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Arcrya.nrHocrb Arq HayKrr rr [paKTrrKH.

ArryalrHocrb Ar4cceprar{uouuofi pa6orur 3a.flrl Enenrr
<<CoaepureHcrBoBaHze oIIeHKI'I KaqecrBa o6cnyx nBaHuAHa [peArrp vritr1rrxcseprr
ohIToBhIX ycnyr)) He BhI3bIBaer cotunenufi. Hecuorpx Ha rrrlrpoKoe Lr3freHze
TeoperLIrlecKux pr MeroAl4qecKrrx acleKToB KaqecrBa o6cnyxzBa]Hvra) MHorue
Bonpochl KaqecrBa n c@epe 6rrroarrx ycnyr ocrarorc.f, HepeureHHbrMLt urLr HocflT

Ar{cKyc cuonnrrfi xapaKTep.

C$epa 6rrrosrrx ycnyr rpeAcraBJrrer co6ofi
HarrpaBJreHU e poccuficrcoit 3KoHOMLTK U. lO tt 6rrroeHx
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- g,2 Yo, uto na 0,7Yo Hr4)Ke, qeM B 2012 f. B Kpr.r3ucnrrfi foA Ha AOJITO 6rrrosHx

ycJryr nprrxoALrJrocb 9,9 %. B 4oxprE:ucnrrfi rreplioA AoJIf, 6rrronrrx ycJlyr

AepxaJlacb Ha ypoBHe or 9 oh lo I0 %.

B [OcneAHee BpeMt BOIIpOC6I KaqecTBa, H&AeXHSCTI4'

KoHKypeHToc[oco6HocTI,I 6Hrosrrx ycnyr BbIXoAtT Ha nepBblfi ulan.

Brrcoroe KaqecrBo o6clyxlrBanufl. cranoBl{Tct HIaBHrIM KoHKypeHTHbIM

rrpeuMyrr{ecrBoM. O4nonpeueHHo rrocro.f,HHoe vr HenpepblBHoe yJlfr[reHlre

KaqecrBa craHoBr4Tcr AoJrroBpeueHnofi crparerllefi pa3Burkrs. opraunsaqufi B

q enrx Ao crlDKeH krfl , r4Mvr Ao JI ro cp oqHo f o yc II exa.

[pt rroAAepxaHvfl, ypoBHr KaqecrBa o6cryNlEBaHLrs. Ha npeArlpurlTkrsx

c$epu 6rrrosrrx ycJryr HyxHa He ronbKo coorBercrByroqat MarepkIulJlbHas.6asau

3ar4HTepeconannrrfi, BbrcoKornaruSuqkIpoBaHHblfi nepconal, Ho I'I peryJlrpu?u

orIeHKa KaqecrBa o6clyxzBaHufl. norpe6ureJl.lMrl ycJlyr, c IIenbIo eQQerrzBHoro

npvHflTrrs. ylpaBneHqecKofo pelueHrrt.

B Aracceprarlr4oHHoM r{ccneAoBaHkrvr E.FO. 3aaq ocHoBHoe BHI{MaHLIO

yAeJreHo paspa6orre reoperlrrrecKllx Lr MeroAllqecKux uonoxenuft rro

coBeprxeHcrBoBauuK) oIIeHKra KaqecrBa o6cnyxnBalr^vfle frl{TblBaloqnx

npeA1orrreHkrfl. uorpe6urelefi. Coucrarereu yrorlHeHo coAepxaHlae norrflTLrfl

(GaqecrBo o6cnyxtrBaHrrfl>>, paspa6orana cvrcreMa KpI4TepLIeB oqeHKI4 KaqecrBa

o6cnyNzBa;f.Ivr'. rrpeAJrox{eH aJrropLITM oIIeHKu KaqecrBa o6clyxuBaEvtfl'

pa:pa6oraH MeroAuqecrufi noAxoA K oIIeHKe ypoBH.fl BlrvrflHprs' KarlecrBa

o6cnyxnBa1vs. Ha ocHoBHbre gKoHoMLIqecKLIe rIoKa3areJIE e$QerruBHocrl4'

1n{LrrbrB€trorrlrafi creneHb BJrl4rrHr,rr coqrlanruofi yAoBnerBopeHHocru Ha rcoHe'rHrrfi

p e3yJI bTaT A ef, Te JIb H O CTI4 np e AnpvrflT r4fl .

