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MAPKETHHI'OBBIIl AHAJIM3 KYJIbTYPBI 1
KAYECTBA TYPUCTCKOM YCJIYTH

. B cmamve paccmompensl 80npocel MemoeOono2uY OYeHKY MypUCCKux YCay2 U npednoXcensl
" MCMOOb HO YAYHUWEHUIO KAYeCmaa YCAY2 Hd MYPUCTCKUX RPeONPUAMUSX.
In article questions of methodology of an estimation of tourist services are considered and
methods on improvement of quality of services at the tourist enterprises are offered.
. Typusm cranoBuTCa ommHOM W3 BaxHeHmmx otpacieit Kasaxcrama 1o Mepe
COBEPINEHCTBOBAHHA H PBIHOYHOIO NpeoOpa3oBaHHA €ro 3KOHOMHMYECKOH CTpYKTyphl. B
- 11UCTOSIEE BPEMSA BONPOCHI CEPBHCHOTO OOCIYXXHBAHHA C KOKABIM AHEM CTAHOBATCHA BCE
L niTyanbHee W akTyanbHee. CoBpeMeHHOE OOILIECTBO BBHIILTO HA TAXOM 3Tan PasBHTHS, KOTla
E |MeHTY (TTOTpeORTENIG YCiyT) CTAHOBUTCS BaXKH5IM HE TONBKO caM (akT npefocTapieHus
£ YCIIyTH, HO U TO, KaK €€ NPEAOCTABHIIH.
PaccMoTpenne croco0oB aHaiuMza KauecTBa TYPHCTCKHMX YCIYT HAalpaslieHO Ha
| jioBbIIIEHHE YPOBHA OoOcmykuBanus H 3¢ ¢EeKTHBHOCTH NPOH3BOACTBA TYPHCTCKHX YCJYT.
- PusBuTHE pDBIHOYHBIX OTHOIIEHWMM BHI3BIBACT TMOABJICHHC HOBBIX 3a8ad, OMNpPEACICHHS
b florpebHOCTEH  TYPHCTOB H  (pakTOpOB, BO3JCHCTBYIOIMMX Ha  (QOPMHpOBaHHE W
Y/IOBJIETBOpEHYE €ro noTpeOHOCTEH. ~ '
HorpebHocTr TypHcTa, OYEpPENHOCTE H Mepa MX YAOBNETBOPEHHS B .3HAYHTENBHOH
CTCTIEHH  OTJIMYAIOTCS OT TOCTOSHHBIX JKM3HEHHBIX NOTpebHOCTeH uenoBexa. JKenanue
1CPEMECTUTECH B HOBOE MECTO, CMEHUTD CBOE OOBIYHOE MECTOHAXOXKACHUE BEI3B2HO, NPEHKJie
icero, HeMaTepuansHeIMu NoTpebHOCTaMH. Hyxkna B npuobpeTcHrE HOBBIX 3HaHUM O paHee
(C3HAKOMBIX MecTaX M IOCEIeHMH NOIOOHBINHXCS MECT — 9TO OAHA M3 OCHOBHBIX
torpeGHoCcTel Typucrta. IloTpeGHOCTH B CBOECGpPA3HOM OTHBIXE MM O3JOPOBICHHH B
Ipolecce NEPEMEIICHUA MM CMEHBI OOBIYHOTO MECTOHAXOXACHHA. Y OBIETBOpEHHE
CIHTHO3HO-KY/IBTOBEIX TOTpeOHOCTEH B cienuUHecKuX MECTaX WIK B MECTax HaXOXACHHS
JCIIMTHO3HBIX CBATBIHD MOOYXKAAET K NEePEMEINCHHIO B yKa3aHHEIC MecTa. J{enoBble BCTpeyH,
(proGpeTeHHe TOBApPHOH MPOAYKHHMM Ha YNANCHHBIX PHIHKAX CTAHOBHTCA HENBIO OM3HEC-
toe3gox. JKenanue moobmaThCA ¢ HOBBIMH JIOABMH, ITO3HAKOMHTBCH, 3aBA3aTh APYXOY H
¢hopMUpOBaTh CEMEHHBIE OTHOIIEHUS, IOBCTPEYaTh CTAaphIX APY3€H MOTYT B ONpeAc/eHHOe
“BpeMst 000CTPHUTBCA HACTOIBKO, YTO YEIOBEK TOTOB OCTABUTH OOBMHOE 3aHATHE, IOCTOSHHOE
* MCCTO U IIO€XaTk, MOKTH MEDIKOM HaBCTPEYy CBOMM KENAHHMAM, Kak OBl JaieKo 3TH BCTPEUH
e npoucxonmii. OH CTAaHOBHTCS TYPHCTOM. '
- Taxum 006pazoM, MOTPEOHOCTH B TYPHCTCKCH Yyciyre (OpMHDYIOTCS COCTOSHHEM
CIIAEBHIAYYMa, cOOOIIECTBOM MIOfeH, OKpyxamuliell cpenoll M 3aBHCAT OT COCTOSAHHA
“WeJIOBEKa, ero XapakTepa, 340poBbi, BO3pacTa, Q)HHaHCOBbe BO3MOXHOCTEH, OKpPYKaroero
- toobmecTBa, yposHs oOLIeH, peIMruo3HOM, 3KOHOMHUYECKOH, Qu3nuecKol u zxpymx BHJIOB
kyapTyphl [1, 224 c.].
: IotpebrocTH no6GyXKaaroT MOTHRBEI K HX YJOBJICTBOPEHHIO, KOTOPOE MOXET MPOU3OHTH
FOJIBKO TIYTEM PEANbHOTO TIEPEMEIICHNS B HEKaXI0AHEBHbBIC MecTa NpeObIBAHMA.

