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HanpaBJ/jieHHOCTH (mpo¢pniib): Opranuszanus TYPUCTCKO-3KCKYPCHOHHOI
AeTeJIbHOCTH

Jucuuniauna: CTanaapTuzaums U ynpabJieHHe KauyecTBOM B cdepe yciayr

dopmupyemble KOMINETEHINH:
1. Onucanne HOK333Teﬂeﬁ, KpUTepUEeB U IIKaJ OLCHUBaAHUA KOMIIeTeHI M.

IToxazatenu u KPpUTCPUU OLICHHUBAHUA KOMHeTeHHI/Iﬁ

OOBexT YpoBHHU chOpMHUPOBAHHOCTH Kputepwuii oneHuBaHUS
OILIEHKU KOMITETeHIIUI Pe3ysIbTaToOB 00y4YEHUs
Obyuaromuiics Huskwuit ypoBeHs YpoBeHb pe3yasTaTOB O0YUCHHS

Iloporosslii ypoBeHb HE HUXE ITIOPOTrOBOIO
IloBBIILIEHHBIN YPOBEHD
Bricokuit ypoBeHb

[Ixane!l oneHUBaHUS KOMHeTeHHI/Iﬁ nopu caavue 3K3aMEHa WJIM 3a4eTa C OHeHKOﬁ

Hocturnyrsiit XapaxTepucTrka ypoBHs chOPMHPOBAHHOCTH [IIxana oueHuBanus

YPOBEHb KOMITETEHILIUH
pe3ynbrara
0o0vueHus

DK3aMEH WM 3a4eT C
OILICHKOM

Huzkwii OO0yuaromuiics: HeynosnersopurenasHo
YpOBEHB -00HapyYKUII TIPOOEITHl B 3HAHUAX OCHOBHOTO YIeOHO-ITPOTPAMMHOTO
Marepuaa;

-IOITyCTHI MPUHIUIINAIBHbBIC OIIMOKY B BBINOJHEHUH 3a/1aHUH,
MPEYCMOTPEHHBIX MTPOTPAMMOI;

-HE MOXXET NPOJOJDKUTh OOYYEHUE HITH MPUCTYIUTh K
npodeccHoHaIBHOM NEeITEILHOCTH [0 OKOHYaHUH MPOrpaMMbl  0e3
JIOTIOJTHUTEJBHBIX 3aHATHH 110 COOTBETCTBYIONIEH TUCIUILIHHE.

[oporoserii | OOywaronuiics: YI10BIETBOPUTENBHO
YpOBEHB -00HapYKUII 3HAaHWE OCHOBHOTO YY€OHO-TIPOTPAaMMHOTO MaTepHaja B

00béMe, He0OXOIUMOM IS NaTbHeHIe yaeOHol 1 mpeacTosImei

po¢eCCHOHATBEHON AesITeIBHOCTH;

-CTIPaBIIAETCS C BHIIOIHEHUEM 3aaHUH, TPEIyCMOTPEHHBIX

IIPOrpaMMoii;

-3HAKOM C OCHOBHOW JTUTEPATypOi, pEKOMEHIOBAaHHOH paboueii

MPOTPaMMON AUCHUIUINHBL;

-IOIyCTUJI HETOYHOCTH B OTBETE Ha BOIIPOCHI U IIPU BBINOJIHEHUU

3a/1aHUi IO y4eOHO-TIPOrpaMMHOMY MaTepHuaity, HO o0nangaeT

HEOOXOIUMBIMU 3HAHHUSMH JUISl HX YCTPAHEHHS MO PYyKOBOACTBOM

Mpero1aBaTes.

[Nosrrmennsiit | OOydarommics: Xoporto
YPOBEHb - 0OHapyKWJI MOJTHOE 3HAHUE yIeOHO-IIPOrPAMMHOIO MaTepHaa;

-YCTICUTHO BBIMOJIHUII 3aJaHMsL, IPEAYCMOTPEHHbIE TPOTPAMMOIA;

-YCBOWJI OCHOBHYIO JIUTEPaTypy, PeKOMEHOBaHHYIO paboueii

IIPOrpaMMOM JUCLUILIMHBI,

-TI0Ka3aJ CUCTEMAaTHUECKUI XapakTep 3HaHUH y4eOHO-

MPOrpaMMHOT0 MaTepuaa;

-CII0cO0CH K CaMOCTOSITEIIEHOMY HOTIOTHEHHIO 3HaHUH IO  y4eOHO-

MPOrpaMMHOMY MaTe€pHaTy 1 OOHOBIICHUIO B XO/I€ NAJIbHEHIIeH

yueOHOH paboTHI U IPOPECCHOHATBHON IS TeTFHOCTH.




