KonTposbpHOE MeponpusiTre 1o pazneny 3 /Ip/ 5 1 1
Paznes 4. UHCTpYMEHTHI M METObI MeHE)KMEHTA Ka4ecTBa
4.1 VHCTpyMEHTBI M METOIbI yIIPpaBIeHus KauecTBoM /JIex/ 5 4 2
4.2 WHCcTpyMEeHTBI M METOJIBI yIIpaBieHus kadectBoM /I1p/ 5 2 0
4.3 WHCTpyMEHTBI M METOJIbI YIIpaBJeHus KadecTBoM /Cp/ 5 23 0
4.4 KontponbHoe MepornpusTue 1o pazaeny 4 /Ilp/ 5 2 0
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Hamnpasnenue noxrorosku: 43.03.01 Cepsuc
Hamnpasnennocts (mpoduis): «HbOPMATHOHHEIH CEPBUCH
Pabouas nporpamMma AuCHUILUIHHG! «OCHOBBI yIPABICHHS KAaUECTBOMY

[Koncynprarm /Konc/ [ 5 | 3 | 0

5. OueHo4YHbIe U MeTOANYECKHE MAaTePUAJIbI 0 AUCHUILINHE (MOIYJII0)

5.1. Copep:xaHue ayAMTOPHOIi PadoThI 10 JUCHUILINHE (MOLYJII0)

5 cemecTp, 13 siexnuii, 11 npakTUYecKUX 3aHATUI, 11 J1a00pPATOPHBIX 3aHATHI
Pa3zgen 1. OcHOBHBIC HOHATHS M HCTOPHSI YIPABJIEHHSI KA4eCTBOM
Jlexuus Ne 1 (2 gaca)
INonsTue xauecTBa
Bompocs! u 3apanmst:

1. IToaxoabl K ONPENIeNICHUIO KaueCTBa.

2. B3anMOCBsI3b Ka4ecTBa U HAaJC)KHOCTH, KAYECTBA U KOHKYPEHTOCIIOCOOHOCTH, LIEHHOCTH, CTOUMOCTH.
3. Ponb moTpeOuTeNs B ONpe/IeiIeHIN KauyecTBa.

4. KauecTBO U 3aHHTEPECOBaHHBIC CTOPOHBIL.

Ipakruyeckoe 3ausTue Ne 1 (1 gac)
[TonsiTue xagecTBa
Bomnpocs! 1 3aganus:

1. B uem cymHOCTh METOIMKN (POPMHUPOBAHUS KOMILJIEKCA MOKa3aTesei kadyecTBa MpoIyKTa (yCiayru)?
2. TIpuBenuTe npuMepkl MoKa3aTelsieii KauecTBa Mo BEIOPAHHOMY MPOJYKTY (yCiyre).
3. Ha mpumepe BeIOpaHHOTO mMpoaykTa (YCIyru) NMpOoaHaTHU3UpPYHTE TPeOOBaHUS KaXKIAOH 3aWHTEPECOBAHHON CTOPOHBI K
II0Ka3aTeJsIM KauecTBa MPOAYKTa (B Cilydae yCIyTH — KauecTBa IIPOLiecca U pe3ynbTara).
Jlexuus Ne 2 (2 gaca)

UcTopus yrpaBieHUs: Ka4eCTBOM
Bompocs! u 3amanmst:

1. Cranuu pa3Butus puiocopuu KauecTna.
2. Poccuiickuii 1 MeXTyHAPOAHBIH OTBIT B YIIPABICHUH KAUYeCTBOM.
3. B3aumocBs3b 0011ero MEHEPKMEHTa U MEHEIKMEHTa KauecTBa.

IpakTrgeckoe 3amsTre Ne 1 (1 gac)
Hcropust ynpaBiieHUs! KAYeCTBOM
Bompocs! u 3amanwst:

1. Ilepeuuncnure ¢assl pa3Butus puiocoduu kadecTBa, KIIOUEBbIE MOMEHTHI KaXKI0H (a3bl.

2. Ilepeuuncnure 31eMEHTHI 3B€3/IbI KaUeCTBAa IPUMEHUTENBHO K OJHOM U3 da3 pa3sutus ¢puiocoduu kadecTna.

3. Kaxkye mprHIUIIEI COBEPIICHCTBOBAHNUS KadecTBa OBLIH MpeuIoxKeHb! O.JleMIHTOM, B OCHOBY KaKOH KOHIEIIINH OHH OBLTH
HOJIOXKEHBI?

4, B uem cymaocts cuctembt KAHAPCIIU? [ToaroToBeTe KpaTKyIo CIpaBKy 00 aBTOpe TaHHOW CHCTEMEI.

Jlexuus Ne 3 (2 gaca)
CoBpeMeHHas KOHLENLHUs MEHEIKMEHTa KauecTBa
Bomnpocs! u 3ananus:

1. CyIHOCT CHCTEMBI MEHEIDKMEHTA KauecTBa.

2. Konnemnmus TQM, 0OCHOBHBIE MOJIOKEHHS.

3. BHenpenue cucTeMbl MEHEDKMEHTa, OPUEHTHPOBAHHOM Ha Ka4eCTBO, Ha MPEATIPUATHN: Ha3HAUCHHE U PE3yIbTaTHI.
4. Crangaptsl ISO Ha cuCTEMbl MEHEKMEHTA Ka4eCTBa: OCHOBHBIE IOJIOXKEHHS, CYIIHOCTb.

IIpaktudeckoe 3anstie Ne 2 (2 gaca)
CoBpeMeHHasi KOHIEIUS MEHEDKMEHTa Ka4ecTBa
Bompocs! u 3ananust:

1. B uem cocrout koHuenryansHoe otimane TQM ot TQC?
2. Tlepeuncinre OCHOBHBIE COCTaBJIsONIE cCHCTeMbl TQM.
3. Tlepeuncnure nonoxxenus KoHuenuuu 1TQM.

IIpaktudeckoe 3anstie Ne 3 (2 gaca)
KontponbsHoe MeponpusTue 1o pazaeny 1
Pazpgean 2. [IponeccHblii MoaXoa B ynpaBJIeHHH Ka4eCTBOM
Jlexuuu Ne 4-5 (4 yaca)
CucreMa MEHEPKMEHTA KaueCcTBa OpraHU3aliu
Bomnpocs! 1 3aganus:

1. CucTteMbl MEHEPKMEHTa KaueCTBa Ha OCHOBE MEXIyHapoaHbIX cTangapToB ISO cepun 9000.
2. BHeriHue v BHyTpEeHHHE TIPEANOCHUIKH BHEPEHHS CUCTEM MEHE/DKMEHTA KaueCcTBa Ha NPEANIPHUATHSIX.
3. KirroueBbie aieMeHThI 1 OCHOBHBIC TIPUHITUITBI MEHEKMeHTa KadecTBa B crangaprax [SO cepuu 9000.

Jlexuus Ne 6-7 (4 gaca)
IIpoueccHblil NOAX0A KaK MHCTPYMEHT yIpPaBJIEHUs Ka4eCTBOM

Bomnpocs! 1 3ananus:
IlonsiTHE MPOLIECCHOTO NOAX0AA.
IIpoueccHoe ynpaBieHHe.
OyHKIUY U IPOLECCH B OPraHU3aLIH.
VnenTuduKanms u JOKyMEHTHPOBaHHUE IIPOLECCOB Ha PETIPUSITHSL.
CraHaapThl IOCTPOEHHS OU3HEC-MOIeNeH.
IIpoueccHoe ynpapieHUe U OpraHU3alMOHHAs CTPYKTypa (Ha IpUMepe OpraHu3auu chepsl yCyr).

SourwNE
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Ipakruueckoe 3ansTre Ne 4 (2 vaca)
TIpoueccHbIit MOAX0A KaK HHCTPYMEHT YIPABICHHS KAYECTBOM
Bompocs! u 3aganmst:

1. ITepeuncnure MpUHIMIBL MEHEKMEHTa KadecTBa cornacHo ['OCT P CO 9000.

2. I[TepeunciuTe NPEANOCHUIKH Pealn3aliy yIpaBIeHUs Ha OCHOBE OM3HEC-TPOLECCOB.

3. ITepeunciuTe NPEeNMyIIECTBA BHEIPESHUS IIPOIIECCHOTO ITOIX0/A K IPHHSATHIO YIIPABICHUSCKUX PEIICHUH Ha IPeIIPHUATHN.
4. ITepeunciure TPOOIEMBI BHEIPESHUS IIPOLIECCHOTO ITOAX0/a K YIPABICHHIO IPEAIPUSATHEM, XapaKTepHbIE JUIS POCCHACKIX
KOMIaHHUH.

Jla6opaTopHble 3anaTust Ne 1-4 (8 yacoB)
ITporeccHbIH MOAX0A KaK HHCTPYMEHT yIpaBIeHHs Ka9eCTBOM
Bomnpocs! u 3aganust:

1. IIpencraBbTe cXeMy B3aMMOAEHCTBHS MPOLECCOB HA MpHUMepe NpeAnpusTHs chepbl yciIyr, Kakue H3 HpeACTaBICHHBIX
MPOIIECCOB OTHOCSTCS K OCHOBHBIM, @ KaKHe K BCIIOMOTaTeIbHbIM?
2. [IpencraBpTe MoCIe10BATENBHOCTD AEHCTBUH (AITOPUTM) peaU3aiy MPOIECCHOTO MOAX0/a K yIPaBIeHUIO Ka4eCTBOM Ha

npuMepe BBIOpaHHOW OpTaHU3alMu B cepe YCIyT.
Jlekumu Ne 8-9 (4 yaca)

Pa3paboTka cHCTEMbI MEHE/PKMEHTA KauecTBa OpraHu3aluu chepsl yeryr
Bompocs! u 3apanmst:
1. Mozenb CHCTEMbI MEHE/DKMEHTA KauecTRa.
2. OCHOBHBIE ATAIlbl BHEAPEHHUS CHCTEMbI MEHE/PKMEHTA KaueCTBa Ha MPEIPUITHH (Ha IIPUMepEe OpraHu3anuu chepsl yciyr).