Orciona mnoTpeOHOCTE TYpHCTAa — 3TO HYXAAa B KYIBTYPHOM, MNO3H&BATENBHOM,
CONHATBEHOM, MOPAJIbHOM HIIM (PH3HOJIOTHYECKOM OJ1are, KOTOPYK MCIBITHIBAET YEJIOBEK MITH
Fpynna moaed W xotopas MoXeT ObITh yOOBNETBOpEHA TOJBKO B pe3yJIbTarTe pealbHOro,
KoM(pOPTHOTO IIEPEMELICHHS B MECTA HEKAXFOJHEBHOT0 NPeORIBAHAI MM [IPOKHBAHHA.

Typucrckye HOTPEOHOCTH pa3BUBAIOTCE B COOTBETCTEMH C 3aKOHOM BO3PACTaHHSA M
HOSBBIIEHAA [OTDEOHOCTEHH. Cozxep}z{’mne 3TOr0 3aKOHA HAM MpPELCTaBISCTCE B (PopMe
ulYLeKTHBHOW, MIpAMOH M YCTOHYMBCH NPUYUHHO-CIEACTBCHHOM CBA3M MEXZY YPOBHEM
PIVIBATHA JTHYHOCTH (MM oOuIecTBa) M MOTPeOHOCTIMHU B TYPUCTCKHUX yoayrax. Uem Gonee
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pPa3sBUTa MHANBMAYaTbHOCTh, BBLIUIIE YPOBEHb €€ KyIbTYPHOIO, HHTEUICKTYyaIbHOTO,
00pa3oBaTeNbHOTO PA3BHTHS TeM HENpeoNoiIuMee HYXIa K HOBBIM  [IO3HAHHUAM,
NyTeIecT8YsAM, K HOBBIM 3HaKoMcTBaM M odmienHuio. [lotpebuoctu 211 Y BOBCTBOPSIOTCS b
3HAYUTEABHOM Mepe uepes TYPH3M.

AHajiordyHas B3aMMOCBA3b MEXJIY YPOBHEM pa3BUTUsA oOLISCTBa, IPEKIE BCETO,
9KOHOMHYECKOTO, H MacwiTaboM TYPHCTCKHX TMOE3[0K IpaxIaH JaHHOH cTpaHbl. SApxuil
npamep ToMmy SmoHuds. 3a NOCHENHWE MAECSTUICTHA CTPaHa JMOCTHIVIA 3HAYHTENSHBIX
OKOHOMMYECKHX Toxazatenieii. OTHOBpPEeMEHHO, KaK YTBEPX/IAeT CTATUCTHKA, SMOHIBI CTAIHN
CaMOH MyTeUIECTBYIOMECH HalueH.

Krnaccuduxauus TYpHCTCKHX NOTpeOHOCTEH NPHHUMNMAIGHO  OTJIMYaeTcs  Or i
W3BECTHOM «IMpaMubl» OOBIMHEIX NOTpeOHOCTEH. 37ech HET YCTOWYMBBIX HMEPBUYHBIX H
HauboJjiee BaXHBIX MaTepHaIbHBIX MOTpeOHOCTEH, Kaxk B nupamuzae Macnoy
IIpHOpUTETHOCTS 3aBUCHUT OT cy6'be1<mBme Ka4ecTB TYPHCTa K MOXKET MOMEHSTECS e
nporecce NOTpeONeHNus TypPUCTCKON YCITyTH.