Bricokmit
YpOBEHB

Obyuarommuiics:

-00HapYKUJI BCECTOPOHHUE, CUCTEMAaTUIECKHE U TTTyOOKHE 3HAHUS

y4eOHO-TIPOrpaMMHOT0 MaTepHana;

-yMeeT CBOOOIHO BBINIOJIHATH 33JaHUs, TIPETYCMOTPCHHBIC

IIPOTrPaMMOI;

-O3HAKOMMIJICA C ﬂOHOHHI/ITeHLHOﬁ HHTepaTypOﬁ;
-YCBOWJI B3aUMOCBA3b OCHOBHBIX MOHSATHH JUCIHUIIINH U UX 3HAYCHUEC

JUTS IprOOpeTeHHS IPOQecCHu;

-IPOsABUJ TBOPUCCKHUC CIIOCOOHOCTH B IOHMMaHUU y‘I€6HO—

MPOTpaMMHOTO MaTepHaa.

OT1nnaHO

Onucanue IIKaJl OLEHUBaHUS
Komnerennu o0ydaromerocsi OeHNBaeTCs CIEAYIOIUM 00pa3oM:

[TnanupyemsbIii CopeprxaHue MIKaIbl OICHUBAHUS
YPOBEHB JIOCTUTHYTOTO YPOBHS pe3yiibTaTa 00ydeHHs
PE3yIILTATOR Heynosnersopurens YI0BIETBOPUTEIBHO Xopomio OT1nudHO
OCBOCHHS
He 3auteno 3auTeHo 3auTeHo 3auTeHo
3HaTh HecnocoOHOCTB OO0yuarommuiics OO0yuaromuiics OO0yuaromuiics
o0yuaromerocst crocobeH JIEMOHCTPHUPYET JIEMOHCTpPUPYET
CaMOCTOSITEIILHO CaMOCTOSITEIIBHO CHOCOOHOCTB K CHOCOOHOCTH K
MPOJIEMOHCTPUPOBATH | IPOJIEMOHCTPUPO-BATh | CAMOCTOSATEIBHOMY CaMOCTOSITEIIHO-MY
HaJM4yue 3HaHUM IpY | HAJIMYKME 3HAHUU IIpU NIPUMEHEHUIO NIPUMEHEHUIO 3HAHU B
pENIeHNH 3aJaHuH, pEIIeHNH 3aaHNH, 3HAHUU TIPH BBIOOpE crmocoba
KOTOPBIC 6BIJ'II/I KOTOpPbIC 6])].]'[]/1 PEUICHUN SajlaHI/Iﬁ, pemI€HuA HEU3BECTHBIX
MpEACTaBJICHBI pEeACTaBIICHBI AHAJIOTUYHBIX TCM, NI HECTAaHOAPTHBIX
npernoiaBareieM npenoaaBaTeaeM KOTOpBIE MPEJICTABIISUT | 3aJIlaHUH U TIPH
BMecTe ¢ 00pas3iom BMECTE C IIpenoaaBaTeb, KOHCYJIBTaTUBHOMN
UX peIleHHUsI. 00pa3loM X PEHICHUS. |1 IPHU €ro MOJIZICPIKKE B YACTH
OUCVILTATIARIIOIL MANCTTACITITATTITALITANIILIY
Y™meTs OrtcyrcTBUE Y OO0yuaromuiics OO0yuaromuiics OO0yuaromuiics
o0yuaromierocst JIEMOHCTPHUPYET MIPOJIEMOHCTPUPYET JEMOHCTPUPYET
CaMOCTOSITEJIBHOCTH B | CAMOCTOSITEJIBHOCT B | CAMOCTOSTEIIBHOE CaMOCTOSITEIILHOE
NPUMEHCHUU YMCHUN | IPUMEHEHUH YMEHUN MIPUMEHEHHE YMEHHM MPUMEHEHHE YMEHHI
[0 WCHOJB30BAHHUIO | PELICHHs y4eOHBIX peLlIeHuS 3aIaHuiA, PeLICHHUS] HEM3BECTHBIX
METOJI0B OCBOCHHUSI 3aIaHHii B TOJTHOM AHAJIOTHYHBIX TEM, WA HECTaHAAPTHBIX
y4eOHOIM COOTBETCTBHUH C KOTOpBIE MPEJICTABIISUT | 3aJIlaHUi U TIPH
JHACLUIUIMHBI. obpazuom, NIpENnoAaBaTeb, KOHCYJIbTaTUBHOMN
JaHHBIM U IIPU €T0 MOJJIEPKKE
[IpenoaaBaTesIeM. KOHCYJIBTaTHBHOU HpernojaBaress B 4acTH
MOJI/IEPKKE B YaCTH MEXKTUCIIMIUTHHAPHBIX
COBPEMEHHBIX CBSI3eH.
mpo0iem.
Bmanets HecmocobHoCcTh OO0yuvarommiics OO0yuarommiics OO0yuarommiics
CaMOCTOSITEIILHO JICMOHCTpPHUPYET JICMOHCTPHUPYET JIEMOHCTpPUPYET
MPOSIBUTH HABBIK CaMOCTOSITENIBHOCT B | CAMOCTOSITENIBHOE CaMOCTOSITEIIbHOE
peuieHus MIPUMEHEHHUHN HaBBIKa MIPUMEHEHHE HaBbIKA MIPUMEHEHHE HaBbIKA
[IOCTABJICHHOM T10 3aJJaHUsM, peuieHys 3alaHui, pelLIeHNs HEU3BECTHBIX
3aaa4M 1o PECUHICHUC KOTOPBIX AHAJIOTUYHBIX TCM, NI HECTAaHOAPTHBIX
CTaHAAPTHOMY OBLJIO 1OKa3aHO KOTOpBIE MPEJICTABIISUT | 3aJIlaHUM U TIPH
00pa3sily ITOBTOPHO. IIPenoaaBaTesIeM. IIpenoaaBaTesb, KOHCYJIBTaTUBHOMN
U TIPH €TO TIOJI/IEPXKKE
KOHCYJIBTaTUBHOMN MPEToIaBaTels B YaCTH
MOJI/IEPXKKE B YACTH MEKAUCIUIUTAHAPHBIX
COBPEMEHHBIX CBSI3CH.
pooIeM.
2. IlepeyeHb BONMPOCOB W 3aa4 K JIK3aMeHaM, 3a4yeTaM, KYPCOBOMY NpPOeKTHPOBAHMIO,