Taruu o6pa^:otr,t, nrr6panuax E.IO. 3asq reMa Al4ccepralluonsofi pa6oru

flBrrflercfl. aKTy€rrrbHoitu c HaflHo-Teoperrlecrofi, u c npaKTu'IecKoff ToqeK 3pelJufl'.

O6uraq xapar$epl{cruKa Pa6orrr.

[uccepraqproHHair pa6ora E.IO. 3aqq cocrorlT vr3 BBeAeHIlf,, rPoX rJIaB,



3aKJrrorreHux,1u6tuorpaQuvecKoro crrr4cKa (208 nanrraenonanufi), 31 upulo)I(eHl{t.

Bo BBe.IIeHI{kI ALTCCepTaHT o6ocnosrrsaer aKTyiulbHocTb

r4ccJreAoB aFIkrfl. kr aHatwr3npyer crerreHb ee HayqHofi paapa6oraHHocrl4, orlpeAenter

o6rercr u npeAMeT l{ccJle4oBanvrfl, Qopruywtpyer IIeJIb vr 3a4aqu' pacKpblBaeT

HafIHyIo HoBIit3Hy' yKuBbIBaeT TeOpeTuqeCKyIo kr

3HaquMocTb[oJIrIeHHbIxpe3yJIbTaToBI,IccJIeAoBaHvIfl',

aupo6aqnu ronf{eHHblx pe3ynbrarax (crp. 3-1 0).

B uepnofi HIaBe <<TeoperuqecKlle noAxoAbl K oIIeHKe coquaJlbno'

3KoHoMkr.{ecKofi eSSerrunHocrll AeTTeJIrHOCTLI vr KaqecrBa o6clyxuBankrfl

HaceJreHLIrI rlpeArlputrr4flv.tkr cQepu 6rrrosHx ycJlyr)> Ha ocHoBe v3yrreuus

6onruroro MacclrBa Jrr.rreparypHbrx [crorrHLIKoB aBTopovr ruy6oro rI BcecropoHHe

paccMarpprBarorc.f, pa3ruqHhre rpaKroBKI{ rloHtrrlll (ycJIyrID) (crp. ll'14)'

coqlruulbHo-oKoHoMl{qecK€Ul eSQerrunHocTb) (crp. 25), a TarcKe u3flalorct

MeToAbI oIIeHKI{ u $arropbl, BJIIztIouII4e Ha KarlecrBo o6clyxraBaHufl'.

B nayrnux LrcrorrHl{Kax He pacKpbrBaercfl coAepxaHkre IloIJflwIt ((KaqecrBo

o6cryxuBa1vrfl>> [prrMeHlrreJrbHo K TaKLIM o6terrau KaK rlpeAnpvrflTns, cSepu

6rrrosgx ycnyr, pe3yJrbrar Aef,TeJrbHocrl4 Koropblx o6la4aet oco6ennocrftMvl)

uro o6ycJraBJrrrBaer Heo6xoAtrMocrb yroqHeHLIrI coAepx(aHuL troH.flTkrl{ (GaqecrBo

o6cnyNu Ba;nvrn>> (crp. 26 -29).

flpe4novTe:rtns. u rpe6onaHur norpe6rarelefi K ycJlyraM pa3luqHbl'

rrocKonbKy ycnyru HarrpaBneHbr Ha yAoBnerBopeHue p€BHbIX norpe6nocreit n

o6laAaror Lr11uBkrAy€rrrbHbrMrl rrapaMerpaMli rIpeAocraBJIeHLIt (npeur oK€l3aHrfl

ycnyw4 yclroBkrfl., Halrnl{kre CIeIII4€IIIbHO|O o6opy4onanvre, rorr,rQoPr,

oT3brBIIlIBocTb IIepcoHaJIa vI r.A.), qTo oTpax{aeTct qepe3 cooTBeTcTByIoqyIo

cr4creMy KpurepueB orIeHKLr KarrecrBa o6cnyxrnBalrturfl'. Brrrueusro)KeHHoe

oupeAeJlllno qenecoo6pa3HocTb AoIIonHeHzrI o6qeupuH-srofi rnaccuSuKal\vn

ycnyf rryTeM BBeAeHnf, HoBOTO ruaccusuKarlraoHHoro tIpI{3HaKa <<cueqnsura

rrpeAocraB lrenvraycJlyr) (ctp. 19'20).