Typucmckas ycnyea u ee ocobennocmu. Miexoma u3 onpeaeneHHs TyPHCTCKO
HOTPEeOHOCTH, MOHATUE TYPUCTCKOH YCIYTM MOXKHO ONpENenuTh Kak ConeHCTBHE
YAOBJIETBOPSHUY - PasHOOOpasHHIX noTpebHOCTEH  JMHuHOCTH myTeM  KoMGbopTHOr
IepeMeLIeHH S B HEKOKIOAHEBHEIE MeCTa NpeOrIBanusl. B ,

Hapsny ¢ peiHKaMH TOBapoB, KamMTalIOB, paboueit  CHIBI cymecmyer o
B3aUMOJCHCTBYET ¢ HUMH OGIUMpHeHImMH phiHOK yciuyr. Cdepa yciyr sBisgeTca OXHOH Hi |
CaMBIX HEPCHIEKTUBHBIX, OBICTPOPa3BHBAIOIMXCS OTPAcieil 5KOHOMHKH. B pa3BUTHIX CTpaHaX |
IOJIA yCIIYT B BaJIOBOM BHYTPEHHEM npoaykre npesbunaet 70%. Ilpu atoM oaHOBpeMeEHHO ]
IIPOHCXONUT YBEIMYEHHE UYucla 3auiThX B cdepe yenyr. HecMoTps Ha GvICTpOe pasBHTH
3TOH cdephbl ¥ YCWICHNE €€ POJi¥ B SKOHOMUKE, 10 CHX HOp HE BBIpabOTaHO OOLICIIPHHATO
omnpejenenue MoHATus «yciayru». Ilo onpenenenuto G. Kornepa, «ycnyru — 310 0OBEKT!
OPOJAXH B BHIE HNEHCTBHH, BBITOA WM yaoBaeTBopexuit» [2, 512 c.]. U3 pausor
ONPE/ISICHUA CIEAYET, 4TO YCAYTH HECOXpaHieMbl M KIMEHTY Npeinaractcs Hedro, H
HMEOLIEEe MaTCpHalbHON GOpMBIL.

Bo-nepBbIX, YCIIyra He CYMECTBYET 4O €¢ PEAOCTABNEHHS, T.€. MPOAYKT CO3AaeTCs
IIPOECCE IPEOCTABICHNS YCIYTH. JTO NENaeT HEBO3MOXHBIM CPAaBHEHHE NPeVIOKEHH]
ABYX PasHBIX MPOJABIOB, ABYX KOHKYPHPYIOWMX (UPM Aaxe B TOM Cliyuae, KOrAa NPOAYKT:
KaXyTcs HACHTHYHBIMY. CpaBHEHHE BO3MOXHO TOJIBKO IOCHE MONYYCHKA YCIyTH, TOTHA Ka
TOBAaph! B MaTEpHANbHOH QopMe MOXKHO CPaBHHBATH PA3IMYHBIMHU crioco0aMm emie )i
MOKYIKH. EMHCTBEHHOE, 9TO 'MOXHO CleNlaTh Ha DBIHKE YCHIYT, - CPAaBHHTb BBIFOZN,
OXHJdEeMBIE H IIOJIyYECHHBIE. ;

Bo- BTOpPHIX, OYEHBb YaCTO MPENOCTABICHHE YCHyr TpeOyeT CHEHHUaNbHBIX 3HAHWH i
MacTepCTBa, KOTOPHIE MOKYNATei0 TPYAHO HE TONBKO OLECHHTh, HO 3a4acTyiO M IOHSATh
Bricokas cTeneHb HEOIPEACICHHOCTH IIPH NPEAOCTABICHHH YCIyT CTABUT KIIHEHTA B Kpaiua|
HEBBITOJHOE  MOJOXEHHE, MOXET BbI3BaTh UYBCTBO OGHMMBL, HAaCTOPOXKECHHOCTH,?
nofo3puTensrocTr. Hepenxo kiueHT cTpeMutes paboTaTh ¢ OJHEM M TEM K€ TIPOJABLIOM -
CTPaxOBBIM arcHTOM, TYPHUCTCKOH GupMoHi M T.n. OTa HHepHHs paloTaeT Ha IpOJABla, Ta
KaK OHa B JIAHHOM CJIydae SBJISETCA IIaBHBIM (JaKTOpOM IOBTOPSEMOCTH KOHTAKTOB.