Ipaktudeckoe 3ausaTe Ne 5 (2 yaca)

Pa3paboTka cucTeMbl MEHEPKMEHTa KauyecTBa OpraHu3aluu chepsl yeryr
Bompoch! 1 3a1aHust:
1. Tlepeunciure cymiecTByromue GopMaTsl TOKyMeHTHpOBaHus OusHec-mporeccos CMK.
2. TlepeuncanTe COCTaBHBIC DIIEMEHTHI CrielM(UKAINN OU3HeC-Tpolecca.

Jla6opatopusie 3amstus Ne 5-11 (14 gacos)

Pa3paboTka cUCTeMbI MEHE/PKMEHTA KauecTBa OpraHu3aiuu chepsl yeuyr

Bompocs! u 3amanwst:

1. Onunmte BausiHKE (HaKTOPOB BHEIIHEI M BHYTPEHHEH Cpebl Ha ICITeILHOCTh BEIOPAHHON OpPraHu3aIii Chephl yCIyT.

2. O6ocHyiiTe HeOOX0AUMOCTh pa3paboTku u BHeapeHuss CMK Ha nmpuMepe BhIOpaHHOM opraHu3aiiuu chepbl YCIyT.

3. Coopmynupyiite HampasineHus IIoJMTHKA B 00JacTH Ka4yecTBa JUli BBIOpaHHOH opraHuzaiu chepsl ycuyr Hu
COOTBETCTBYIOIIHE MM LIEJH B 00JIACTH Ka4yeCTRa.

4, VneHTHGUIUPYHATE MPOLECCH, BXOJBI, BBIXOJBI, MOCTABIIUKOB, MOJy4aTeNei W BIAJEIBLEB MPOLECCOB Ul BBIOPAHHOMN
opraHusanuu cepsl yCIyr.

5. Ha npumepe ofHOTO U3 MACHTH(GHUIIMPOBAHHBIX OU3HEC-NIPOIIECCOB BHIOPAHHOI OpraHU3almy cepsl yCIyr OCYIIECTBUTE
JOKyMEHTHPOBaHKE OM3HEC-TIpoLecca.

6. IpencraBpTe IMOKa3aTeld BBHIOPAHHOTO IIpoliecca OpraHW3aluu cepsl YCIyr: MOKa3aTeldd MpoLecca, MOKa3aTein

pe3ynbTara, I0Ka3aTesld yI0BIETBOPEHHOCTH OTpeduTteneil mpouecca.
IIpaktudeckoe 3ansTie Ne 6 (2 aca)
KoHTponbHOE MeponpusiTHe 10 pa3aeny 2
Paznen 3. Opranu3anmoHHO-3KOHOMHUYEeCKHe MeXaHU3MBbI o0ecrieyeHnsl Ka4ecTBa
Jlexuus Ne 10 (2 gaca)
T'ocymapcTBeHHOE perynupoBaHue KadyecTBa U 0€30IMacHOCTH MPOAYKIUH. TeXHHIECKOe peryInpoBaHue
Bomnpocs! u 3ananus:

1. 3aKOHOI[aTeJILHOC 1 HOPMATHUBHO-ITPABOBOC obecrieuenre 0€30IIaCHOCTH U Ka4ecTBa.
2. Tlonstue u MPUHIOUIIBI TEXHUYECKOI'O pPETYJINPOBAHUS.
3. Texuuueckue PErIIaMEHTHBI: IIOHATUEC, BUOBI.

IMpaktudeckoe 3anstue Ne 7 (1 gac)
I'ocymapcTBeHHOE peTyIUpOBaHIE KadecTBa U 0€30MaCHOCTH HPOMYKIHH. TeXHHIeCKoe peryIHpOBaHHe
Bomnpocs! u 3ananus:

1. IepeuncnuTe CymIECTBYIONIHE MPOOIEMBI KauecTBa M OE30IaCHOCTH YCIIYT B IIPAKTHKE COBPEMEHHOT'O CepBHCA.
2. Yem omnpenensiercs (oOecrneurBaercs) 0€30MaCHOCTh YelioBeKa B cepe ycuyr?
3. TepeuncauTe pasHOBUAHOCTH 0€30MACHOCTH Ha MPEANPHATHN cHephl yCITyT.

Jlexius Ne 11 (2 gaca)

CranapTu3anys, METPOJIOTHS U NOATBEPKICHUE COOTBETCTBUS
Bomnpocs! 1 3ananus:
Tlonsarue, nenu, NpUHIMITEI U QYHKIMK CTaHAAPTU3AIUH.
HanuonanbsHas cucrema crangaprusauuu PO.
MexayHapoiHast 1 pernoHaIbHAs CTaHIapTU3ALMA.
Ceprudukanus: NoHATHE, IETH, TPUHIUIILL.
DopMbI IOATBEPHKIEHUSI COOTBETCTBHS.
Ceprudukanns CMK u skonorndeckas cepTuhHKaIys.
IIpaBuia u nopsnok nposeneHus padbot no cepruduxanuu CMK.
IlonsiTie Merposnoruu. Buss! 1 cpeacTBa n3MepeHHi.

NGO~ WNE
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Bompocs! u 3aganmst:

1. B 4em oTnuune Mexxay o0s13aTenbHON U J0OpOBOIBHOM cepTHdUKanuei?
2. IMepeuncnure cymecTByromue GOpPMBI MOATBEPKICHHS COOTBETCTBHS.
3. IepeuncnuTe NpeUMyIIECTBa, KOTOPBIE NAaeT CEPTUHUKALMS NPOTYKIIHU.

BOl'[pOCI)I U 3aJIaHus

[Mpakruueckoe 3ausitue Ne 7-8 (2 vaca)
CrangapTu3anus, METPOJIOTUS U MOATBEPIKACHHE COOTBETCTBHS

IMpakTtudeckoe 3austue Ne 8-9 (2 yaca)
HemarepuanbHbie pecypchl B 00ecTiedeHUN KOHKYPEHTOCIIOCOOHOCTH U KauecTBa

1. YT0 Takoe HeMaTepuaIbHBIC aKTHBBI, B UeM HX CYIIHOCTh U Ha3Ha4eHHe?
2. Kakue pakTopsl MOTYT OBITH PACCMOTPEHBI B KAYECTBE «TYIBUILIA»?
3. Kak onieHnTh HeMaTepHalibHbIC aKTUBBI KOMITAHUHU (HA TIPUMEpE OpraHu3anuu chepsl yciyr)?

Bompocs! u 3apanmst:

KOHHCHL{I/ISI «IIECTh CUTM».
MCTO,Z[ «TOYHO BOBPEMSI).

©oNoTg~wWNE

Bompock! u 3amanmst:

1. Hepe!{ncnnTe OCHOBHBIC MHCTPYMEHTBI U METOJAbl MCHE/PKMECHTA Ka4e€CTBa.

[Ipaxruueckoe 3ansTre Ne 9 (1 gac)

KonTponsHOe MeponpusiTue mo pasaery 3
Pa3znes 4. UHCTPYMEHTHI H METOABI MeHEI)KMEHTA KauecTBa

Jlexuuu Ne 12-13 (4 yaca)

I/IHCprMeHTI)I 1 MCTOJBI YIIPABJICHUSA KaU€CTBOM

OrleHKa 3aTpaT Ha MEHEDKMEHT KauecTBa.

CeMb IPOCTHIX HHCTPYMEHTOB YIPABJICHUS KAIECTBOM.

TexHOJOTUs CTPYKTYpHUpOBaHusl (pa3BepThiBaHus1) QYHKIHN KauecTBa.
FMEA-ananu3 (aHaJIu3 IPUYXH U TIOCIIEACTBUI OTKa30B).
CraTuCcTUYeCKHEe METO Bl KOHTPOJIS KAYeCTBa.
DYHKIIMOHATEHO-CTOMMOCTHBIN aHAIN3.

COanaHcupoBaHHas CHCTEMa TIOKa3aTeNeil.

IIpaktuaeckoe 3ansTie Ne 10 (2 gaca)
WHCTpYMEHTBI M METO/IbI YIPABJICHUS KAY€CTBOM

2. IIpencraBpTe aJrOpUTMBl peaqM3allid M HAlpaBJICHWS MCIOJIb30BAHUS CIEAYIOIIMX HMHCTPYMEHTOB U METOOB
MEHE/DKMEHTa KayeCTBa: CEMU IPOCTHIX WHCTPYMEHTOB YIPABJICHUS Ka4eCTBOM, CTATUCTUYECKUX METOJOB KOHTPOJS KauecTBa,

YIpaBJICHUSA 3HAHUAMUA.

[paxruueckoe 3ansitue Ne 11 (2 gaca)
KoHTpoIbHOE MeponpHsTHE 10 pa3neny 4

5.2. Conep:xanue caMoCTOATEILHON PadOTHI MO THCHUILIUHE (MOLYJIIO)

Conep:xkaHue 00s13aTeJIbLHOM CAMOCTOSITEILHOH PAadOTHI MO TUCHHUILINHE

Ne /i TemMbl TUCHUIITIMHBI

Coaep:xaHue caMOCTOSITETLHOI
padoThl

IIpoayKThI AeATeTLHOCTH

1 ITonsTue kauecTBa

dopmupoBanue nokasarenein
KauecTBa MPOIyKTa (TOBapa, yCIyTH)

IMucemenHas pabora - mepedeHb MOKazaTenei
KaueCTBa, X XapaKTePUCTHKA

2 Uctopus ynpasienust | CpaBHEHHE NTOJXOJ0B K ynpasieHuto | ITucbMmeHHas paboTa - CpaBHUTENBHBIN aHAIM3

Ka4eCTBOM KauecTBOM B IIporecce pa3BUTHS | (TabiMIIa) MOAXOJOB K yHPAaBICHHIO KA9ECTBOM
MEHEPKMEHTA KauecTBa B IIPOLIECCE PA3BUTUSI MEHEKMEHTA KayecTBa