I4syueuue cTaTvrcTnsecKoro MaTepu€ula TIO3BOJIIIJIO BhItBlITb coBpeMeHHbIe

HayqHo-IIpaKTuqecKyIo

rrprrBoAl{T cseAeHlar o6

TeHAeHrtrr4u pa3Br4Tr4x cfieprr 6rrrosrrx ycJlyr He roJIbKo B IIeJIOM no Poccun, IJo'vI



B pa3p$e ee KpyrrHefiurux Qe4epalrHbrx oKpyroB u orAeJIbHbIX perl{oHon (crp.

s2-62) .

Bo nropofi rJIaBe ArccepTalluonnofi pa6oru <<MeroAra'Iecrrfi noAXoA

oIreHKI{ BIrkrsHufl KaqecrBa o6cnyxuBankrr

eQ{errznHocrb) paspa6oralla cl4creMa

o6cnyxuBaHkrfl. (ctp. 67), cQopMrrpoBaHHafl. Ha ocHoBe nanenufi uorpe6nrelefi z

r{r{TbrBalouIat

OOCIYIKLIBAHLIfl

u3MepeHrlt Kaqecrna o6cly)KuBannfl

MeroALrKr4, rrpeAJraraeMbre sapy6exublMrl IlccJleAoBarenxun (GAP, DTR, Mystery

Shopping, (SERVQUAL)), clrcreMbr vr craHAaprbl, orpeAen.lrculue KaqecrBo

ycnyr (TQM, L[ecrr cufM, ISO, poccuircrcue craHAaprn). flocne 3HaKoMcrBa c

BbrrueIIepeqncreHHbrMZ MeroAaMn, aBTop IIpuIueJI BbrBoAy,

uolusuqr{poBaHH€ur MeroAtrKa SERVQUAL B uolsofi Mepe 14 onpeAeJll4rb

upo6leruubre Mecra, BJrr4rroul ue Ha coIII4€uIbHyIo yAoBnernopeuHocrb. llpuuniuax

Bo BHr.rMaHr{e crrerlr{$rury Ae.rrreJrbHocrll rrpeArlpu-rrnfi c$eprr 6rrrosblx ycJlyr,

xapaKTep BrrtrflHLrs, p€BnlrqHbrx SarropoB Ha KaqecrBo rIo3BoJIlIJI aBTopy BbIAeJIkITb

rroAKpLITepI4lI OIIeHKII Karle Crea o6cr y>KuBanvrfl'

ocHoBe srccueprnofi oIIeHKLI rlpoBoAl{nc.r

w olreAuHLITb kIX B rpynuu. Ha

or6op Hau6olee 3HaqnMbrx

noAKprrreplreB orIeHKLr KaqecrBa o6cryxuBaHus, AIrfl uorpe6zrenefi ycJlyr.

SrcnepraMr4 Bbrcryrralrv norpe6urelu 6rrroBblx ycJlyr, KoropblM npeAilo)KeHa

aHKeTa, BKIIOqarc)UI€UI [OAKpLTTepr{r{, cI{cTeMy paH)KI4pOBAHI4fl. nX nO cTeIIeHI4

BaxHocrr{, Bo3Mo)KHocrb BHeceHr4r AorIonHIareJIbHbIx rIoAKpLITepueB. O6pa6orrca

noJrfreHHbrx pe3ynbraroB rro3BoJrr,rJra aBTopy oro6parr nau6onee 3HarrLIMbIe

loAKprlrepuu u c$opnrnpoBarb cl4creMy, cocrotlqyrQ u3 22 noAKpkTTepvreB,

orIeHI4 BarcIqyro KaalecrBo o6cnyxu Baraufl .

3areu aBTopoM rrpeAnoxeH alrroprrrM oIIeHKII Kaqecrea o6cry)KvrBaHus''

BKJrroqaroryufi orarl c6opa uH$opuaqvlu, 3rarl o6pa6orxu znSopuaqzu vI

Ha coqu€InbHo-sKOHOMUqeCKyro

Kpr{TeplreB oIIeHKkt KaqecTBa

TEXHI,IqECKI4E VT

Ha rrpeArlpu.f,rkrflx

TICUXOJIOfl{qECKI{E

6lIrosrtx ycJlyr.

aBTOpOM I,I3rreHbI

ACTIEKTbI

fipx nu6opa

pa3rI{qHbIe

KaqecTBa

cuoco6a

MOAeJII4 I4

SopuupoBa:nvlfl. oIIeHKI{ KarIecTBa o6cnyxzBanvtfl) gTaII olpeAeneHut



AOCTOBepHOCTT4 U AOCTaTOqHOCTrI

o6cryxnBankrn (crp. 78-89).