‘ Otn obluue 4epThl MPUCYINM NPAKTHYECKH BCEM PHIHKAM yCIyr. B cOBOKYIMHOCTH
OCOOCHHOCTSMH CaMHX YCJIYT OHH ONpEHENAIOT OcOOBI MOAXOA K IPeANpPHHHUMATENBCKON §
AEATeNILHOCTH, IPU3BAHHON 00€CIeUUTh YAOBIETBOPEHHE CIPOCA HA YCITyTH.

- Ilpm BceM pa3HOOOpa3sHM TYPHCTCKHX YCIAYI BCE OHH HMEIOT  MeTEIpe o0um
XApaKTepHBIC YEPTHL: :

- HEOCS3aeMOCTb;

- HeP23PBIBHOCTD IIPOH3BOJCTBA H norpeﬁnenm'

- U3MEHYMBOCTH Ka4eCcTBa;

- Hecro “00HOCTh K XpaHEHHIO.

st i i 3 e LG
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o Heocs3aeMocTh, Wi HeMaTepHaIbHbIH XapakTep, TYPUCTCKHX YCIYr O3HAYAET, YTO UX
4.7 7 yeBO3MOXHO HPOAEMOHCTPHUPOBATH, YBHLAETH, NOOPOOOBATH WM M3Y4Wih JO NOJydYeHHS.
Tlokynaremo TPYAHO pa3oOparTkCsi M OUCHHTH, YTO MPOJACTCA, KaK 1O, TAaK MHOLJA U Moce
nonyyenus yciayrd. OH BBIHYX/IEH BEpUTh NPOJABLy YCIYT Ha cloBo. BenencTeue atoro co
“ ¢TOpoHBl  IoTpebuTeNelt 00s3aTenbHO MPUCYTCTBYET ONEMEHT 'HAleXbl M JOBEPHA K
{{ponasLy yCiyri.

B TO € BpeMs HEoCsA3aeMOCTh TYPUCTCKHX YCIIYT OCJIOKHACT AEATEHHOCTD POAABIIA.
i Y npeanpusTHii, OKa3BIBAIOWUX YCIIYTH, BOSHUKAKOT KaK MHUHIMYM 1BE npobnemsl. C onHo#M

* CTOPOHEL, YPE3BRIUAHHO CIIOXKHO MOKa3aTh: IUIMEHTaM CBOH TOBap, C APYToii — elle CIoXKHEe
10 0OKICHUTD HM, 32 YTO OHM TIIATAT AeHbry. IIpomaBer; MOXeT MG OMHUCATh PEUMYIIECTRA,
I ' KOTOpBIE MOJNYYMT NOKYIIATeNb HOCIE NPEJOCTABICHUS TYPHCTCKOM YCIyTH, a CAaMH YCIyTH
" MOXCHO OLIEHHTH TOJIBKO ITOC]I€ HX BBIIIOJHEHUS, ,

e BaxHoli 0cOGEHHOCTBIO SBAAETCA HEPA3PHIBHOCTH NPOM3BOJACTBA M NOTpPeONeHWS

-~ rypuctckoit yenyru. OxazaTe ycnyry MOXHO JIMINB TOr4d, KOTJA NOCTYNAeT 3aKas MM
' uposeaserca KiMeHT, C 9TOH TOYKH 3pEHHMS Y HEKOTOPBIX CHELHAIHCTOB HEPa3spHIBHOCTH
‘ " 1IPOM3BOACTBA M NMOTPeGIICHNs NpeicTaBisier co0oi UMEHHO TOT (aKTOp, KOTOpHI aenaeT
' TYPHCTCKHE YCIIyTH AEHCTBUTEIBHO YCAYTaMH M OTJIMYAeT UX OT TOBapa B MaTepHAILHOM

o hopme.