3 Cospemennass  konnenmus | ObocHoBanne kommenmuu TQM k | I[lucemennas pabGoTa -  XapaKTepHCTHKA

MEHEPKMEHTa KauecTBa YIPaBIICHUIO Ka4eCTBOM, | COBPEMEHHOW  KOHUENLIUH  MEHEKMEHTa

OCHOBOIIOJIAraroIUe HNPUHLUNG | KadecTBa U NpuHIUNoB TQM, mpuMeHUTENbEHO

MCHCPKMCHTA Ka4€CTBA

K KOHerTHOﬁ OpraHu3anu

4 Cucrema MeHexkMeHTa | Os3naxomuenue co crangapToM [OCT | KoHcnexr crannapTa
KauyecTBa OpraHu3aluni P 1CO 9001

5 IMpoueccHblit moxxon kak | VMmeHtuduxarms npoueccoB | [lucbMenHast paboTa - INepedeHb IPOLECCOB
HHCTPYMEHT  YIPABICHUS | CEPBHCHOTO MPEIIPUATUSL CepPBHUCHOI  OpraHM3allMd ¢  yKa3aHHeM
Ka4€CTBOM OCHOBHBIX XapaKTCPUCTUK

6 Pa3paboTka cucreMsl | Pa3paborka  smementa  cuctemsl | [TmcbMeHHass pabora - TPOEKT pa3pabOTKU
MCHCIKMCHTA Ka4dyeCcTBa MCHCP)KMECHTA Ka4CCTBAa OpraHrn3aninu OJIEMCHTA CHUCTEMbI MCHCIPKMCHTA KadcCTBa
OpraHM3aIMy Cepsl YCIyr | cdephl yeIayT OpraHH3alluy B cepe yeIayT

7 I'ocymapcTBeHHOE HopmarusHO-TIpaBoBoe obecredeHne | KpaTkuii KOHCIIEKT OCHOBHBIX HonoxeHnit O3

peryJIupoBaHUE KadyecTBa W
0€30I1aCHOCTH  TPOIYKIIMH.

0€30MacHOCTH U KayecTBa

P® «O TexHuueckoM peryiaupoBaHumn», «O0
oOecriedeHnH eIWHCTBa M3MepeHui», «O

Texunueckoe 3allUTe MpaB noTpeduTenein
peryIupoBaHHe

8 Cranpapruzanus, OcHOBBI u ctpykrypa | ITucemenHnas paborta - ompeaeneHue (Gopmbl
METpPOJIOTHS U | CTaHZapTU3aLIH PO, (GOpPMBI | MOATBEPHKICHHS COOTBETCTBHS IS Pa3IIHIHBIX
MOATBEPKICHUE MIOATBEPKICHUS COOTBETCTBHS, | IPOIYKTOB
COOTBETCTBHS HOHATHE  METPOJIOTHH, BHJOB U
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CPEIICTB U3MEpPEHUI

9 Hemarepuaneusie pecypcsl | OpueHTupoBaHue B MapkupoBke | [IucbMmeHHas paboTa - oOmMcaHue IPUMEPOB
B obecrieyeHn: | TOBapoOB, 3HAYEHHE IITPUXOBOTO | MAPKUPOBKM  TOBAapOB W IUTPUXOBOTO
KOHKYPEHTOCIIOCOOHOCTH M | KOAUPOBAHUS KOJIUPOBaHHS
KayecTBa

10 Wucrpymentsl u  MeToanl | Mcmonmb3oBanme HMHCTpyMeHTOB H | [lucbMeHHas — pabota - JIeMOHCTpaIus
yIpaBIICHUS Ka4eCTBOM METOJIOB YIPaBJICHUS KaYeCTBOM QIropuT™Ma pealu3allid ¢ HalpaBJICHUs

UCHOJb30BaHUSA OJIHOTO M3 HHCTPYMEHTOB U
OJIHOT'O U3 METOJIOB YIpaBJICHUs KaueCTBOM
Conep:xaHue caMOCTOSITeJIbHOI Pa0doThl 10 JUCHHUILINHE HA BbIOOD
Ne i/ e LT ——— Coaep:xaHue caMOCTOATEIbHOI IIpoayKThl AeATEILHOCTH
padoThI
1 [TonsTne kayecTBa 3auHTepecoBaHHbIe  CTOpOoHBI B | [IncemeHHas pabota - nepeueHb
yIpaBJIeHUH Ka4eCTBOM 3aMHTEPECOBAHHBIX CTOPOH JUI Pa3IMYHbBIX
KOMMEpPUYECKHX OpraHu3alui, B TOM 4YHCIE U
CEPBHCHBIX

2 Hcropus ynpasieHus OkoHOMHYecKass cocraBistomas B | [TuceMeHHas pabora - 000CHOBaHUE

Ka4eCTBOM 9BOJIIOIIMY MEHE/DKMEHTA KauecTBa SKOHOMHMYECKOH COCTaBIIAIOIIEHl B 3BOIIOLUU
MEHEPKMEHTa KauecTBa
3 CucremMa MEHEDKMEHTA Brenrnue u BHyTpeHHUE | IlucbMeHHas pabota - 000CHOBaHME
Ka4yecTBa MpeIIpUsITHS MPEANIOCBUIKA  BHEIPEHHS CHCTEM | HEOOXOIUMOCTH BHEPCHUS CHCTEMBI
MEHEIKMEHTa KadecTBa Ha | MeHemIkMeHTa, ocHoBanHoi Ha [OCT P MCO
MIPEINPHUITUIX 9001-2015 nyst KOHKPETHOM OpraHu3aIiK
KmoueBble 31meMeHTHl M OCHOBHbIE | ITMchMeHHas paboTa - PacKphITh COJCpPIKaHHE
MPUHIIAIIEI MEHEKMEHTa KadecTBa | KioueBbIX diemeHToB CMK: mpomeccHsrit
ISO cepuu 9000 nojxon, oOsf3aTeNbHBIE TPYNIBI IMPOIECCOB,
TpeboBaHus K JOKYMEHTHUPOBAHHUIO,
peanm3anus npuHIumnos TQM

4 ITpoueccHbli HoAX0A Kak Cocrapnenue 010k-cxeM mpoleccoB | ITucbMmeHHas paboTa - OJ0K-CXxeMa OIHOTO M3
WHCTPYMEHT yIPaBICHHS TIPEATIPYSITHSI nporteccoB CMK cepBrcHOTO ipeinmpusTus
Ka4ueCTBOM IIponeccHoe yIIpaBjeHHUe u | IlucemeHHass paboTa - CONOCTABICHUE CXEMbI

opraHm3aniioHHas CcTpykTypa (Ha | mpomeccoe CMK u  opraHm3annoHHON
[IpUMEepEe CEPBUCHOTIO NPEINPUATHs) | CTPYKTYpPhI CEPBUCHOTO NPEANPUSITUS

5 Pa3pabotka cuctemsl IMonstue cuctemMbl MeHemkMeHTa | [lucbMeHHas paboTa - OINpeIeliCHHE COCTaBa
MEHEKMEHTa Ka4ecTBa KauecTBa (Ha TPHUMEpPEe CEPBHCHOTO | MPOLECCOB  CEPBUCHOTO  NPENNPHUATHA  C
opraHm3auy chepsl yCIyr | MpemrnpusThs) yKa3zaHHEM BXOJIOB-BBIXO/IOB,

HOJTy4aTeJIeH-NOCTaBIUKOB IPOLIECCOB
OcHOBHBIE JTansl BHeapeHus | ITucemeHHas paboTa - aaropuT™ paspaboTKu U
CHCTEeMBbl MEHEJDKMEHTa KauecTBa Ha | BHenpeHuss CMK Ha mnpumepe KOHKPETHOTO
CCPBHUCHOM IPCATIPUATUN CCPBUCHOTI'O TIPCATIPUATHUSL

6 I'ocynapcrBenHOE 3aKOHOaTEIbHOE n | Ilucpmennas pabora - mepeueHb OCHOBHBIX
perynupoBaHHe KauecTBa U | HOPMATHUBHO-TIPAaBOBOE OOeCIeUeHUe | 3aKoHoAaTenbHble akTel PO B cdepe
0€30MacHOCTH MPOIYKIHH. 0€30MacHOCTH ¥ KauecTBa obecrnieyeHus 0€30IMIaCHOCTH U KayecTBa
TexHuueckoe TexHuueckue periaaMeHThl: ToHsATHE, | [IucbMeHHas paboTa - THepeueHb HEe MeHee S5
peryiaupoBaHue BUJIBI MPUMEPOB  TEXHUYECKHX DErJIAMEHTOB Ha

Pa3sHOPOJIHbIE BUJLI IPOSYKLIMH

7 Cranpapruzanys, Hanmonanbhas cucrema | [TucemenHass pabora -  XapaKTepHUCTHKA
METPOJIOTHs U CTaHIapTH3ALUH P®. | cucrembl HalMOHANBHBIX CTaHAAPTOB PD.
MIOJITBEPKJICHNE MexnayHnaponHas u peruoHanpHas | [IpuBectm  mpumepsl  (He ~ MeHee — 2)
COOTBETCTBUSA CTaHJapTU3alus MCXKAYHAPOAHBIX U PCTUOHAJIBHBIX CTAHAAPTOB

Dopmel noareepxkaeHus | Ilucemennas  pabota -  XapaKTepUCTHKA

COOTBETCTBHSA paznuuHbiM  GopmMam  1OOpPOBOJIBHOTO |
00513aTeJILHOTO TOATBEP>KACHHUS COOTBETCTBHSI.
O6ocHoBaTh, Kakue (HOPMBI IMOITBEPKICHUS
COOTBCTCTBUSA HCIIOJIB3YIOTCA JUIsA TEX MIH
WHBIX BUJIOB IPOAYKTOB

Ceprudukanus CMK u | [Tucemennas pabora - Ha3HaUYeHHE

9KOJIOTHYECKas cepTH(UKaIms. cepTuUKanuU. ANTOPUTM NPOBEAEHUs pabot

IMpaBuna u mopsmok mnpoBeaeHus | mo ceprudukannu CMK

pabot no ceprudukanmu CMK

IMonstue wmetponorun. Bunelr u | IIuceMenHas paboTa - IPUBECTH NPHUMEPHI

CpezcTBa U3MEpEeHUi BEJIMYMH, MX HW3MEpPEHHH, COOTBETCTBYIOILNX
CpeICTB U3MepeHui (He MeHee 3-X)