Ha rrepBoM grarre KaxAoMy

rrccJreAyeMbIX

Pecuon,ueHTaMll tBJl.flrcTct

upe4upzxrufi. flepnar aHKera

wnQoprvraquu AIrfl LI3MepeHzrI KaqecrBa

pecrroHAeHTy rrpeAJlafarcTc.f, TprI aHKeTbI,

cQopvrupoBaHHbre Lr3 clrcreMhr rroAKprrreplleB, pa:pa6orannofi Ha ocHoBe MHeHuiI

uorpe6nrerefi.

o6crryxuBa:avrfl, BTop€u - onfl{AaHlre norpe6urerefi, Tperbr MI4HkIM€uIbHo

npr4 eMJreMufi yponeur o6cry )KvrBanLrfl, (crp. 6 8 - 7 0).

Ha nropoM grarre o6pa6aruBaercr unQoprr,raqus,, troryqeHH€ul Ha ocHoBe

aHKerHbIX AaHHbrX V pacCquThrBaerc.fi I4HAkrKarop KaqecrBa, olpeAeJItIouIuLI

ypoBeHb yAoBJrerBopeHurr uorpe6ureJurMr4 KarrecrBorvr o6cnyxuBankrs. (crp. 70-

72).

Tperufi 3Tarr BKJrroqaer noruaroByro upoBepKy qerhlpex rklrlore3 Ha

pe3yJrbrarax, roryqeHHbrx Ha BTopoM grane: fnuoresa Hl <<He cyqecrByer

3Haqr{TeJrbHbrx pautuuuit B o)KLIAaHr4rx or oK€BaHIrtx ycJlyru KJILIeHToB pa3rllqHblx

c€lJroHoB); fianoreza If2 <<He cyqecrByer pauruuuit B oIIeHKe MLIHIIM€IIIIHo

nplreMJreMoro ypoBux o6clyxurBaHus, KJrlreHTaMu pa3r[qHblx caJIoHoB KpacorbD);

fuuoresa H3 <<CyqecrByror pasnvrtufl, B orIeHKe KarrecrBa o6cnyxuBankrs.

KJrrleHToB p€BnlrqHbrx c€rJroHon>>; fuuoresa H4 <<CyutrecrByror pacxo)KAeHllrl B

orleHKax Boclprrrrkrr vr o)Kuqanvrfl. KJTLTeHTaMLI c€uIoHoB Kpacorhl). [.;lrs

LrcKrrcqeHr.r.rr BeporrHocrlr coBeprrreHvrs. crarvrcrl{qecKofi ouru6rclr II po4a (ror4a

cnyrafiuoe co6rrrue [pu3Haercr Hecryuafinrrvr) AocraroqHo rIoATBepAurb rpvr

rr{rrore3br u3 qerbrpex. llpoeepKa ruuore3 npoBoAurcfl, Ha ocHoBe perpeccl4oHHoro

anaJru3a c rrocrpoeHlreM ypaBHeHut perpeccuu (ctp. 63-89).

AnropHrrvr orIeHKLr KaqecrBa o6cnyxu Balavrfl, ocHoBaHH :'l.it sa ercueprnofi

orIeHKe rro3BoJrreT orrpeAeJrr4Tb cTerreHb yAoBneTBopeHHocTLI IIoTpeouTeJIeI4

KaqecrBorvr o6cnyxvrBaHvrs., corrocraBkrrb KaqecrBo npeAocraBnteMblx ycJlyr no

rrpeArrpuTnfM, BbrBr{Tb KoHKypeHTHOe [peLrMyIrIecTBo vr y cTpaHrITb HefaTI4BHbIe

uorpe6urenz 6rrroarx ycJlyr

orleHr{BaeT Bocnpr4flTkre KaqecTBa

rr o c Jr eA cr nut cy 6re KTuBHo crLI p e crl o HAeHTo B.



OOCJIVXC{BAHUI,

.IIC'TCJIbHOCTI4

Oco6ufi lrHTepec Bbr3brBaer parpa6orannrrfi MeroAuqecxrEfi rroAXoA K

oIIeHKe ypoBHf, BJrUflHVrfl. KaqeCTBa OoCTyXUBAHIIS. Ha OCHOBHbTe sKOHOMlrqeCKr{e

loKa3areJlrl eSSextuBHocrrl, yrrlrrhrB€rrou\vrir crerreHb Brrufi:ans. coquamHofi

yAoBnerBopeHHocrvr Ha KoHeqHhrfi peymrar Ae.rrreJrbHocrr{ npeArrpurrux (crp.