b HepaspriBHas B3aMMOCBSA3E MMPOH3BOJCTBA U NOTPeGNeH s IPEATIONATACT, YTO MHOTHE
U BHBI TYPHCTCKMX YCIYr HEOTHENHMEB! OT TOrO, KTO MX NPEHOCTaBiseT. Tak, yCayrd mo
' -hyHOMY OOCHYXVBAaHHIO B TOCTHHHMIE HEOTHCTMMHl OF CIYXauX —T[OCTHHHUEL
' . oberyxuBaENe B pecTopate — oT ODHUIEAHTE, YCIYTH 10 EpofaKe OUIETOB — OT KacCupa.
' DBopnedyenne mokynarteys B NPOHECC NPOH3BOACTBA M NOTPeONEHHS YCIYTH O3HAYAET,
' W0 mpoaBen JOJDKEH MPOSBIATH 33G0Ty HE TONBKO O TOM, YTO HPOM3BOAWTH, HO M Kak
- upoussoaute. Ocolyro 3HauuMocTh npuoCperaeT BTOpas 3ajava. [lodTomMy npaBWiBHEIN
- ¢10op um ofyyenue mnEpcoOHANA, KOHTAKTHPYIOLIETO C KIMCHTaMHM, HEOOXONMMBI JUis
- obcenieuenns KavdecTsa yonyr U QopMupoBaHus IPHBEPKEHHOCTH MOKynaresield K TOH ik
- 1ol pupMe. ~
f Cneunduxa cdepsl TypHsMa 3aKimO4aeTcs B TOM, YTO IPOU3BOAMMEBIA MPOIYKT
: 110JIHOCTBIO HJTM YaCTHYHO Heocs3aeM, a 3(QdeKT cepBuca OUEHHBAETCS NHOTpPeGHTENEM B
. YCHOBHAX ONpENENEHHOTO 3MOUMOHANBHOTO COCTOSHHMSA, 3aBUCAIIETO OT OTPOMHOTO
i komMdgecTBa (HaKTOPOB, B UMCIIE KOTOPBIX Taxne CyOLEeKTHBHBIE XapaKTEePHCTHKHA TYPHUCTA, KakK:
il - 0cOOEHHOCTH BOCIIHTaHMUS; '

- BO3pacT;

- KyJIbTYPHBIC TPAAHLIIA HAPO/a, IPEACTABUTENEM KOTOPOTO ABIAETCS TOCTh;

- IOHATHE 0 KOMbopTe;

- IPUBBIYKH;

- CAMOYYyBCTBHE MM IICHXOJIOTHYCCKOE COCTOSHIE HA MOMEHT ITOJIyYeHHUS YCIIYTH;

- (pusHoNIOrHYEcKHe 0COGEHHOCTH OpraHH3Ma H JIp.

Bce 310 memaeT BOCHpHUSATHE KayecTBa TYPHPOAYKTAa BO MHOIOM CyOBHEKTHBHEBIM,
JABUCAIMM OT MHAMBHIYAdbHBIX XapaKTEPUCTHK KaXXAoro Typucra. Kpome Toro, ecth erme
HCKOTOpBIe crmeuuguunple Mg cepsl Typu3Ma (akTopbl, B 3HAYHTENBHOH CTENEHH
WITOIIME Ha CO3IANME KAYECTBEHHOTO TYPHCTCKONO IIPOYKTa. PaccMOTPUM HEKOTODEIE U3 HHX.