8 Hemarepuanbhsie pecypcsl Hemarepuanbhsie pecypesl B | IIucpmenHas pabota - NIEPEUNCIIUTD
B o0ecrieueHnn obecrieueHun HEMaTepUaJbHbIE pecypchbl B oOecreueHuH

KOHKYPEHTOCIOCOOHOCTH U

KOHKYPEHTOCHOCOOHOCTH M KauecTBa

KOHKYPEHTOCIIOCOOHOCTHU M KauecTBa
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KauecTBa ToBapHble 3HakM B obecredeHnu | IlucemeHHas pabora - TOHSTHE TOBapHOTO
Ka4ecTBa MPOAYKIUHI 3HaKa, HA3HAYCHUE TOBAPHOTO 3HAKA
IMonsTHE WITPUXOBOTO KoAupoBanus | IluceMeHHas paboTa - HOHATHE, Ha3HAYCHHAC U
COJICp)KaHUE IITPUXOBOTO KOJIA
Buibl MapKHUPOBKH TOBapOB ITuceMenHass paboTa - TOHIATHE W BHIBI
MapKHUPOBKH (TIEPEUYHCIIUTH)
9 WHCTpYMEHTBI U METOIBI OsnakomieHne ¢ MeTomamu U | IlucbmeHHass paboTa - pacdeT 3arpaT Ha
YIIPaBJICHUSI KAYECTBOM HHCTPYMEHTaMH YIPABICHHS | MEHEPKMEHT KauecTBa Ha npuMepe
Ka4eCTBOM: KOHKPETHOTO CEPBHCHOTO MPEANPHUSITHS
- OneHka 3aTpaT Ha MEHEKMEHT
Ka4yecTBa
- Cemp mpocThIX HHCTPYMEHTOB | IlucpMeHHas paboTta - MpHMeEp UCIIONB30BAHUS

yhnpaBJICHUS Ka4€CTBOM

OAHOI'0 M3 CEMHU HHCTPYMCHTOB YIPABJICHUSA
Ka4CCTBOM

- TexHonorust CTPYKTYpUPOBAHHSA
(pa3BepThiBaHUs) GYHKIUU KaYeCTBA

ITucemMenHass pabota - CTPYKTYpHpOBaHHE
¢yakunu kauvectBa (1 ¢asza) Ha KOHKPETHOM
npuMepe

- FMEA-ananu3 (aHanu3 npu4uH U
TIOCJIEZICTBHIA OTKA30B)

IMucemennas pabora - FMEA-ananu3 (ananus
OpHYMH W TOCHEACTBMA  OTKAa30B) Ha
KOHKPETHOM IIpuMepe

- CraTHCcTHYECKHE METOMIBI KOHTPOJIA
KadyeCTBa

[TuceMenHas paboTa - MePEYUCIUTD 7 TPOCTHIX
CTAaTUCTHYECKUX HHCTPYMEHTOB C YKa3aHUEM

MPUMEPOB OOBEKTOB HM3YYEeHHS H CIOCO0a
JICMOHCTPAIIMHU Pe3yJIbTaATOB HAOIIOICHUS

[MuceMenHass paboTa - UCHOIB30BaHHE METOJA
«TOYHO BOBpEMs» Ha INPHMEpPE KOHKPETHOTO
TIPeIMPHUSITHS

- MeTon «To9HO BOBPEM»

5.3.06pa3oBaTte/ibHbIE TEXHOJIOTUH

HpI/I OpraHu3anvy U3y4CHUs JUCHUIIIINHBI 6y£[yT HCIIOJIb30BaHbI CICAYIOIINE 06paSOBaTCJ'ILHLIe TCXHOJIOTUM:
I/IH(I)OpMaL[I/IOHHO-KOMMyHI/IKaL[I/IOHHLIe TCXHOJIOTHUH, TCXHOJIOI'UA OpraHu3anuun CaMOCTOSTEIPHOU pa60T1>1, TCXHOJIOTHUA
pe(l)J'ICKCI/IBHOFO 06y‘{eHI/IH, TEXHOJIOTUS MOAYJIBHOI'O 06yLI€HI/I$I, TCXHOJIOTUA UTPOBOT'O 06yquI/m, TCXHOJIOI'HH l"pyl'[l'[OBOﬁ
JUCKYCCHHM, THTCPAKTUBHBIC TCXHOJIOINMHU, TEXHOJIOT U HpO6HCMHOI‘0 06yqumI, TCXHOJIOTHU OpraHu3anu
y‘l€6HO'I/ICCJ'IeJ_'[0BaT€J'ILCKOﬁ JACATCIIBHOCTHU, TCXHOJIOI'US IIPOCKTHOI'O 06y'{CHI/I${, TCXHOJIOT'MS pa3sBUTUSA KPUTUICCKOI'O MBIIIJICHUS.

5.4. Tekyuuii KOHTPOJIb, MPOMEKYTOUHBIH KOHTPOJb H MPOMEKYTOUHAS aTTEeCTALUS

BannpHO-peiTHHTOBast KapTa AMCIUILUTIHBEI 0hOopMIIeHa KaK NPHIIoKEHHE K paboueil mporpaMMe JUCIHTUTAHEL.
®DOoH/1 OLIEHOYHBIX CPENICTB VIS IPOBECHHUS IIPOMEXKYTOUHOW aTTECTallMK 00y4YarOIUXCs 110 TUCHUIUIMHE 0OPMIICH OTACIbHBIM
JIOKYMEHTOM.

6. YHEBHO-METOANYECKOE 1 THOOPMAIIMOHHOE OBECIIEYEHHUE

6.1. PexomenyeMas 1utepatypa

6.1.1. OcHoBHas JUTEpaTypa

ABTODEI, 3arnaBue, CChUIKA Ha AJIEKTPOHHYIO OHOIHOTEIHYIO W3znatenscTBO, rOj
COCTaBHUTENHN CHCTEMY
JI1.1 |Konouera B.B. VYnpasieHue kKa4ecTBOM YCIIyT : yueOHoe mocodue Hoocubupck : HoBocubupckuit
https://biblioclub.ru/index.php?page=book&id=575444 rOCY/IApCTBEHHBINM TEXHUYECKUI
yHuBepcuTtet, 2018
JI1.2 [Muxeesa E.H. YrpasieHHe Ka4ecTBOM : yUeOHHK Mocksa : Jlamkos u K°, 2017
https://biblioclub.ru/index.php?page=book&id=454086
JI1.3 [Canuxos B.A. VYnpasneHue ka4ecTBOM : yueOHOe mocodue Mockga ; bepnun : lupexr-Meaua, 2017
https://biblioclub.ru/index.php?page=book&id=455512
6.1.2. /lonoJHUTeIbHAS JJUTEpaTypa
ABTODBI, 3arnaBue, CChUIKA Ha DJICKTPOHHYIO OUOIHOTEIHYIO U3natenscTBO, TO1
COCTaBHUTENHN CHCTEMY
JI2.1 |Ky3neuora H.B. VYnpasneHue ka4ecTBOM : yueOHOe mocodue Mocksa : ®JIMHTA, 2016
https://biblioclub.ru/index.php?page=book&id=79558
JI2.2 |Tenman JI.H. VYnpasneHue kadecTBOM : yueOHOe mocodue Mockga : FOnuth, 2017
https://biblioclub.ru/index.php?page=book&id=683353

6.2 Ilepeyens mporpaMMHOro odecrevyeHust

- Acrobat Reader DC

- Dr.Web Desktop Security Suite, Dr.Web Server Security Suite

- GIMP

- Microsoft Office 365 Pro Plus - subscription license (12 month) (ITaket mporpamm Word, Excel, Access, PowerPoint, Outlook,
OneNote, Publisher, Teams, OneDrive, Yammer, Stream, SharePoint Online).
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- Microsoft Windows 10 Education
- XnView
- Apxusatop 7-Zip
6.3 IlepeueHb HHGOPMALMOHHBIX CIPABOYHBIX CHCTEM, IPO(ecCHOHAIbHBIX 023 JTaHHbIX
- OBC «YHuBepcuTeTcKas OMOINOTeKa OHIIANHY
- basbl nanHbIX Springer eBooks
- 1C:UTC ITPOD BY3
- CIIC «I'APAHT-AnanuTux»
- CIIC «KoHcynbraHT-T1lmocy

7. MATEPUAJTIBHO-TEXHUYECKOE OBECIIEYEHHUE JUCIUIIJINHBI (MOAY JIST)

7.1|HanmeHOBaHME CHIELUAILHOTO IIOMEIIEHHUS: IOMEIEHUE ISl CAMOCTOATENbHON paboThl, YuTanbHbli 3a1. OCHAILIEHHOCTb:
IK-4mt. ¢ BO3MOYXKHOCTBIO IOJKIIOYCHHUS K ceTH «HTepHEeT» 1 00eCrIeYeHHEM JIOCTYIIA B AJIEKTPOHHYIO
nHpopMaloHHo-00pa3oBarenbHyto cpeny CI'CILY, IucbMeHHsblH cTon-4 mrt., [Tapra-2 mr.

7.2|HaumeHOBaHNE CIIEHAIBHOTO IOMEIICHNUS: y4eOHas ayJUTOPHS JUIsl TPOBEICHUS JICKIIMOHHBIX 3aHATHH, 1Ja00paTOPHBIX
3aHATHH, TPAKTUYECKUX 3aHATHH, TPYIIIOBBIX KOHCYIBTAIINH, KypCOBOTO IIPOSKTHPOBAHHMS (BBITIOTHEHHS KyPCOBBIX paboT),
WHJMBHIYaJbHBIX KOHCYJIBTAINI, TEKYIIETO KOHTPOIIS, IPOMEXKYTOYHOH aTTeCTallluy, IIOMEIICHHE U XPaHESHHS 1
poGUIAKTHYECKOTO 00CTY)KUBaHUS yueOHOTO 000pyaoBanus, YueOHas ayautopus. OcHaleHHOCTh: MenoBast
Jocka-1mr., KoMmmiexr yaeOHoi Mebenu, HoyTOyK, IPOeKIIMOHHOE 000pyA0oBaHNEe (MYIbTUMEAUNHHBIN IPOEKTOP U KPaH).