111-113). @opMr{poBaHr4e B3ar4MocBflzu pe3yirbraroB AerreJrbHocrr{ r,r KarrecrBa

oocJryxr4BaHr4fl, ocHoBaHo Ha Bblf,BJreHvru Koppenrqrrr4 rroAKpr4Tepr4eB KarrecTBa

o6clyxr.tBanufl, 14 ocHoBHbrx rroKrBarenefi gKoHoMr4qecxofi e@SemraBHocrr.r. B

KaqecrBe uH$oprraaquu I4crIoJIb3oBaHbr rroKa3areJrrr no Bocuplrrrrrro KaqecrBa

o6cnyxnBaHue, r.r s$Qexu4BHocrr4 Ae.flTeJrbHocrkr rrpeArrplrrrrnfi (peHra6elrHocrr,

QoH4oor4aua, [pol43BoAlrreJrbHocrb rpyAa, o6opavznaeMocrb o6oporuux

cpeAcrB, 3arparoor4aua).

B rperrefi mase pa6oru <<Paspa6orKa Meponpurruir rroBhrrrreHufl KaqecrBa

u corlr{€rJrbHo-3KonoMu.recrofi eSQemnBHocrtr

cSepu 6srronrrx ycnyr)> Lr3f{eHa cuequ$nra

coBeplxeHcrBoBaHrrt yilpaBJleHqecrofi AerreJrbHocur Ha rrpeArrpLrrTuflx c$eprr

6rrrosrrx ycJryr (crp. 115-128), rpoBeAeHa orIeHKa s$SerrunHocru rroBbrrrreHlrt

KaqecrBa o6cryxuBankrs. Ha rrpeAupuflrnflx cSeprr 6Hrogrrx ycnyr (cry. I28-

140). 3Aecr

TIOBbIIIIEHI4f,

)Ke [peAcraBJreHa arrpo6aqut

KAqECTBA OOCJIVXI{BAHUfl

s$QerrzBuocrr4 (crp. I 40- 1 55).

3aruro.renlre coAep)Klrr ocHoBHbre BbrBoAbr u peKoMeHAaL\uu rro

rrpoBeAeHHoMy rrccJreAoB alIuro .

Tarzu o6pa:ou, crpyKrypa rpeAcraBrennofi Alrccepraqraonnofi pa6oru

COOTBeTCTByeT JIOTI4Ke pelueHkIt OCHOBHbIX 3AAaq, BhIAeJIeHHbIX AJI' AOCTLDKeHLI'

locraBJrennofi aBTopoM rlenn. lloryreHnrre E.IO. 3asq pe3yJrbrarhr

rrpeAcraBJrsror 3HaqureJrrnrrfi BKJTaA B HayKy o6 gKoHoMuKe u y[paBneHuu

HapoAHhrnr xossficrBoM n c$epe ycJryr.

HonusHa ocHoBHbIx HayrrHblx p$yJrbraroB

I{ rIX 3HarrrIMOCTb AJrfl HayKH I{ rrpaKT[KlI.

Ocnonnrre HafrHbre p$yJrbrarbr, rroJr)AreHHbre aBTopoM :

HACEJICHI4fl

rrpe4npnxruir

npeAJrolKeHHbrx Mepolpr4flTyru

cpaBHlrTelrbHas. oqeHKa ux



YroqHeHo coAepx{aHr.re [oHflTr4r (KaqecrBo o6clyxuBaHrlr)

rIpI{MeHkIreJIbHo K rlpeArrpvrflTkrflv. c$epu 6Hrosrrx ycnyr, Koropoe [peAcraBJreHo

KaK coBoKyrlHocrb QyurquoHalrrbHbrx, TexHr{qecKrrx, screrr4qecKltx, caHr4TapHG-

r[TLIeHLIqecKLIX u gKoHoMlrqecKr,rx cnoficrn, yAoBJrerBopf,rorque norpe6Hocrn

qeJIoBeKa nnll lpyrrlbl nnAefi n coorsercrBur{ co cBorlM H€BHaqeHuerra (crp. 38).

PacruupeH nepeqeHb KJraccr4$zraqzoHHhrx KplrrepueB, AorroJrHennrrfi aBropcKr{M

rrpr{3HaKoM (crerlr4Sura rpeAocraB rrenurs. ycJryn (crp. 19 -20).