1. HuckpeTHoCTh (IPephIBMCTOCTH) IPOU3BOACTBA TYPHCTCKUX YCIYT H LEIOCTHOCTD X
noTpeOeHns, NpOABIAIONIXECS KAaK OIpENEeNICHHOe HpOTHBOpEYHE B pelIeHnH 3a4ad
YIPaBJICHUA Ka4eCTBOM TYPIPOAYKTa. DT0 NEHCTBHTENBHO OrpoMHas npolieMa. Manenskue
11€IOCTATKHU, NPUXOAAIIHEcs Ha LOMIO I'yMAHUTAPHEIX TEXHOJIOTHH, HONYIICHHBIE XOTs OB
OJIHUM COTPYIHMKOM OTENS MIH PECTopaHa, MOTYT CTaTh NPUYMHON HEYNOBJIECTBOPEHHOCTH
typucta B penoM. Ilpodeccuonansr typbusHeca HacToO TOBOPAT: TOCTEIIPUMMCTIBO —
HCKYCCTBO Menoyeit. Pabora kaXAoro cOTpyIHHKa B IOCTMHHUIIE, PECTOpaHE, TYPHCTCKOM
(pupme onmmakceo BaxHa. B ofecnedyeHyH KavyecTBa TYPIPOAYKTa HEBO3MOKHO BBIACIUTL
DoJjiee TTIABHYIO KM MEHEE IVIARHYIO cyx0y — BCe OHHM JOJDKHBI paoTars OXHHAKOBO YETKO
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1 KadecTBeHHO. [ KaueCTBEHHOIO NPOU3BOACTBA TYPYCAYI'M OJIMHAKOBO BaXKHa Kak paboTta
TEXHUYECKOH CIIy»Obl, OTBETCTBEHHOH 33 JIMPTHI, UCIIPABHOCTS TENePOHOB, 3aMKOB, MebeH
WY CAaHTEXHHKH, TaK M KOHCHEDXKa, JIPU3BAHHOIO DEIllaTh CaMble HEBEPOATHBIEC MPOOIEMBI
rocTs B OTeNe ¥ 3a erc npeaenamy. OueHb spxo NnpodiaeMa JUCKPeTHOCTH HIPOU3BOACTBA H
UEJIOCTHOCTH MOTpeOJIeHU TYPHUCTCKHX YCIyr HpPOSABISETCA B pecTopaHe, Te B €HUHOM
TEXHOJIOTHYECKOM Iporiecce OOCHYKUBAHKSA TOCTA C CaMOT0 €ro NPHX0Ja B 3aJ1 pecTopaHa
L0 TOTO MOMEHTA, KOTZa METPAOTENb IPON3HECET COBA MPOUIAHHA H BHIPAWEHUS HANEK B
Ha CKOpYIO BCTpedy, 3alIeHCcTBOBaHO OrpOMHOE KOJMYecTBO HepcoHana. M ot Toro,
HACKONBKO Ka4eCTBEHHO METpHOTENb BCTPETHT TIOCTA, OQHUHAHT OOCIYyXHT, MOBap
NpUTOTOBHT OMIOZJA, OT TOro, KaK KauyeCTBEHHO MOCYIOMOHINMK BBIMOET IOCYZRY, YOOPIHUK
NIOATOTOBHT 3all PeCcTOpaHa K OOCIyXHBaHMIO, a padOTHMK Oenbesoil — CronoBoe Oenbe,
3aBUCHT Ka4deCTBO OJHOH-€XMHCTBCHHOM YCIyrM — [peioCTaBlIeHHe MUTaHHA. B
MHOTOQYHKIIHOHJIBHOM OTeJIe TaKUX YCIYT — NECATKH, a TOCTh ABNACTCA MX €IHMHOIHYHBIM
noTpeduTeNeM, TIPH STOM KaXKIBIH FOCTh — HHAUBUIYIBHOCT 8AMUHICTPATOPa, OQHUIHAHTa,
METPIOTENs, KOHCHEpXa, mBeinapa. Brops npuOniBmmit BCUEPOM B TOCTHHULY TYPHCT
MOXET OBIT COTEIM 33 CMEHy, HO Ul FOCTS — 5T0 NEPBBIA aJMUHHCTDATOp, MepBBIi
Oo(pHUUHAHT U T.A.

2. BO3MOXHOCTb IOBTOPHOT'O HpOPISBOIlCTBa TYpYCIIYT Ha OXHHAKOBO BEICOKOM YPOBHE,
HIH [PONOJDKHTENLHOCTh — KadecTsa. Pemiende JaHHOW mpoOlieMBl s MHOTHX
NpPOH3BOAUTENECH TYPIPOLYKTa OKa3bIBAaCTCH HEMOCHIBHOH 3amadell, 4To, B CBOIO OYEpEnb,
YacTO CTAaHOBHTCS TNPHYMHOM PE3KOro CHHXKEHHSA KOHKYPEHTOCHOCOOHOCTH  BCETO
npesnpuatas. [Ippyun 3TOMy MHOTO. 370 MOXKET OBITE KaK IJIOX0€ Ka4eCcTBO CPeACTB TPyAa
TIEPCOHAA, HEAOCTAaTOK 3PrOHOMUYHOCTH pabo4uX MECT, Tak M HEIOCTaTOK CBOGBPEMEHHOMH
H NPOAYyMaHHOH MOTHBALMM paOOTHHKOB IJIH HEHAIAXEHHOCTH COOCTBEHHO BCEH CHCTEMBI
B3a¥MOJEHCTBUSA Mexay paboTHHKaMH npeanpusaTus, obecneumparomelt OGecrepeCoiiHyio
paboTy Ha OIMHAKOBOM M/ BCEX BBICOKOM YpoBHE. Hanpumep, TpyAHO MpeACTaBHTH cebe
KauecTBeHHO paboTaromuii nepcoral, KOTopoMy AaBHO HE IUIATUIIM 3apILIaTy.

3. Kak yxe 6pu10 cKa3aHo, cepa TypH3Ma OTHOCHTCS K TaKOMY BHJY HIEATEIbHOCTH,
rJe MPOU3BOJUMBIN NPOAYKT, ABJIAACH HEOCS3aEMbIM, NMOTPeOJIAETCS OZHOBPEMEHHO C €ro
NPOU3BOACTBOM. Y NMEPCOHANIA NPEANPUATHS, PaboTaloImEero B cepe TypusMa, HET MIAHCa Ha
ucnpapieHue Opaka W, Kak CIeACTBHC (YUMTBIBas JKECTKYIO KOHKYDEHUMIO Ha PhIHKE
TypyCIIyT), HET IaHca Ha BO3Bpar rocts. IIpu atom rocts, BeIOMpas Apyroe Mecto OTHbIXa,
COBETYET OCTANBHBIM NOCTYNaTh TaK e. MccieqoBaHMs IIOKa3BIBAIOT, YTO HeraTHBHas
nHpOpMaUKs pacIpOCTPaHAETCS ropas’io CTPEMHUTEIbHEE, YeM ITO3UTHBHASL.