8. METOAUYECKHUE YKA3AHUMS I10 OCBOEHUIO JUCHUTIIMHBI (MOY JIS)

Pabota Ha/l TEOPETHYECKUM MATEPUATIOM MPOUCXOIUT KPATKO, CXeMAaTHYHO, MOCIIEA0BATEIBHO (HPHKCUPYIOTCSI OCHOBHBIC TIOJIOKECHUS,
BBIBO/IBI, (DOPMYITMPOBKH, OOOOLICHMS, TOMEYATh BaXKHBIC MBICIH, BBIICISITH KIIOYEBBIC CIIOBA, TEPMHHBL [IpoBepka TEpPMHHOB,
TOHSITHI C TIOMOIIBIO YHIUKIONEANH, CIOBapei, CPAaBOYHUKOB C BBITUCHIBAHHEM TOJIKOBAaHHUN B TeTpaab. OOO3HAYUTH BOIIPOCHI,
TEPMHHBI, MaTEpHall, KOTOPBIN BBI3BIBAET TPYIHOCTH, IIOMETUTD M IIOMBITATHCS HAWTH OTBET B PEKOMEHAyeMoii nureparype. Ecmu
CaMOCTOSTENBHO He YaeTcs pa300paThes B MaTepralie, Heo0X0JuMo chOPMYITUPOBATE BOIIPOC U 331aTh NIPEIOIaBATEIIO.
IpopaboTka pabodeil mPOrpaMMBbl QUCUUILIAHEL, YASISII 0C000€ BHUMAHHE LE/SIM | 38]1a49aM, CTPYKTYPE U COICPIKaHHUIO
JUCHUIUINHBL.  KOHCIEKTUPOBaHHE HMCTOYHHKOB, TOATOTOBKA OTBETOB K KOHTPOJBHBIM BOMPOCaM, MPOCMOTP PEKOMEHIyeMOit
JUTEPaTypbl, pabota ¢ HHPOPMAIIHOHHBIMHA UCTOUHHUKAMH B Pa3HBIX (opMaTax.

Takke B Mpollecce M3yueHHs TUCIUIUIMHBI METOTNYECKHE PEKOMEHIAIIMU MOTYT OBITh H3/IaHbl OTAEIbHBIM JOKYMEHTOM.
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BaﬂHBHO-peﬁTHHFOBaﬂ KapTa JUCHHUITIINHbBL «OCHOBBI YIipaBJICHUS Ka4€CTBOM»

Kype 3 Cemectp 5

[Ipunoxenue

Bun xontpons

MuHuMalIbHOE KOJIMYECTBO OAIIIOB

MaxkcumanbHOE KOJIMYECTBO

OasuioB

HaumeHoBaHue pa3nena: «OCHOBHbIE NOHATHS M HCTOPHS YIPABJIEHAS KAYeCTBOM»
Texymuii KOHTPOJIb ITO Pa3ziely: 0 6
1 AypmuropHast paboTa 0 0
2 CamocrosrenbHas paboTa (CrienuaibHble 00s13aTenbHbIe (OPMBI) 0 3
3 CamocrositenpHast pabota (crennanbablie OpMBI Ha BEIGOP) 0 3
KoHTposbHOE MEPOTIPHUSITHE 10 pa3ieity 5 9
ITpoMexyTOUYHBINH KOHTPOJIb 5 15
HaunmenoBanue pazaena: «IIpoueccHblii MoaX01 B yHIpaBJeHHH Ka4eCTBOM»
Texymmii KOHTPOJIb 1O pa3aeiy: 18 40
1 AynutopHas pabora 0 0
2 CamocrosTenbHast paboTa (crenuaibHble 00s13aTenbHbIe (OPMBI) 18 36
3 CamocrosTenbHas paboTa (cnenuaibHbie GopMbI Ha BEIOOD) 0 4
KoHnTponbHOE MeponpHsTHE 110 pa3AeiLy 7 10
TIpomMexyTOYHBII KOHTPOJIh 25 50
HaunmenoBanue pasneia: «OpraHu3almoHHO-IKOHOMHYECKHE MeXaHU3MBbI 00ecrieyeHnsl KauecTBay
Texymmii KOHTPOJIb 10 pa3aeiy: 0 6
1 AynutopHas pabora 0 0
2 CamocrosrenbHas paboTa (cnenuanbHble 00s3aTenbHbIe (POPMBI) 0 3
3 CamocrosTenbHas paboTa (cnennaabHble GOpMBI Ha BEIOOD) 0 3
KoHTponsHOE MeponpusiTue 1o pasneny 4 4
TIpoMexyTOYHBII KOHTPOJIH 4 10
HaunmenoBanue pazaena: « MHCTpyMEeHTBHI M METOAbI MeHET)KMEHTA Ka4ecTBa»
Texymuit KOHTPOJIb IO pa3Aemy: 0 12
AynutopHas pabota 0 0
CamocrosrenbHas paboTa (cnenuanbHble 00s3aTenbHbIe (POopMBbI) 0 8
CamocrosTenbHas paboTa (crenuaabHbie GOpMBI Ha BEIOOD) 0 4
KoHTposbHOE MEPONPHATHE 110 pa3ieny 8 13
ITpoMexyTOUHBIH KOHTPOJIb 8 25
IIpomesxyTouHast aTTecTanus 42 100
Ok3aMeH 14 -

HUroro: 56 100
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Bune! koHTpOIA

HepequL WJIN IPUMEPBI 3a/1aH1/1171, KpUTCPUU OLICHKH U KOJINIECTBO OayioB

Temsl Ui U3ydeHus 1 00pa3oBaTeIbHbIC
pe3yabTaThl

Texkyumii KOHTPoJIb N0 pa3aeny «OcHOBHBIE MOHS

THUA U UCTOPHUS YIIPABJCHUA Ka14€CTBOM>»

1 | AyauropHas pabota He npenycmorpena
2 | CamocrosTenpHas paboTa (CrenranbHbie IMpumep 3ananus: Temsl U1 U3y4YeHUs:
o0s3aTenbHbIE HOPMBI) Ha mnpumepe KOHKpPETHOW CEpBHUCHOHW OpraHu3allid WACHTHQHUIUpYHTE 3auHTepecoBaHHble | [loHATHE KayecTBa

CTOPOHBI B yIpaBlieHMH KadecTBOM. [IpoaHanu3upyiiTe TpeOoBaHMS KaXJOH 3aMHTEpecOBaHHOH | VcTopus yrpaBieHUs KaueCTBOM
CTOPOHBI K IIOKa3aTeJsiM KauecTBa MPOIYyKTa (B CIIydae yCIyrH — KauecTBa Ipolecca U pesyisrara). | CoBpeMeHHas KOHLISTILUST MEHEeKMEHTa
[IponeMoHCTpUpyiiTe, Kak IOKa3aTeId KadecTBa IPOJAYKTAa CTAHOBITCA YIpaBIIEMBIMH | KayecTBa
XapaKTepUCTUKAMH C TOYKH 3pEHHs MEHEeDKMEHTa KauecTBa.
KpuTepun oneHku (BbINOJIHEHHE KAKAOT0 KpUTepus oneHuBaetrcs B 0-3 6anna). OO6pa3oBatesibHbIE pe3yIbTaThl:
1. TlpuBeneHa KOHKpETHas CEpBUCHAs OpraHU3alus, NAaHb OCHOBHBIE €€ XapaKTepPHCTHKH. | 3HAeT: OCHOBHBIE IIOJIOXKEHHsS Pocchiickoro u
[epeuncriensl 1 000CHOBaHBI 3aMHTEPECOBAHHBIE CTOPOHBI B YIIPABJICHUN Ka4E€CTBOM. MEXJIYHapOJIHOTO  ONbITa B  YIPaBJICHUH
2. IlpoaHanu3upoBaHbl TpeOOBaHUS KaKJOH 3aMHTEPECOBAHHOH CTOPOHBI K IIOKa3aTeNsM | KayeCTBOM; CYIIHOCTb CHUCTEMBI MEHEKMEHTa
KavecTBa MPOAYyKTa (B CIydae yCIyTH — KauecTBa IpoIlecca U pe3ybTaTa). KadyecTBa, OCHOBHBIC IIOJIOXKEHHS KOHIEIIINU
3. IlponeMOHCTPUpPOBAaHO, KaK MOKAa3aTeJd KayecTBa IPOAYKTa CTaHOBATCS ympaBisiemMbiMu | TQM;  crammapter  ISO  Ha  cuctemsl
XapaKTepUCTHKAaMH C TOYKH 3pEeHHs MEHEeDKMEHTa KauecTBa. MEHEe/DKMEHTa Ka4eCTBa: OCHOBHBIE ITOJIOKEHHS,

3 | CamocrosTenbHas paboTa (CrenuanbHbIe Mpumep 3apanus 1. OO0CHOBaHHE SKOHOMHUYECKOW COCTABISIOIICH B YIMPABICHWU KAaue€CTBOM | CYLIHOCTD.

(hopMBI Ha BEIOOP)

OpraHM3alMy Ha Pa3HBIX dTANax YBOIIOIIH MEHEDKMEHTa KauecTBa.
[IpoxeMoHCTpUpyiiTe Ha MpHUMeEpe KOHKPETHOH OpraHu3alllM, KakoBa COJep)KaTeibHas YacTh
9KOHOMHMYECKOH COCTaBIISAIONICH B YIPABICHHH KadeCTBOM HA JTare OTOPaKOBKU (KOHTPOJIS
KayecTBa, YIpaBJICHUs Ka4eCTBa, MEHEPKMEHTA KaueCTBa).

Kputepun onenkn:

1. PackphITEl OCHOBHBIE TEOPETHIECKHE MMOJIOKEeHHs Borpoca (1 6am).

2. IIpuBeneH npumep, NOATBEPHKAAIOIINI U HATIISIHO JEMOHCTPUPYIOIINI JaHHBIE TEOPETUYECKUE
noJioxkeHus (2 6ayua).

KonrponbHoe MeponpusaTHe 1o pasneny 1

Ipumep 3axanus:

1. Ompenenure KOMIIIEKC MOKa3aTeNeil KadecTBa JUIs IPOAYKTOB OpPraHW3alUK (Ha Baml BEIOOD),
KaK KOHKPETHBIC, IPOBEPSEMBIC, H3MEPIEMBIC XapaKTCPUCTHKH.