Paapa6oraua crlcreMa Kplrrepr4eB orIeHKu KaqecrBa o6cnyxnBaHLrfl.,

c$opvrzpoBaHHiul Ha ocHoBe nanenufi uorpe6zrelefi u yqr.rrbrBaroq€r.f,

TeXHI4qeCKLIe U UCLIXOJIOfl4qeCKkIe aCIIeKTbI KaqeCTBa O6CnyXuBAHLIfl, HA

rrpeArrpurrLrflx 6nroeHx ycnyr (crp. 67).

flpe4loNeH aJIropI4TM oIIeHKlr KaqecrBa o6cryxuBaHLrfl., BKJrroqarou\?rir

srar c6opa uu$opuaqnvl,orarr o6pa6orrz zuQoprvra:quu n QopuzpoBalufl. orIeHKLr

KaqecrBa o6cnyNuBaHvIfl,, sTarl olpeAeneHr{rr AocroBepHocrtt u AocraroqHocrn

un$ opvr a \vrkr Arrs. 14 3M ep eHr,rrr Kaqe crB a o 6 cnyx n Balavrfl ( crp. 6 3 - 8 9).

Paepa6oran MeroAuqecxuir rIoAXoA K orIeHKe ypoBHr Brrufl:aufl KaqecrBa

o6cnyxrBaHufl Ha ocHoBHbIe gKoHoMLrqecKue rroKa3areJrlr sS{errzBHocrr4,

yqllTblBarculr4lr crerleHb BIrufll;.Lrfl corlpr€urbHofi y4onnerBopeHHocrlr na roneqnrrfi

pe3ynbrar Aerrerrbuocrr4 rpeArpuruEx (crp. 1 I 1-1 14).

3Ha.ruNlocrb pe3yJlbraroB r4ccJreAoBaHLrfl. AJrr HayKLr 3aKrrcqaerc.fi B ToM,

qro reoperl4rlecKlle rloJlox(enufl. Hacro.aqefi pa6oru MoryT 6rnr vcrroJrb3oBaHbr B

Ha)nrHo-I4ccJleAoBarenrcrcofr Lr [perroAaBaremcrofi Ae.flTenbHocrtr, a raruKe

yqreHhl rlpla paapa6orre yre6nrrx [polpaMM uo Ar4cr{rrrrJrr{He <<3ronovrurca

cepBr4ca)).

llparcruuecK€ur 3HaquMocrb 3aKJrroqaercr B Bo3Mo)KHocrLr

coBeplrreHcrBoBaHLrr oqeHKLr KaqecrBa o6cnyxuBaHvfl. Ha rrpeArrpuflTutrx c$eprr

6rrrosrrx ycnyr Ha ocHoBe rrplrMeHe:aLrs. paspa6oranHofi cncreMbr noAKplrrepueB

orIeHKH KaqecTBa, €urfopr{TMa v MeToALrKz.



OcHosHHe noJrox(eHvrs. Anccepraql..Il{ orpax(eHbl B aBTopeSepare, a raKxe

coAepx(arcr B Haf{unx ny6nr,rKarlurx colrcKarem (17,I{3 HLIX 7 a xypHalrax)

BKJrroqeHunx BAK PO s flepe.renr perleH3upyeMbrx HafrHbIX uzpaunfi.).

PercovreHAarltlll rro [crroJrb3oBaHr{ro p$yJrbraroB rr BbIBoAoB Alrccepralltltl.

Pa:pa6oraHHbre B Alrcceprarrvrkr reoperr.rqecKr4e r4 MeroAr4qecKrre rroAxoAhr

coBeprxeHcrBoBaHr4r orIeHKu KaqecrBa 6uronux ycJryr, c rleJrbrc orrpeAeJleHl4t

nyrefi rroBbrrrreHr{s KaqecrBa o6cnyxuBann,fl, rrpeAcraBJrrror co6ofi BKJTaA B

perrreHrre upo6reurr [porpeccr{BHoro pa3Btrrvrfl, rrpeAnpkrflrufi cQeprr 6rrronux

ycnyf.

llparrt,rvecKoe 3HaqeHkre Haf{Hhrx [ono)KeHzfi pa6oru 3aKJrrcqaercs B ToM,

rrro [peAJroxeHHar clrcreMa Kpr.rrepr4eB orIeHKr{ KarrecrBa o6cryNraBalavfl, u

aJrropr4TM orleHKr.r KarrecTBa o6cryNnBaHnfl. MoryT 6rrTb ucrroJrb3oBaHhr Ha

rrpeAnpvrrkrflx cSepu 6rnoeHx ycnyr.