WHycTpHs TypH3Ma XapaKTepH3yeTcs TeM, YTO OCHOBHOC BHWUMAHHE B HOH npH

CO3aHnx CHCTCMBI Ka4yeCTBa NPOAYKTa oﬁpamaeTc;i Ha Ka4qCCTsO CEpPBHLA. KauectBo CCpBHCa - :

— KMOY K KOMMEDYECKOMY Yycmexy. I'OCTHHHIBI M pecTOpaHbl, IKCKYpCHOHHBIE OHOpO M
TYPHCTCKHE areHTCTBa 3a4acTyl0 HpH abCOMIOTHO HACHTHYHON MaTepHalsHOW 0aze u
HanpaBJICHHOCTH OTJIMYAIOTCA ApPYT OT Apyra JIMIIb KadeCTBOM CEPBHCA, YTO ABIAECTCH JUIA
HEKOTOPBIX OCHOBHBIM KO3BIPEM B KOHKYPEHTHO# Goppbe.

MupoBad npakTHka BEIpaboTalia Onpe/ie/ieHHbIE MTpaBuIa oprannsaunn a¢¢eKkTUBHOroO
CepBHCa, COOMONCHIE KOTOPHIX KaK pa3 ¥ MO3BOJAET MEHE/LKEDY NPUMEHATh OTHOCHTENBHO
K KOHKPETHOMY TYPHCTCKOMY IIPOAYKTY BeCh HAKOILICHHBIH B cepe CepBUCa OIIBIT.

YenoBus CO3aHMs Ka4ECTBEHHOTO CEepBUCa Ha TYPUCTCKOM IIPEAIPUATHH, :

Ileppoe — 3T0 cobiroeHHE OCHOBHEIX M Hambojiee BaXHBIX 1A Chepsl TypH3Ma

- IPUHIUNIOB COBPEMEHHOTO CepBHUCa:
‘ - MaKCHMalbHOE COOTBETCTBHE IPEAOCTABIAEMBIX YCIYT TPeOOBAHHAM nome6menen U
XapaxTepy notpebieHus;
- - HEpa3pbIBHAA CBA3p CEPBHCA C MAPKETHHIOM, €r0 OCHOBHBIMH anHuHHaMH %4
3agavami;
- rHOKO"Th CEPBHCA, €r0 HAIPABICHHOCTh HA y4YeT MEHSIOLHX A TpeOOBaHU#l PHIHKA,
‘IPEANOYTeHUH NOTpeGHTENeH TypyCiyr.
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Bropoe — co3ganne Heo6XOANUMBIX YCIOBHI UM HEPCOHAIA, IPHU3BAHHOTO 00ECIEUUTh
“hA'ICCTBEHHBIN cepBUC. K HUM OTHOCATCS: '

- 3PrOHOMHUYHOCTB PabOYUX MECT;

- 4YeTKad q)opMynyIpOBKa IpaBuJl, 00A3aTENBHBIX JUIS  WCHOJHEHHMS  KaKABIM
GNPy NHHKOM;

- YeTKas CHCTeMa OLIEHKH KadecTBa pabOTHl KaXZOTO COTPYAHHKA, TO3BOJIAIOMIAs
001,CKTUBHO M3MEPATH KOJIMYECTBEHHO U Ka4deCTBEHHO 3(h(eKTHBHOCTD CepBHCa, 0COOEHHO
“TRRUX ©1200 O/IArOIINXCsl YUETY JIEMEHTOB, KaK JOOpOKEIaTeIbHOCTD U BEKIUBOCTD;

- MOTHBAllMi NEPCOHAIA, €r0 MCKPEHHAS 3aHHTEPECOBAHHOCTH B IPOLBETAHHH BCErO
ﬂpczmpmma XeJTaHHe ¥ YMEHHE [eNaTh BCIO pa60Ty MakCHMaIBHO 3(PEeKTUBHO, HACTpO
~ lin CAMOCOBEPIIEHCTBOBAHHUE;

- CHCTeMa NOBBIIICHHA KBATH(HKAMK IIEPCOHANA.