2. OxapakTepu3yiTe CyIIHOCTh MOAXOAAa K YIPABICHHIO KadeCTBOM Ha JTale OTOPaKOBKH
(KOHTpOJIS KaueCTBa, YIPaBICHUS KauecTBa, MEHEPKMEHTa kauecTBa). OO0CHYHTE 3KOHOMUYECKYIO
COCTaBIIONIYI0 YIPABICHHS KAadeCTBOM HA JaHHOM OJTare. Ha3oBHTe H3BECTHBIE HMEHa B
YIIpaBJICHHH Ka4eCTBOM JAaHHOTO 3Tarla.

3. Omnumure OCHOBHBIC JOCTHIXCHUSA OTCUYECTBCHHOI'O MCHCPKMCHTA Ka4deCcTBa
(3amagHOEBpOTIEICKOTO0, AMOHCKOTO, aMEPHKAHCKOT0). BrIenTe cHIbHEIE U cl1a0dble CTOPOHEL.
Kpurtepun oneskun

3ama 1 6amn 2 bamna 3 bata

HUE

1 IIpuBenen [IpuBenen komiuiekc | IlpuBenen KOMILJIEKC
KOMIUIEKC MoKa3zaTesen KayecTBa | MoKazaTeneu KayecTBa
roxasarenein MIPOAYKTOB OpraHU3alyH, | IPOJYKTOB  OpraHU3aluy,
KauecTBa XapaKkTepU3yIOIUi MEHee | XapaKTepU3yroIui HE
MPOJYKTOB 3 acmexkroB. Kaxneld | MeHee 3 acrnekrtoB. Kakmplil
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Pa6ouast npor

OpraHu3aluy, MOKa3aTelnb  KOHKPETEeH, | MOKa3aTelb KOHKPETEH,
XapaKTepH3YIOINH | U3MEpUM, IPOBepsieM H3MEPHM, IPOBEPSIEM
MeHee 3 acIeKTOB.
[Toxaszarenu HE
KOHKPETHBI

2 IIpencraBiena [Ipencrasnena IIpencraBiena
XapaKTePHCTHKA XapaKTEepUCTHKA MOJXO0Ja | XapaKTepUCTUKA MOJIX0Ja K
I0JX0/a K | K YOpaBJIeHHIO Ka4eCTBOM | YIPaBICHHIO KayecTBOM Ha
YIIPABJICHHIO Ha OJTame OTOPaKOBKH | dTame O0TOpaKOBKH
Ka4eCTBOM Ha | (KOHTPOJIA KauecTBa, | (KOHTPOII KauecTBa,
JTane OTOPaKOBKHU | YIpaBIICHHUS KauecTBa, | YIpaBICHUS KauecTBa,
(xoHTpOIS MEHEe/DKMEHTa KauecTBa). | MEHEDKMEHTa  KadecTBa).
KayecTBna, O6ocHOBaHa O6ocHoBaHa
YIIpaBICHUS 9KOHOMHYECKas 9KOHOMHYECKAs
KayecTBa, COCTaBJISIIOIIAS cocrapisitomas. Ha3BaHoHe
MeHEeHKMEHTa MeHee 2 HMEH H3BECTHBIX
KauecTBa) YYEHBIX JAHHOTO JTara

3 OnucaHbl OnwucaHbl ocHoBHbIe | Omucanbl OCHOBHBIE
OCHOBHEIE JOCTHYKEHHUS JOCTYKEHHS
JOCTHYKEHHS OTEYECTBEHHOTO OTEUECTBEHHOTO
OTEUECTBEHHOTO MEHE/DKMEHTa  KadyecTBa | MEHEIKMEHTa KavecTBa
MeHEeKMEHTa (3amafHOEBPOIICHCKOTO, (3amaHOEBpOIEHCKOTO,
KavyecTBa STIOHCKOTO, SITOHCKOTO,
(3amaHOEBpOIEHC | aMEPHUKAHCKOTO). aMEepHUKaHCKOT0). BriaeneHo
KOro, SIOHCKOTrO, | Beimemeno  Menee 3 | He MeHee 3 mO3WIMit
aMEpUKaHCKOT0) MO3UIIMI CHIIBHBIX/CTIA0bIX | CHJIBHBIX/CIA0bIX CTOPOH B

CTOPOH B  YIpPaBJICHWU | yIpPaBICHUH KAYeCTBOM
Ka4eCTBOM

TeKyI_l_ll/Iﬁ KOHTPOJIb IO pa3aeinay «HpOHeCCHLlﬁ moAXo/1 B YIpaBJICHHH Ka4e€CTBOM»

1

AynuTtopHas padoTa

He npenycmorpena

2

CamocrosrensHast paboTa (CrenuaibHble
o0s3aTenbHbIC HOPMBI)

3ananme:

Hannumre paboTy, JEMOHCTPHPYIOIIYIO JIEMEHT CHCTEMbI MEHE/DKMEHTa KauecTBa CEpBHCHOTO
IpeANpUsTUs, OCHOBaHHOH Ha TpeboBanusx crangapra IOCT P MCO 9001-2015, na npumepe

oxnoro nporecca CMK mpenmpusitus.

Kpurepuu onenku:

Tembl 11 U3y4eHus:

CucremMa MEHEKMEHTA KauecTBa OpraHU3alul
[IpoueccHplit  moAXox  Kak  HMHCTPYMEHT
YIpaBJIeHHUs Ka4eCTBOM

Pa3zpaboTka cucCTeMbl MEHEI)KMEHTa KadecTBa

opraHu3aiuy chepsl yeayr
Brinonuen
o Brimonuen He
Kpurepuii / Ouenka MOJIHO-CTh
YaCTHYHO BBIITOJTHEH
fo OO6pa3oBatebHbIC Pe3yJIbTaThI:
B  KOHKpETHOM CHTyaluud TIpUBEICHBI 2 fama 1 Gann 0 bamioB 3HaeT: TOHATHE TPOLECCHOrO MOAXOona M
XapaKTepHCTHKH OpraHM3aLuu MPOIIECCHOTO YNPABJICHHSI, OCHOBHBIC ACIIEKTHI
9

000CHOBBIBaIOLINE pa3paboTky u MIICHTHQUKALHH u AOKYMEHTHPOBAHHA
BHEJPEHHE CHCTEMBI MEHEHDKMEHTA IPOLECCOB B OPraHM3aLUsx cQepsl  ycuyr;
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Ka4ecTBa MPENPHUSATHS ANTOPUTM pEATU3AlUU TPOILECCHOTO TMOIX0a
pu OCYIIECTBICHHH TUTAHUPOBAHHS
IlpuBeneHsl  (GakTOpbl  BHEIIHEH U 2 Ganna 1 6amn 0 6amnoB JIEATENbHOCTH  OPraHM3aluM  chepsl  yCIIyT;
BHyTpeHHeﬁ cpenbl OpraHusanuu, noustue «Jlomutuka B oOmacTu Ka4dyeCTBay,
OIIpeIeNsIoIIHe HEOOXOIUMOCTE HampaBieHus [IOMUTHKH B 0ONAcTH KadyecTBa
pagpa60TKH u BHEAPEHUSA CHUCTEMBI OpraHm3amnu cq)epm yCIIyr, NOHATHC «UCIN B
MEHEKMEHTA KaueCTBa 00JIaCTH KavecTBa», OCHOBHbIE TPEOOBaHUS K
O6ocHOBaHa HEOOXOIUMOCTD Pa3pabOTKH U 2 Gaya 1 6amn 0 6amtoB (hopMy/IMPOBAHHIO LENeH; MOHATHE CHCTEMb
BHEJIPEHHS CHUCTEMBI MeHEKMEHTA MeHepKMeHTa KadectBa npennpusatus (CMK) u
KauecTBa, JaH MPOTHO3 pE3yNIbTaTOB €€ OCHOBHBIC STallbl BHCAPCHUA CHUCTCMBbI
BHEJ[PEHHS MEHE/)KMEHTa  KayecTBa B  OpraHM3alluy;
IIpuBeneHHBIEe dTamel  pa3paboTKH U 2 bamma 1 6amn 0 6ammoB OCHOBHbIC TOJIOKeHUsA BHenpenus CMK  Ha
BHEPCHIS CHCTEMEL MEHEIKMEHTA MPEANPUITAN: Ha3HAYCHHUE U PE3yIIbTaThL.
OpraHM3aUMd, MO3BOISIOT  PeaTn30BaTh Ymeet: GopMynupoBaTh OCHOBHBIE HAIIPABIICHUS
npuHumne TQM IMonutvkn B 0OJNACTH KavyecTBa C Y4ETOM
Coopmymuposannas IlonuTuka B 06macTu 2 Gawta 1 Gamn 0 6awioB CTICIM(UKH NEATCTBHOCTH OPTaHM3aI|H Chepsr
KauecTBa  COACPKHUT U  PacKphIBaeT yeiyr;  GopMmymHpoBath Leld B 00JacTH
OCHOBHBIE HAIpPABICHHS, pEalH3yIOIIHE KaqecTBa ¢ y4eTom  TpeOoBaHMi K HX
MHCCHIO OpraHI3aLHH KOHKPETHOCTH, PEaTUCTUIHOCTH, JJOCTHKUMOCTH
ChopMynupoBaHHbIE ILielnd B obmactd | 2 6amia 1 6ann 0 6annoB 1 I3MEPHMOCTH; 0GOCHOBBIBATE HEOOXOMMMOCTD
KAauecTBa COOTBETCTBYIOT HAIIPABJICHUAM paspaborku u sreaperns CMK B opranusauim
[TonuTHKY B 0671aCTH KayecTBa chepbl  yenyr;  OmpeiensTh  pecypesl,
[Ipoueccer CHCTEMBI MEHEIKMEHTa 2 Gaya 1 6amn 0 6amtoB HeoOXOMBIE /U1 KOHTPOII KatecTsa npolecca
OpraHM3AMH  WICHTHHUMPOBAHB B B paMKax peajH3allid MPOLECCHOTO MOAXO/a K
COOTBETCTBHU ¢ TpeOGoBaHMSAMH CTaHAapTa YHpABJICHHIO  CCPBICHOM  OpraHusailiien B
TOCT ISO 9001 COOTBETCTBHU c TpeOOBaHUSIMHU
MEXIyH HOT Tangapra | 1 mu
«BBIXOIBI» TIpOIIECCOB yKa3aHBI B BHIE 2 Gaya 1 Gamn 0 6amtoB excIyHapojHoro  cranapra 15O 900 a
cUcTeM MEHEKMEHTA; IUIAHUPOBATh
Pe3yabTAaTOB POLICCCOB y Hu ’ P
peanm3anmio Ienell B 00JlacTH  KavecTBa;
Jons BCEX «BBIXOIOBY» TIPOIIECCOB 2 bamta 1 Gamn 0 GauioB
OCYLIECTBIIATh  IJIAHUPOBAaHHE  MPOIIECCOB
KOppEKTHO ompeeseHbl «Ilomyyarenin
JKU3HEHHOTO IMKJIAa MPOIYKIHHU; OCYIIECTBIATH
«Bxozmpl» mporecca aleKBaTHBI «BBIXOaM»» 2 Gamna 1 Gamn 0 6am1oB
npomecca [UTAHUPOBAHHE BCIIOMOTATENBHBIX MPOIECCOB,
P o0ecreynBalonX CEPBUCHYIO  JEATeNbHOCTh
«IlocTaBmMKM»  «BXOJOB»  Hpolecca 2 Gamna 1 Gamn 0 6am1oB .
HOpeANpUATUs; WICHTU(GUIHUPOBATH IMPOLECCHI
ompeleieHsl  afieKBaTHO  COJCPIKaHHUIO
omecca CHCTeMBbI MEHEIDKMEHTa KayeCTBa OpTaHU3alliu
II
polt chepbl  yCIyr; CTPOMTh MOJIENIb MPOLIECCOB
Hons BCEX MPOLIECCOB CHCTEMBI 2 bamna 1 Gamn 0 6amioB
CHCTeMBbI MEHEIDKMEHTa KayeCTBa OpTaHU3alliu
MEHE/DKMEHTa Ha3Ha4YeHbI «Bianenbupny
C — 75 6 06 cdepsl yeuIyT.
xeMa B3aUMOJICHCTBHSA MPOLIECCOB aiia AT aJLIOB Briajeer:  TeXHONOTHeH JIOKyMEHTHPOBAHHS
CHCTCMBI  MCHC/DKMCHTA HPCPHATI Ou3Hec-Tporiecca B OpraHU3aluy chepsl yCIyT;
BKMIOYACT  BCE  MACHTHQUUMPOBAHHbIC TEXHOJIOTHEH pa3paboTku CHCTEMBI
TPOLICCCHT MEHE/DKMEHTa KayecTBa Ha OCHOBE TPeOOBaHMIA
B3aumoneiicTBue  MPOIECCOB  CHUCTEMBI 2 Gayta 1 6amn 0 6amtoB MEKIyHAPOJHBIX CTAHIAPTOB HA  CHCTEMBI
MEHEDKMEHTA, TIPEJICTABICHHOE Ha CXEMe,
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OTpaXacT BCC CBA3U NPOLIECCOB

