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Ha aBTopeQepar Aucceprarluonuofi pa6orrr 3aqq Eneurr lOprennbr Ha reMy

<<ConepureHcrBoBaHrle oqeHKn KaqecrBa o6c.rryxcuBanns rta npeArrpuflTuqx

cQepu 6uronux ycJryr>>, rpeAcraBJreHHyro Ha cor{cKaHr.re yuenoft crerreHu

KaHAHAara sKoHoMnqecKrrx HayK rro crequaJrbnocrrr 08.00.05 - SroHoMHKa r{

yrlpaBJleHrre HapoAHbIM xosqficrnorvr (uo orpacrqM n cQepana AeqrerbHocrrr, B

T.tr.: SKOHOMHKa, OpraHU3arIEq r{ ylpaBJreHrre ilpeArrpnflTrrsMrr, oTpacflqM[,

KoMrrJreKcaMrr : cQepa ycnyr)

flpo6nevrurkrKa) xoropofi rrocB{rrleHo Ar.rcceprarlrroHHoe HccneAoBaH?re Erenrr

IOprennrr 3axq, flBr-f,ercfl anryalrnofi. Arryamnocm reMbr r4ccneAoBar'r4fl

nyqrur{x ynpaBneHr{ecKr4x peureurafr,o6yclannuBaercfl ueo6xo4raMocrbro rror4cKa

coBeprueHcrBoBaHlIe ynpaBneHr4fl B cQepe 6Hroerrx ycnyr. Ectru yqecrb, qro

KaqecrBo flBIrflercfl, ocnosofi KoHKypeHrocnoco6Hocrr4 coBpeMeHHbrx npeAnpuxruit, a

KpI4TepI4Ia KaqecrBa paspadatbrBarcTc-fi r4H4r4Btrily€urbHo An.rr Ka]KAoro Br4Aa ycnyr, To

craHoBl4Tc.r roHtrHo, Iloqenay 3axq E.IO. yilenwna oco6oe BHprMaHr4e upo6neuavr

yrrpaBneHH_f, KaqecTBoM.

Arropotvr pa":pa6oraHbl cl4creMa Kpr4TepHeB orIeHKr4 Kar{ecrBa o6cnyrrzBaHvrfl)

c0opnrupoBaHHat Ha ocrroBe useuzfi norpe6urelefi H yrrr4TbrBaroqyrc TexHr4rrecKne

H nclIxoJloru{qecKlae acrIeKTbI KarrecrBa o6cryxr,rnaHufl. Ha npeAnpuflTkrfrx 6rrronrrx

ycnyr. IIpu erou aBTop He ocraHaBJrr4Baercfl Ha pa:paSorKe cr4creMbr Kpr4TepHeB, a

rlpeAnaraer anropI4TM oI{eHKr{ Katrecrna o6cny>KuBanurfl, BKJrrorraK)rqufi eran c6opa

r,rnSopl,raqvu, orarr o6pa6orrcra znSopMarlrrr4 ra QopnrupoBaHkrfr orIeHKr4 KaqecrBa

oOcny)KI{BaHLrs,, STarI onpeAeneHnr .qocroBepHocrr,r r'r AocraroqHocru ranSopnnaquz

anfl r{3MepeHHf, Kar{ecrBa o6clyxuBaHufl. Or4elruo Mo)KHo orMerr4Tb

aBTopoM MeroAr{qecrcuit [oAXoA K orIeHKe ypoBH-f, Blrnfllr.prflpa:pa6orannrrfi

KaqecrBa o6cnyxzBaHtrfl Ha ocHoBHbre 3KoHoMlrrrecKr4e rroKa3arenu eSSeKTr4BHocrrl,

rITo caMo no ce6e [peAcraBrqer 3Haqkrreruruft r4HTepec.

llolyueunue aBTopoM HayqHbre pe3ynbrarbr rro3Bonrror pac[rr4pr4rb

TeopeTl4qecKl4e IIpeAcTaBJIeHr4fl O COBeprrreHCTBOBaHr4r4 OIIeHKT4 Kar{eCTBa



/

/-' o6cryxznaHprfr Ha rtpeArrpusrprnx c$eprr 6rrrorrrx ycnyr. Hayunue rroJro)KeHprr,

BbIBoAbI rI peKoMeHAa\kru rBJrsrorcr JrorlrqHbrMuvr Aocraroqno o6ocnoBaHHbrMtr.

B ro x{e BpeMr anaJrr43 co.qepx{aHr4rr aaropeQeparu rroKa3brBaer, qro

rlpe.qcraBJreHHoe r{ccneAoBanue LrMeer 3aMeqaHr4e. Anrop HeAocrarorrHo rroJrHo

o6ocHonar Heo6xo,4nMocrb r{crroJrb3oBaHufl, MeroAa orleurcu KaqecrBa SERVQUAL,

He IIOKa3€UI CpaBHI4TeJIbHbIe rrpekIMyrrlecTBa AaHHO|O MeTOAa rro CpaBHeHr{rc C

MHOfOrrn cJreHHbrMLr cyqecTByroulr4Mlr.

,,{aHnrre 3aMeqaHr4r He cHLrx{arcT TeoperlrrrecKyro v [paKTr4qecKyro 3HarrlrMocrb

pa6orn 3asq E.IO.

Pa6ora 3axq EreHu lOprennrr <ConeprueHcrBoBaHr4e orleHKpr KaqecrBa

o6cryxuBannfl Ha rpeArrpurruflx. cQepu 6rrroeHx ycnyr) coorBercrByer

rpe6onanuxir,t n.9 <<llonoxeHnx o [pucyxrAenkru yqeHbrx creneHefi>>,

Irpe,{btBnf,eMblM MuHncrepcrBoM o6pasoeanur u HayKpT P@ K Kaln4kr4utcKuM

AucceprarlLrrM. Anrop pa6orrr, Erena lOprenna 3asq, 4ocrofiua rrpncy)KAerrufl, eit

yueuoft crerIeHLI KaHAuAara gKoHoMr,rirecKr4x HayK no crrequ€urbHocrLT 08.00.05 -
3roHolvrnra vr yrpaBneHr4e HapoAHbrM xos.f,ficreoNr (.ro orpacnrM u c$epavr

Ae{TenbHocTr4, B T.q.: 3KOHOMUKa, OpfaHlr3arlr4s r{ yrrpaBJreHlre llpeAflplr_flTkrfl][;dvr,

orpacnrMlr, KoMrrJreKcaMr4 : c$epa ycnyr).
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