JadopaTopHbIM 3aHATHAM. O0pa3eln YK3aMeHAIMOHHOT 0 OnJIeTa




Komnerenmusa OITK-3:

CyIIHOCTh U IIeNTU CTaHAApPTU3AINH.

OOBEKTH U (PYHKIIMU CTaHAapTU3ALUH.

HopmaTuBHBIE TOKyMEHTBI B 00JaCTH CTaHAAPTU3ALIUH.

VYpoBHHU cTaHIapTHU3ALNH.

OTBETCTBEHHOCTD 32 HapyIICHHUE CTaHIApTOB.

TocynapcTBeHHast cucremMa cTaHIapTH3ALNH.

Oprassl U CIIyXObl TI0 CTaHJAPTH3ALNH.

IMopsimok pa3paboOTKK CTaHAAPTOB.

. TocymapcTBeHHBI KOHTPOJb W HAI30p 3a COOMIOICHIEM OOs3aTeIbHBIX TPeOOBaHUH CTaHIApTa
10. OO6mepoccuiickue KiacCu(uKaTophl.

11. HopmaTuBHBIC TOKYMEHTHI, ICHCTBYONIHE B chepe YCIyT.

12. CrannapTuzaiys TypUCTCKOM NesTeTbHOCTH M 00BEKTOB TYPUCTCKON MHIIYCTPUH.

XNk W=

Komnerenmusa T1K-1

13. IMoxxoas! K MOHATUIO KAa4eCTBa.

14. OOBeKTH KauecTBa M TPEOOBAHMS K HUM

15. B3auMocBs13p TeOpUM MEHEIKMEHTA M TEOPUH YIPaBICHUS KaueCTBOM

16. DBOJIIOLMS B3MIAJOB Ha YNPABICHUE KAYECTBOM.

17. 14 mpUHIKIIOB COBEPIICHCTBOBAHUS KadecTBa JleMuHTa

18. Konmnemmus xagecta xxozeda M. IxxypaHa.

19. Poccuiickue n 3apyOexHble MIPEeMUH IO KayecTBY. 3HAYCHHE /IS oOmiecTBa u Ou3Heca.
20. ITerns xavectBa u nukia JlemuHra.