IIpencraBnenHas OlOK-cxema Mporecca 2 Gaya 1 6amn 0 6amtoB
oTpakaeT  (OPMHPOBAHHE  «BBEIXOJa»

mporecca

B Pernamente / Crnenudukanuu 2 Gamna 1 Gamn 0 6an10B

Ipe/CTaBIeHa AeTauu3alysl Mpolecca Ha
MOJIMPOIIECCHl C YKa3aHHEM UX «BXOIIOB» U
«BBIXOZOB»

[IpuBeneHHBIE  TOKa3aTeNd  Ipolecca 2 Gaya 1 6amn 0 6amtoB
OTPaXKAalOT ~ OCHOBHBIC  XapaKTEPUCTUKH
pe3ynpTaTta mpouecca, YA0BIEeTBOPEHHOCTH
norpeOuTesIel 1 caMoro nporecca
Iepeyenn JIOKYMEHTOB CHCTEMBI 2 Gaya 1 6amn 0 6amtoB
MEHE)KMEHTa  OpTaHM3allid  COAEPIKHUT
JIOKYMEHTBI BCEX YPOBHEM

3 | CamocrosrenpHas pabora (crnenuaibHbIe
(hopMBI Ha BEIOOP)

IIpumep 3apanus:

O6ocHyiTe HEOOXOIMMOCTh Pa3pabOTKM W BHEAPCHHS CHUCTEMbl MCHEDKMCHTA KauecTBa Ha
IpUMepe KOHKPETHOTO CEPBUCHOTO mpeAnpuarusi. [IponeMOHCTpUPYHTE OCHOBHBIE JTarlbl
BHEJPEHHSI CHCTEMBl MEHEPKMEHTAa KauecTBa B oOpraHu3anuu. JlaiiTe NpOrHO3 pa3BUTHS
MIPENpHTUS TTociie pa3padoTku u BHenpeHuss CMK.

Kpurtepun oueHku

1. TlpencraBneHa KOHKpETHas CEpBHUCHAs OpraHu3anuss M OOOCHOBaHa HEOOXOAMMOCTH
BHeapenus CMK Ha nanHoM npennpusitun (2 6aa).
2.  Tlepeuuncnensl ocHoBHBIE 3Tarnbl BHeApeHus CMK B opranunzaiuu (1 6amn).

3. JlaH nmporHo3 pa3BUTHs OpraHu3aluu nocie pazpadotku u BHenpenus CMK (1 6amn).

KoHTponbHOE MEeponpHsTHE 10 pa3neny 2

pumep 3aganus:

Hanummre paboTy, JEMOHCTPUPYIOLIYIO 3JIEMEHT CHUCTEMbl MEHEDKMEHTa KaueCTBa CEPBUCHOTO
MPENPHUITUs, OCHOBaHHOW Ha TpeboBaHusx ctanmapta [OCT P UCO 9001-2015, na mpumepe
onHoro npouecca CMK npennpustus.

Kpurtepun onenku:

1.  TlpencraBneHa opraHu3anusi, €€ OCHOBHBIE XapaKTEPHCTHKU: XapaKTEPUCTHUKA INPOAYKTa,
xapakTepucTuka norpedurens (1 6amn).

2.  TlpuBenen nepedeHs mpoueccoB opranuzanuu (1 6amn).

3. VYkazaHel BXOZBl B KAXKIBIA TPOIECC IOCTABIIMKH BXOIOB, BBIXOIBI W3 Ipolecca
nmoTpeOuTe M BBIX00B (2 Oaya).
4.  Tpencrasiena mozens npoueccoB CMK npennpusitus (1 6amr).

5. IlpencrapieH mpuMep NPOCTOro JOKyMEHTHUpoBaHMs ogHoro nporecca CMK npeanpustus (1
Oam).

6.  KoppektHo onpeneneHsl pecypel mpotiecca (1 6amn).

7. KoppexTHo omnpexneneHsl napameTpsl nporecca (1 6amr).

8.  IlpuBeneHbl MOKa3aTeNH Mpolecca U ero n3Mepurenu (2 6amia)

MEHE/KMEHTa  KadecTBa
9001-2015.

roct p HCO

Texkyummii KOHTPOJIb N0 pa3aeay «Opranu3anuoHH

0-I)KOHOMHYECKHE MeXaHU3MbI 00ecredyeHusl Ka4ecTBa

1 | AyauropHas pabota

He npenycmorpena

2 | CamocrosTenpHas paboTa (CrenuanbHble

IIpumep 3agaHusA:

Temsbl U1 U3ydeHus:

Crpanuna 15 u3 17




Hamnpasnenue nonrorosku: 43.03.01 Cepsuc
Hamnpasnernocts (mpoduis): «HGOpMAOHHEINA CEPBHCH
Paboyas nporpamma JucIUIINHBL «OCHOBBI YHPABIICHUS KAYECTBOM»

o0s13aTeNbHbIe POPMBL)

Hanumire pa3BepHyThId OTBeT Ha TeMy: «Cucrema ceprudukaimn CMK, mpaBuia ¥ HOpSIOK
npoBesieHust pabort o ceprudpukammu CMK».
Kpurtepun oueHkn

Kpurepuii / Ouenka Brimonnen Brimonnen He
HOJHOCTBIO YaCTUYHO BBITIOJTHEH

PackpbITO OCHOBHOE coOJiepKaHUE 1 Gamn 0,5 6ayna 0 GayioB

ceptuduxanuun CMK

[epeuncieHsl Bce ITAIbI 2 bayia 1 6amn 0 6aymioB

BHYTPEHHEH U BHELIHEN OLIEHKH

CMK

CamocrosrenpHast paboTa (CrenuaibHble
(hopMBI Ha BEIOOD)

IIpumep 3aganus:

IIponemoncTpupyiite aerictBue @3 «O TexHuueckoMm peryaupoanumn» (D3 «O0 obecneueHun
eMHCTBA n3MepeHuit», O3 «O 3amuTe npaB NOTpedUTENEH») Ha IPUMEPEe KOHKPETHOH CUTYallUH.
Kpurtepun oueHku

1. TlpencraBneHa KOHKpETHas OpraHu3allMsg M CUTyallus, [OANANAIoIias IoJa JCHCTBHE
COOTBETCTBYIOIIEro 3aKoHa (1 6aiw).

2.  IlpuBesneHbl KOHKpPETHBIE CTaTbU (IYHKTHI CTaTel) ONpEACISAIOIINE TOPAIOK ACUCTBHMA
OpraHu3alMU ¥ COOTBETCTBYIOIIMX OPraHOB rOCYIapCTBEHHOTO KOHTpOJIs (2 Gayua).