Cquraeu qerecoo6p€BHbrM rrpoAoirxorrb pa6ory B Ha[paBJIeHnLI

coBeprrreHcrBoBaHrrr orleHKrr KaqecrBa o6cnyxuaankrs, Ha npeArrpurflTkrflx cQeprr

oblToBbrx ycnyf.

O6rrlrle 3aMerranlrq.

flpusnanax reoperuqecrgrrc v [paKTurrecKyro rleHHocrb BbrBoAoB kt

peKoMeHAalquir, npeAJro)KeHHbrx aBTopoM ALrcceprarlzonnofi pa6omr,

cBLIAeTenbcTByIoUuX o HafIHoLI 3peJIOCTLI aBTOpa I4 ero JII{IIH0M BKJIaAe B Teopulo

SKOHOMIIKLT U yTrpaBJIeHLIrr HapOAHbrM XOgsfiCrSOM, CqrrTaeM HyX(HrIM OTMeTLITI

HeKOTOpbre HeAOCTaTKVTU Ar4Cr<yCCLrOHHbre [OJrO)KeHVr5, UMerOrqI4e MeCTO B paOOTe:

1. B uaparpa$e I.2. <Cyrr1nocrr coqzaJlbHo-eKoHoMu.Iecrofi

e$$errunHocrlr Lr Karrecrna o6crryxnBankrr>> BbrAeneHo noHrIT[e gKoHoMlIrlecrofi

aQSerrmHocrLr u KaqecrBo o6cnyxunaHvrs., oAHaKo He cAenau aKI{eHT Ha

orrpeAeJreHkrurcorlkrarurofi sQ$errznHocrll.

2. B uaparpa@e 1.4. <<ConpenreHHhle reHAeHI{uu pa3Burus, cQeprr

6rrronrrx ycnyr s Pocczficrofi @e4epaqnn) rrpoaHaJrLr3rrpoBaHbr crarvcrllrlecKlte

AaHHbre rro oKa3aHuro 6rrroBhrx ycJryr s PoccuLI, BbItBJIeHbI HaEMeHee pa3BHTbIe



perproHbr Poccuu uo o6teuy 6Hrosrrx ycJryr. Heo6xogtlMo AoTIoJIHI{Tr AaHHbIe no

rroKa3areJlf,M, xapaKrepll3ylotqne cocrotHl,Ie cSepu 6rrrosrrx ycJlyr rlo

Hosocu6upcKy.

3. I4gnoxeHnrre cyrr4 MeroAkrK orIeHKIl KarlecrBa o6clyxuBaHnfl. He

AonxHbr HarroMrrHarb r{HcrpyKqr{ro, qerecoo6pa3Ho yK€Barb yKa3blsarr o6racrb I,IX

BO3MOXHOTO npZMeHeHLUr LI aKrIeHTI4pOBaTb BHLIMaHLIe Ha rry. AOcToI4HCTBaX I{

HeAocrama< (crp. 3 8-5 1 ).

4. Oqeura KaqecrBa o6clyxznaHufl, Ha npeArrpuflrLrflx cQeprr 6rrrosrrx

ycJryr npoBeAeHa Ha ocHoBe MeroAr{KH SERVQUAL, neo6xoAl4Mo BhIAeJIurb

rrper4MyrrlecrBo AaHuofi MeroAr4Kr.r nepeA ocrulrIrHhIMLI I{3freHHhIMI4 MeroAI,IK€lMI{.

5. B naparpa$e 3.3. Allccepralluonsofi pa6oru <Aupo6aqzx

npeAno)r(eHHbrx laepoupzxrufi rroBbrrrreHkTrl KaqecrBa o6crryNznanvs. kr

cpaBHr{TeJrbH€ur orIeHKa ux eS{errnBHocrr,D) ueo6xoAnMo cpaBHI4Tb pe3yJlbrarbl

I4ccJreAoBalufl, no oIIeHKr4 (BocnpuflTr4fl>> KJrueHTaMI,I KaqecrBa o6cnyxvrBanvs. Ao

kr [ocJle npvrldflTprfl, Mep IIo coBepIxeHcTBoBaHI4Io KarIecTBa oocJIy)KuBaHVfl..

3arcrrcqeHue.

