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rra aBTopeQepar Arlccepraqur 3aqq E.nensI IOprenHbI Ha reMy

<<ConeprueHcrBoBaHrre orIeHKr{ Kar{ecrsa o6cryrmuBa HHfl Ha rlpeArrpuqrlrfl x

cQepu 6rrroerrx ycJryD>, rrpeAcraureHnofi Ha colrcKaHne y'reuofi crerleHrl

KaHArrAara 3KoHoMr.rrrecKrlx HayK rlo c[eq[aJrbHocrlr 08.00.05 - 9rconovu{Ka rr

yrrpaBJreHrre HapoAHbrM xossficreom (no orpacJrflM u c{epavr AeflTeJrbHocrrlr B

T.II. : 3KOHOMIIKA, OPf AH II3AIIIIfl I{ YilPABJIEHIIE IIPEAIIPIIfl TIIfl MH, OTPACJIflMII,

KoMrrJreKcaMrr: coepa yc,uyr)

OrIeHxa Kar{ecrBa o6cnyNuBanyrfl. Ha npeArlpnflTnflx c$epsI 6HrosrIx ycnyr

flBJrreTc_f, oAHr4M r43 aKTyanbHbrx BorrpocoB B pa3BI4TI4I4 CQepbI obIToBbIX ycnyf.

B ycnonilsx [ocro{HHo pacryrqefi KoHKypeHrJuvr Ha pbIHKe 6rrronrrx ycJlyr B

Pocczz noBbrruaercr ypoBeHl rpeSosatruir norpe6urerefi u rrro6afl. opfaHI{3aIII4t,

opl4eHTr4poBaHHar Ha r4x Kar{ecrBeHHoe o6clyxuBawvre, .qoDKHa AHHaMI4T{Ho

pa3BuBarbc-s. B coBpeMeHHbrx ycnoBnrx Aocrl4r{b ycnexa Mox{Ho JIZITIb

rrpeAocTaBrreHr4eM ycnyr BbrcoKofo KarrecrBa, vr Alrfl. Toro, qro6rt nI4AIlpoBaTb Ha

pbrHKe 6rtroertx ycnyr, BalKHo cAenarb :a6ory o KJIIleHTax rlenblo pe3Burvrs.

opraHu3arlr4lr. Heo6xoAr,rMbrM ycnoBr4eM Anfl ororo craHoBl{Tct oIIeHKa KaqecrBa

o6cryNue auvrfl uorpeSzrenflMn ycnyf .

Baxsuu 3rIeMeHroM riayqnofi HoBH3HrI pa6omi E.IO. 3asu .gBJl'gerc-g

pa:paSorasutrfi ero MeroAurrecrcufi. noAXoA oIIeHKI4 KarlecrBa o6criyxunanrrs. vr

esQexrueHocrtr AerreJrbHocrr4 opraHu3arluu. CoucKareJIeM yroqueHo coAepx{aHl4e

rroH.f,Tr,rq ((KatrecrBo o6clyxuBaHtrfl>> rrpHMeHI,ITeJIbHo K npeAnpkIsrtrflld cQepbl

6trroerrx ycnyr, r{To fB;rflerc.fl ocuonofi Anfl pa3pa6orrn vr coBepIueHcrBoBaHI'I{

orIeHKr{ KaqecrBa o6cnyxurBanarfl.llpe4noxeHHaq E.IO. 3axq rriaccuSuKaql4,x ycJlyr

AononHeHa rrpr,r3HaKoM (creqra$ur<a npeAocraBrleHl4.tr ycnyD I,I BBeAeHI4eM B ero

cocTaB TaKI4X BI4IOB KaK AenOBbIe I,1 3KOJIO|IIT{eCKZe, qTO IO3BOJI'eT paorunpl4Tb

Bo3MoxrHocrb rrccJreAoBaHnfl. B c$epe 6rrroerrx ycnyr Lr pa:pa6oram cucreMy

lrHAr4KaropoB orIeHKr{ Karrecrea o6cry)KyrBaHut, orAeJIbHo Ant Ka)KAoro prx Bkrl.a.

flp e gnoNennufi aBTop c KHfi anropurM or{eHKI4 Karle crea o 6 cny >KkrBaHr4fl o np eAe Jl-aer



cTerreHb yAoBJreTBOpeHHOcTr4 noTpe6l4Tenefi KaqecTBOM O6clyx{vIBaHLLfl' IIO3BOJISeT

corrocTaBI4Tb KaqecTBO npeAocTaBJIteMbIX yOJIyf

KOHKypeHTHOe [perlMyluecrBo vr ycTpaHI4Tb

cy6lerruBHocrll pecnoHAeHToB.

Hecuorpr Ha HecoMHeHHyro IIeHHocrb

pe3ynbraToB, IIO HaIUeMy MHeHI4IO, HyXHO

oroyrcrByer o6ocsoBaHr4e err6pannofi rrreroAl4Kl{ oIIeHKZ Kar{ecrna o6cly>KnBalr'vrfl'

SERVQUAL.

Cya" ro aeropeSepary, AHcaeprar{LIoHH€uI pa6ora npeAcraBr.ser co6ofi

CAMOCTO{TEJIbHOE 3AKOHI{EHHOC HAYI{HOE I{CCJIEAOBAHI4E, OTBCIIAIOilIEE TPEOOBAHI4.trM

n.9 <<flo.noxenux o rprrcpKAeHuu f{eHbIX creneHefi>>, npeAr'.aBnteMblM

MuuracrepcrBoM o6pasonanr4fl. vr HayKrr P@ x KaHAI4AarcKI4M At4ccepralluqM. Anrop

pa6o6r, Eleua lOprenHa 3axq, 4ocrofiua npl4cyxtAeHurfl, eir yuenofi crerenl4

KaHArrAara 3KoHoMr4r{ecKr.rx HayK rro c[eIII4aJIbHocTI,l 08.00.05 3r<ououzra kr

ynpaBneHure HapoAHbrM xo3f,ficrnou (no orpacr-flM I4 cQepau AetrellbHocrl'1, B r.rl.:

3KOHOMI,IKA, opfaHLI3aul4t ynpaBneHl4e npeAllpl4fl'rnfl}'4l.{, OTpaCJI.UMI{,

KoMrIJIeKcaura : cQepa yclyr).
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