KoHTposnsHOE MeponpHsTHE 110 pa3aeny 3

Ipumep 3aganns:

Hanummre paboTy, NEMOHCTPUPYIOUIYIO JIEHCTBUE CUCTEMBI MOJATBEPXKIEHHS COOTBETCTBUS Ha
teppuropun PO B 0THOIIEHUN TIPEUTOKEHHOHN TPYIIBI TPOAYKTOB:

1. JlaiiTe XapakTepUCTHKY NPOIYKTa, ONPE/IEINUB K KAaKOW IPYyIIe OH OTHOCUTCS.

2. YKaxXuTe HOPMATHUBHBIN TOKYMEHT, PErYIUPYIONUIUI IPOU3BOJICTBO M MCIIOIb30BaHKUE JAHHOTO
MIPOJYKTa.

3. Omnpenenute GopMy MOATBEPKICHUS COOTBETCTBHSI.

4. TlpuBeaure 000CHOBaHUE JCHCTBHUH C yKa3aHHEM Ha COOTBETCTBYIOIIUE JAOKYMEHTBI, CTAThH
JIOKYMEHTOB.

Kpurtepun oueHkH (COOTBETCTBHE 110 KAKAOMY MMYHKTY OLeHHBaeTCs B 1 6amn):

1. [anma xapaKTepHCTHKa MPOIYKTa, OMpeleIeHa yKPYHMHEHHasl TpyImna, K KOTOPOW OTHOCHUTCS
JAHHBIN POIYKT.

2. VYxa3aH HOPMATHUBHBIN JOKYMECHT, PETYJIMPYIOUINNA POU3BOACTBO M HCIOJIB30BaHHE TAHHOTO

MPOAYKTA.

3. Omnpenenena ¢opmMa TNOATBEPKICHHS COOTBETCTBHUS Ul TAaHHOTO IPOXYKTA, TPYIIIBI
MIPOAYKTOB.

4. TlpuBeneHo oOOCHOBaHME NEHCTBUI C yKa3aHHEM Ha COOTBETCTBYIOLIME JOKYMEHTHI, CTaTbU
JIOKYMEHTOB.

locynapcTBeHHOE peryiupoBaHUEe KadecTBa H
0e30macHOCTH MIPOAYKIIHH. TexHuueckoe
peryanpoBaHue

CranpapTu3zaiys, MeTpoJIOr s U IOATBEPKIECHHE
COOTBETCTBUS

HematepuanbHble pecypchl B oOecrieueHHH
KOHKYPEHTOCIIOCOOHOCTHU U KauecTBa

O0pazoBaTenbHbIE PE3YNIbTATHL:

3Haer: MIOKa3aTemn YIIOBJIETBOPEHHOCTH
norpedurenen nporecca 00CITy)KUBaHHUS;
TpeOOBaHUS 0e30macHoro 00CITyKUBaHUS
notpeduteneil opraHuzanuu  cepbl  YCIyT;

NpaBUiia TEXHUKHA OE30IIaCHOCTH B MPOLECCe
OpOJKH TOBAPOB U  OKa3aHHS TYPYCIYT;
TOHSATHE u TIPUHLHIIBI TEXHHYECKOTO
PEryIUpOBaHKs, TEXHUYESCKHE  PErJIAMEHTHI:
NOHATHE, BHIbBL, MOPSHOK pa3paboTKH H
NPUHATHS;, TOHITHE, IeIM W  MPUHIIUAIBI
cepTU(HKAILNY; dhopMbI TIOITBEP>KICHUS
COOTBETCTBHSL.

Vmeer: (HOpMYIHpOBaTE KPHTCPHH KAdecTBa
nporiecca 00CITyKHBaHUS KJIMEHTOB;
UICHTH(DHUIHPOBATH 3aMHTEPECOBAHHBIC
CTOPOHBI B YIPABJICHUU Ka4€CTBOM CEPBHUCHOI'O
OPEONPUSTAST W ONPEIESTh HX OXXUIAHHS,
JIEMOHCTPUPOBATH neiicTeue CHCTEMBI
MOATBEPXKICHHUST COOTBETCTBUSI HA TEPPHUTOPHH
P® B OTHOLICHUH HPEIOKESHHOTO TIPOIYKTA.

Texymmii KOHTPOJIb MO paszneiy «UHCTpyMeHTHI B

METOAbI MEHEPKMECHTA Ka4eCTBA)

1

AynutopHas paborta

He npenycmorpena

2

CamocrosrenbHas padoTa (cnennaabHbIe
o0s3aTenbHBIE (GOPMBI)

3ananue:
Hanwuimre paboTy, JeMOHCTPHPYIONIYIO Ha3HAYCHHE W aJrOPUTM pEalU3alid METOJa «TOYHO
BOBPEMSI».

Kpurtepumn oueHku
| Kpurepuii / Ouenxa

| Brinosnaen | Beimon | He |

Temsbl U1 U3ydeHuUs:
WHCTpyMEHTBI X METO/IbI YIIPABICHHS KAUECTBOM

OO6pa3oBaTesbHbIE pe3yIbTaThl:
3HaeT: aIrOpUTMBl pealiu3allid ¥ HarpaBlICHUS
UCTIOJIb30BaHUA HMHCTPYMEHTOB M METOJIOB

Crpanmnma 16 u3 17




Hamnpasnenue nonrorosku: 43.03.01 Cepsuc
Hamnpasnernocts (mpoduis): «HGOpMAOHHEINA CEPBHCH
Paboyast nporpamMma JMCIUILINHBL « OCHOBBI YIPABJICHUS KA4E€CTBOM»

ToJaHOCTBIO HEH BBIITOJTHEH
4acTHY
HO
PackpeiTo OCHOBHOE 3 Gamta 15 0 6aioB
Ha3HA4YCHHE METO/Ia Oana
Iepeunciensl Tamnsl 3 Gamta 15 0 6auioB
peanu3anuu Oauia
JlaH porHO3 pe3yybTaToB 2 bayia 1 Gamn 0 6amtoB
WCIIOJIb30BAHHUS METO 1A

3 | CamocrosrenbHast pabora (crienuaibHbIe
(opMbI Ha BBIOOD)

IIpumep 3aganns:

Hamumure paboTy, [OEMOHCTPHPYIONIYI0 Ha3HAa4YeHHE W  HAMpPAaBICHHS  HCIONb30BAHHS
OCHUMAapKHHTA.

Kputepun onenkn

1. TlpencraBieHa KOHKpETHas OpraHu3alus H O0OCHOBaHa HEOOXOAUMOCTh BHEIPCHHS
ocylecTBIeHHus: OeHuMapkuHra (2 6anna).

2.  TlpemnoxeHbl HaNpaBICHHUS W OINpEIETEHBl aCIEKTHl OCYIIECTBICHHS OCHUMAapKWHra IS
JAHHOW OpTaHHW3allid B COOTBETCTBUH C MPOOJIEMATHKOM, onpeziesicHHo B 11.1 (4 6ana).

3. JlaH mpoTHO3 pa3BUTHsS OPTaHU3AlMH TOCIEC BHEJAPCHUS pPE3yabTaTOB OCHYMApKUHIAa B
JIeSITEeIbHOCTD opranu3aiuu (1 6amn).

KoHTpospHOE MeponpHATHE 110 paszerny 4

IIpumep 3apanus:

Hammmmre padoTy, AeMOHCTPUPYIOMIYIO aJTOPHTM Pealu3aluyl TEXHOJOTUH CTPYKTYPHUPOBaHHS
(pa3sepreiBanus) ¢yHkunu kadectBa (CPK) u obOocHyiiTe 11€7€c000pa3HOCTh HMCHOIb30BaAHUS
YKa3aHHOM TEXHOJIOTHHU B IPUBEICHHON BAMH CUTYaLIUH.

Kputepun onenkn:

1. TIlpencraBmeHa opraHu3alMs, €€ OCHOBHBIC XapaKTEPUCTUKH, HEOOXOAWUMBbIE Ui
ob6ocHoBanus npumeHennss COK (1 6amn).

2. Conepxarenbho onpeneneHbl Gassl COK mis BeiOpanHoro oonwekra (1 6amn).

3. Broinenensl Tpe6oBanus norpeduTens, kak ucxoansle fanusie 1t COK (1 6amn).

4.  Ha npumepe mepBo#i ¢a3bl (IJIAHUPOBAHUS MPOAYKTA) pa3BepHyTa (yHKIUsS KadectBa (6
0asioB).

5. Hamnpumepe CTpyKTYpHUpOBaHHS OJHOTO TpeOOBaHMUS U3 IEPBOH (ha3bl MOKa3aH BEIXO BTOPOH

(Tperbeii, yeTBepTOi) (ha3bl (MIIAHUPOBAHKWE KOMIIOHEHTOB MPOAYKTA, MPOESKTHPOBAHUE MpoIiecca,
IIpOeKTHpOBaHKe npou3BozacTsa) (1+1+1 6anna).
6.  CdopmynupoBansl IpeanoKkeHus 1 BeIBoAbI 1o pesyasraram COK (1 6amn).

MCHCPKMCHTaA Ka4y€CTBa.

YMeer: uCroIb30BaTh OCHOBHBIE HWHCTPYMCHTBI U
MCTOJbI MCHCIXKMCHTA Kad€CTBa B CepBHCHOﬁ
JCATCIIBHOCTH.

Ha sx3amene

OO0y4aromuincs 1eMOHCTPUPYET:

1. BJaZICHHE TEXHOJIOTHEH pa3pa0OTKM W BHEIOPEHHS CHCTEMbl MEHEDKMEHTa KadecTBa
(anroput™m + 1 npouecc) (7 6ansos).
2. MPUBOANUT 00OCHOBaHHbBIE PUMEpPHI IPHUMEHEHHs B pamkax nanHoi CMK ucnonb3oBaHus

WHCTPYMEHTOB U METOJIOB MEHEDKMEHTa KauecTBa (0e3 noapoOHoro onucanus) (7 0aysios).

HpOMe)KyTO‘-IHaH aTTeCTauus

HpeZ[CTaBJ'IeHI)I B (bOHJJC OLCHOYHBIX CPEACTB IJIA HpOMe)KyTO‘IHOfI aTTeCTalliy 110 JUCHUIIIINHEC
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