OrueqenHbre 3aMerraHur He cHr4x€rror Hafrnofi qenHocrI4 rlpoBeAeHHoro

LrccneAoBaHvtl) ero reoperz.recrofi u upaKTlI.recrofi 3Harll4Mocru. O6reM I{ cocraB

ouy6nzrcoBaHHbrx E.IO. 3axq pa6or rro reMe ALIccepraIILIoHHoro LIccJIeAoBaHLrfl

AocraroqeH Anlt Tofo,.ruo6rr cyAI{Tb o p$yJrbrarax, rIoJIfreHHbIX coLIcKareJIeM.

AmopeQepar v rry6nmaqun B uomroft Mepe oTpa)KaIoT ocHoBHoe

coAeplKaHne AvrccepTarlnu vr rro3BoJUrIoT cyALITb O CTeIIeHLI IIOJIHOTbI Lt

3aKoHqeHHocrtr pa6orn B coorBercrBl4rr c [ocraBJIeHHbIMLI aBTopoM IIeJIbIo I,I

3A/J.AY.A]N'IVI.

TaxHu o6pa^:ou, npeAcraBneHH€ur Ha paccMorpeHlle AI{ccepraIILroHHas

pa6om flBllxerc , caMocrorreJrbHbrM, apryl\4eHTI4poBaHHbIM vr 3aBepIueHHbIM

krccJreAoBaHrreM s o6racru gKoHoMr4KvruynpaBIrenvfl, HapoAHbINa xossftcrBoM.

Pa6ora 6asupyercs. Ha coBpeMeHHbrx AocrLIlKeHkIrIX Teopuu u ilpaKTuKlI B

SKOHOMHKe, JrOfLrqHO CTpyKTyprrpoBaHa I{ rIocneAoBaTeJIbHo II3JIO)ICeHa.



Y.rnrrrsar aKTy€urbHocrb reMbr r{ccJreAoBanvrfl, B€DKHocrb paccMorpeHHbrx B

pa6ore npo6leu, o6ocnosaHHocrb u AocroBepHocrb uonoxenraft vr BbIBoAoB'

TeopeTuqecKyrc u [paKTr,rqecKyro 3HarrLrMocTb noJryqeHHbIX p$yJIbTaTOB, MO)KHO

cqr.rrarb, qro AucceprarluoHH€ur pa6ora col4cKareJrfl coorBercrByer rpe6onaHLIlIM rI.

9 lloloxeuu-s o rrpucyx,qelnvu f{eHbIX creueHefi>>, yTBepXAeHHoro

flocranosreHlreM llpanurelbcrBa P(D or 24.09.2013 }lb842, a Enesa lOprenua

3asq 3acJry)KlrBaer rrpucyxAeHr4r yreHofi crerleHll KaHAI,I,qara gKoHoMI{qecKI4x HayK

ro clequarrbHocrlr 08.00.05 - SronouuKa vr ynpaBJleHue HapoAHbIM xo3.f,ftcrsoN,I

(tro orpacJurM u cQepau AerrenbHocrrl, B T.rI.: gKoHoMLIKa, opraHLI3aIIurI u

yrrpaBJreHue npeArlpvIiITrInvrvI, oTpacJrtMLI, KoMTIJIeKcaMLI: cQepa ycJlyr).

Orsrrs Ha AlrcceprarllroHHyrc pa6ory z aeropeSepar paccMorpeH u o4o6peH

Ha 3aceAaHraz ra$e4prr SronoMr.rKa, opriurll3allufl. Lr KoMMepqecKarl AetrTeJlbHocrb

@fEOy BIIO <<flosomKcrcuit rocyAapcrseHHHfi yHI4BepcI,Irer cepBrlcD)

(uporoxotNtffor << /t>> /.///cc't 2015 ro4a).

3ane4yrorqnfi ra$e4pofi <<SronoMLIKa,

OpraHIiI3aIIu-f, LI KoMMepIreCK€tf, AetTenbHocTb))

OfE Oy BIIO <<flonolxcrcufi rocyAap crnenHstft yHuBepcl4rer cepBuca>),

AoKTop SKOHoMLIqecKLIX HayK,

npoSeccop BaruMaqHr4KoBa EreHa BalenrusoBHa

Agpec: 445677, Cauapcxar o6nacm, r. Tom.arrkr,YL farapuua, A.4

pa6ouuit rere$oH: 8 (8482) : kaleio@tolgas.ru

BIIO <IIBrYC>
LH.3enesqosa