21. MexaHu3M ynpaBiacHUs KayeCTBOM, XapaKTEPUCTHUKA JIEMEHTOB

22. SImoHCKUE MOJIENIM KavyecTBa U MX Xapakrepuctuka. [Ipumenenue B chepe yciyr
23. Awmepukanckas koHuenuust «lllects curm». [IpumeHenue B cdepe yciuyr.

24. JemuHr u ero pons B pazsutun TQM

25. V. lllyxapT u ero pons B pa3suruu TQM

26. CymHocTs U 0cHOBHBIE MpUHIUNEI TQM

Komnerenmusa OITK-6

217. Cymmuocts n HazHadeane CMK. Dnementst CMK 1 3Tanbl ee BHEOPEHUS HA MPEATIPUATHN

28. KauectBo ycayrm u KadecTBO OOCITy)XMBaHHS: COOTHOIIEHHE MOHATHHA. Kpurepmm kadecTBa
TOCTUHUYHOW YCIIYTH.

29. Bocmpusitie u orneHka rocteM NOMy4aeMoro OOCTyXKHWBaHUA (HAa TpUMEpe MOJETH OOIIero
BOCIIpHHHMaeMoro kadectBa ycayr K.Ipéupooca).

30. Mopnens kauectBa ycayr A. Ilapasstiopamana, B. 3eittamn u JI. beppu. Ilpumenenue B
WHIyCTPHU TOCTEIIPUUMCTBA

31. «KadecTBO yciayr» M «yZOBIETBOPEHHOCTh HOTpeOHTENEii»: COOTHOIIECHHE MOHATHH. [IpranHBI
HEYJIOBJIETBOPEHHOCTH OTpeOHTEINEH.

32. OreHKa ypOBHSI KayecTBa W KOHKYPEHTOCIOCOOHOCTH yciyru (Ha mpumepe mozaenu H.Kano).

33. Tumonmorust »meMeHTOB oOchmyxuBaHust Kemorra-Tepmkena u e€ mnpuMeHeHHe B cdepe
TOCTETIPHUMCTBA.

34. CymHOCTP W TPHWYUHBI TPETCH3WH KIMEHTOB. 3HAueHHEe paboThl € MPEeTeH3MSIMH IS
MIPEATIPUSATHS CEPBHCA.

35. Opraauzarus paboTHl IO YPETyITHPOBAHUIO NPETSH3UH.

36. OcHosHble aemMenTel CMK u MeTonuka nx pa3paboTKu B TOCTHHHUIIAX

37. CyIIHOCTh U BUABI KOHTPOJSI KauyecTBa OOCITYKHBAaHUS B MHIYCTPUU TOCTEIPUUMCTBA.

38. CrpykTypa 3aTpaT Ha 00CCIICYCHUE KauecTBa YCIYT.

3. TecToBbIE 3aJlaHus. OIIeHKa mo pe3yjbTataM TECTUPOBAHU.

ITonHBIH KOMIUIEKT TECTOBBIX 33JaHUI B KOPIIOPaTUBHOM TecToBOi obomouke ACT pasmenieH Ha cepBepe
YUT ABIVIIC, a takxe Ha caiite YHumBepcurera B pazgene CHO JIBI'YIIC (oOpa3oBaTenbHas cpefa B JIUYIHOM
KaOHMHETE MPEero1aBaTeNs).

CooTBercTBHE MEXHy OambHOW CHCTEMOHW M CHCTEMOW OICHHMBAHUS 10 pE3yJibTaTaM TECTUPOBAHUS
YCTaHABJIMBAETCS MIOCPEICTBOM CIICAYIOIIEH TaONUIpI:

OOBeKT IToxa3zarenu OreHka VYpoBeHb
OLICHKU OLIEHHBAHUS Ppe3yJbTaToB
pE3yNIETaTOB 00yJYCHUS 00y4eHus




Ob6yuaromuiics

60 0aysI0B M MeHee

«HeynoBneTBOpUTEIBHO»

Hu3skuii ypoBeHb

74 — 61 GamioB

«YI0BIETBOPUTEIBHO»

IToporoselii ypoBeHb

84 — 75 GamoB

«Xopo1o»

[loBBILLIEHHBIH YPOBEHD

100 — 85 GamtoB

«OTIn4HO»

Bricokuil ypoBeHb

4. Ouenka oTBeTa 0O0y4yalwuIerocsi Ha BONPOCHI, 3aJauyy (3aJaHue) 3K3aMEHALIMOHHOro OuJjiera,
3a4eTa, KypcoOBOIr0 MPOEKTUPOBAHUS.