Tpetse — onTHMH3ALMA OPraHW3aUMOHHON CTPYKTYPHI YIpPaBJCHHS IPEIIpPUATHS,
f1)eJIOCTABISIONIErO TYPYCIIYTH. '

YeM pnuHHee LEMOYKa MPOXOXKICHUA 3aKa3a, TeM OOJbILIE BEPOATHOCTH COBEPUICHHS
o MpnGKE: ONTHMANBHON ABASETCA TaKas OpraHU3allMOHHAS CTPYKTYpa YIpPaBieHus, [Ae YHCIO
 1leMCHTOB pe/ieibEO Masio (Ho Ge3 ymepba y1a KauecTa ofcTy KUBAHHS).

- Heo6xonMMemM ycioBHEM 00eclieueHUs HENPEPHIBHOCTH TEXHOJIOTHYECKOTO mpoiecca
¢ OJMHAKOBBIM YpPOBHEM KayecTBa OOCHYXUBaHUA SBNSETCS Takxke 3(PPEeKTUBHOCTD
| WINIMONEHCTBHS . BCeX OJIEMEHTOB CTPYKTYPHI, IO3BOJIIOMIEN HEMEIJICHHO HCIPABISTh
~ ¥y HUBIIMECS OMHUOKA H UCKITIOYATh BO3ZMOXHOCTS UX IOBTOPEHHUS.
“+:¢ UerBeproe — BCECTOPOHHHI, MOJHBIH, OOBEKTHBHBIA M HCI‘IpCpBIBHbII/I KOHTDOJIb 3a
_KAMCCTBOM CepBHca, TIpeqIoIararoIuuii:
- y4acTHe TOCTA B OLICHKE KayeCTBa M KOHTPOJIE 32 HHM;
< CO3JaHMe METOAHK U KPHTEPHEB, NO3BOJIMIOINX COOTHECTH TPeOOBAHMA CTAHIAPTOB C
K THUECKUM TIOIOXEHUEM JIETT;
. - CO3JaHHe CHCTEM CAMOKOHTPOJIA IEPCOHANA;
- IOCTOsIHHAs pafoTa ¢ rpyNIaMu KauecTsa,
. - TpUMEHEHHe 4YeTKO C(OpPMYIHPOBAHHBIX KOJHMYECTBEHHBIX KPHTEPUEB OLCHKH
i ?im'lu, I'Ba IPEIOCTABIACMBIX YCIIYT;

- y4acTHe IepcoHalla B CO3MaHNH CHCTEM U KPHTEPHEB KayecTBa;

- IpUMEHEHHE TEXHUYECKHUX CPEACTB KOHTPOJIA 338 Ka4eCTBOM;

- CO3JaHue CiyX0 KOHTposs, Kyna Obl BXOAWIH MPELACTABUTENH pa3IUYHBIX CIYXO:
nipekumy, GUHAHCOBOTO OTAENA, OTAeNa 6e30MacHOCTH, KaapoBoi CiryX0bI, pyKOBOJUTEIH
fillt COTPYIHHKHA BCeX (PYHKIIMOHATBHEBIX CITYXO.

Ilpy co3manmy CHCTEMBI KOHTpO/AA HEOOXOAHMO TaKXe c06n1011a'rb NPHHIMI
ivnpepeIBHOCTH. CHcTeMa KOHTPOJIA 3a Ka4eCTEOM CEpPBHCA O/KHA 00€CIeYHBaTh KOHTPOJIb
ith nCEX JTanaX TEeXHOJOTHYECKOTO UHWKJIa M 1O BCeM mapaMerpaM. KpoMe Toro, QyHKIUs
EOITPONA,  ABJASAACH BO3BPATHOW, [JOJ/DKHA HampsMmyio olecrmeunBath TMOKOCTE M
#OPPCKTHPOBKY BCEX APYTHX ACHCTBHM MO 0DECIeYEHHIO KaYecTBa YCIyT.

Takum 06pazoM, MOKHO BBIEIHTH JBa OCHOBHBIX KPUTEPHUS CHCTEMEBI KayeCTBa: OHA
abKHa oOecreynBaTh BBICOKHM YPOBEHb KayecTBa, €r0 COOTBETCTBHE CTaHAapTaM H
i'pcOHOCTAM TYPHUCTa, a TAKKE CIYXKHTh HHCTPYMEHTOM IS CO3JaHus CHEHANbHEIX
1eXNOMOTHH MO PallMOHATBHOMY YNPABJICHHIO IPEAIPHATHEM.
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