OrieHka 0TBeTa 0OYJArOIIErocsi Ha BOMPOCHI, 3a1ady (3aaHue) 3K3aMEHAI[HOHHOTO OnieTa, 3adera

DJIeMEHTHI OLCHHUBaHUA

COZ[Cp)KaHI/Ie IIKaJIbl OICHUBAHUA

Heynosnersopurens | YnosierBopurenb Xoporo OTauaHO
He 3aureno 3agTeHo 3agTeHo 3auTeHo
CootBerctBue oTtBeToB |I[lomHOE 3HaYNTEIbHBIE He3nauutensHble ITonmHOE
(bopMyIHpOBKaM HECOOTBETCTBUE 110 MOTPEIIHOCTH. MOTPEIIHOCTH. COOTBETCTBUE.
BOIIPOCOB (33aHMii) | BCEM BOIpPOCaM.
Crpykrypa, IMonnoe 3HaYUTENbHOE Heznauutensnoe CootBeTcTBHE
MTOCIICIOBATEIIFHOCTE H | HECOOTBETCTBHE HECOOTBETCTBHE HECOOTBETCTBUE KPUTEPHIO IIPH
JIOTHKA OTBETA. KPHUTEPHIO. KPUTEPHIO. KPHUTEPHIO. OTBETE Ha BCE
YMeHue ueTko, BOIIPOCHI.
MOHATHO, TPaMOTHO U
cBOOOHO M37IaraTh
3HaHue HOpMATUBHBIX, |llonHOe He3HaHMe Nmerot MecTo Hmerot MecTo ITonnoe
MIPAaBOBBIX JOKYMEHTOB | HOPMaTHUBHOI U CyIIECTBEHHBIE HECYIIIECTBCHHBIE COOTBETCTBUE
U CIIeUaJIbHOM IIPaBOBOM 0a3bl U YIyLIeHUs YIyIIeHUs. U JTAHHOMY KpUTEPHIO
JIUTEpaTyphl CHelHaIbHON (ne3HaHune HE3HaHME OTHCIBHBIX | OTBETOB Ha BCE
JIUTEpaTyphl Gospielt yacTn U3 | (€IMHUYHBIX) pabOT | BOTIPOCHI.
JIOKYMEHTOB U U3 YHcia
CIIELIHAJIbBHON 00s13aTENBHOM
JUTEPATYypPHI 110 JTUTEPATYpPHL.
Ha3BaHMUIO,
COJZIEPKAHUIO U
T.J.).
YMeHue yBs3bIBaTh ‘YMeHue cBsi3ath ‘YMeHue cBA3aTh ‘YMeHue cBsi3ath [onnoe
TEOPHIO C MIPAKTUKOH, | TEOPHIO C MMPAKTUKOH | BOTIPOCHI TECOPHH | BOIIPOCHI TEOPHU U COOTBETCTBHUE
B TOM YHCJIE B 00NIacTH | pabOTHI HE 1 TIPaKTHKHA TIPAKTHKA B JTAHHOMY KPHUTEPHIO.
po¢heCCHOHAIBHOM TIPOSBIISIETCSL. TIPOSIBIISIETCS OCHOBHOM Crioco6HOCTB
paboTHI penko. TIPOSBISIETCS. HWHTETPUPOBAThH
3HaHUS U IPUBJIEKATh
CBEJICHUS U3
Pa3INYHbIX HAYYHBIX
cep.
KauecTBo oTBETOB Ha Ha Bce OTBeThI HA . JlaHbl HEnoJiHbIE JlaHbl BepHbIE OTBETHI
JIOTIOJTHUTEIIbHBIE JIOTIOJTHUTEIIbHBIE 6O0BIIYIO YacTh OTBETHI Ha Ha Bce
BOIPOCHI BOIPOCHI JIOTIOJTHUTETIBHBIX | JOTIOJHUTEIbHBIE JIOTIOJTHUTEIIBHBIE
MIpernojiaBaTels JaHbl | BOIIPOCOB BOIPOCHI BOIPOCHI
HEBEPHBIE OTBETHI. IpenojaBaTens IpenojaBaTens. ImpenojaBaTens.
JIaHbl HEBEPHO. 2. JlaH oguH
HEBEPHBII OTBET Ha
JOTIOTHUTEIIHHBIC
BOTIPOCHI
TperofaBaTes.

[Tpumeuanue: utoroBasi oleHKa (opMHUpyeTcss Kak cpelHss apudMeTndeckas pe3ylnbTaToB 3JIEMEHTOB

OLICHUBAHMA.




