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CTonp K€ €AUHOIJIACHO XBaJIAT JICTOIIMCH OOIIee
TOCTEIIPHUMMCTBO CJIaBSH, PEAKOE B IPYTHUX 3EMIISIX U
70 HBIHEITHETO BPEMEHH OOBIKHOBEHHOE BO BCEX
CIIaBSIHCKHUX... BCAKUN TMyTEIMIECTBEHHUK OBLT IS
HUX KakK Obl CBSIIIEHHBIM: BCTPEYAJIU €ro C JIACKOM,

yToIanu c pPasoCThIo, MIPOBOKAIN c
0JIarOrOBEHHUEM. ..
H.M.Kapam3zun
NMPEAUCJIOBHUE

['ocTUHUYHBIN U pecTOpaHHbI KOMIUIEKC SBJISETCS BaXKHEHIIMM 3JIEMEHTOM COLMAIBHOM cephl, a TaKxke
urpaer OOJIBUIYIO pOJib B MOBBIMIEHUH 3((EKTUBHOCTH OOLIECTBEHHOI'O MPOU3BOJACTBA, U COOTBETCTBEHHO,
pOCTEe KUZHEHHOTO YPOBHS HACEJICHUSL.

Kak noka3spIBaeT onsIT, 3KOHOMUYECKHE MPe0Opa30BaHus MOCIEAHUX JIET HE TOJIbKO HE YIYUYIININA CEPBUC B
TOCTUHUYHOM U PECTOPAHHOM XO3SIIICTBE, HO B psiie CIy4yaeB KauecTBO OOCIYXUBaHUS B HEM CHHU3UJIOCH.
Oco0eHHO ATO OIIYIIAIOT Ha ce0e MHOCTPaHHBIE TYPHUCTHL. BMecTe ¢ TeMm B mocieaHee BpeMs MOSBHIUCH U
BBICOKOpA3psIHbIE OTEIH, KOTOPhIE HYK/IAl0TCA B MEHEKEpax pa3HbIX YpoBHeH. B HacTosIiee BpeMs mpouecc
00yueHHs KBATU(PUIMPOBAHHBIX CIIEIUAINCTOB JJIl TOCTUHUI] U PECTOPAHOB HAXOAUTCS Ha HAYaJIbHOM CTaHH.
B »sT0i1 cBs3u yueOHOEe mocobue "MEHEIHKMEHT TOCTHHHMII U PEeCTOPAHOB" OKaXET MOMOIb B IMOATOTOBKE
MEHEDKEPOB JIJIsI TOM BAXKHOU M CIIOKHOU cepsl.

C nauana 90-X TOJI0B Ha pbIHKE 3KOHOMHYECKON JINTEPATYPHI MOSBUINCH NIEPEBEICHHbIE HA PYCCKUH SI3BIK
KHUTHY 3apyOeX HBIX aBTOPOB, MOCBSIIEHHbIE IPOoOIeMaM yrpaBieHHUs B cepe TOCTUHUYHOIO U PECTOPAHHOTO
O6usHeca. Bece 3T u3gaHus MOCTPOEHBI HA aHANIU3E EATENbHOCTU MPEINPUITUN TOCTEIPUUMCTBA B CTPaHaX C
Pa3BUTOM PHIHOYHOM 3KOHOMUKOM. B npennaraeMom ydeOHOM MOCOOMH MaKCUMaIbHO YU4T€H U 0000IIEH OMbIT
yIpaBlieHUsT TOCTUHHMIIAMU M PECTOpaHaMM B JIPYIMX cTpaHax. B OCHOBY mocoOMs IMOJIOKEHAa repMaHCKas
MOJIENIb YIPaBJICHUS MPEANPUATUIMU T'OCTEPUUMCTBA, MAaKCHUMAaJIbHO aJalTHPOBAaHHAS K YCJIOBHUSAM Hallel
NENCTBUTEIBHOCTH.

Cnenyer uMeTb B BHJY, YTO aBTOPbl HE paccMaTpUBAIOT JOCKOHAJIbHO BCE BO3MOYKHBIE ACHEKTHI
MEHEPKMEHTa FOCTUHUI U pecTOpaHoB. Takas 1elb HE CTaBUJIACh, IIOCKOJBKY PsJl BOIIPOCOB MEHEIKMEHTA,
KOTOpbIE MPUMEHUMBI U JJI1 UHIAYCTPUU TOCTETIPUUMCTBA, CTYIEHThl U3y4aroT B Apyrux kypcax ("OcHOBbI
MenemxMenTa", "Kyneryponorus", "Ilcuxonorus u atuka", "lenosoii atuket", "OCHOBBI TUIIIOMATHH" | JIP.).
[ToaToMy aBTOpPBI COWIM HEOOXOOUMBIM PACCMOTPETh MPEXKIE BCEr0 MPUKIIAJHBIE ACIEKThl MEHEIKMEHTa
TOCTUHUI[ M PECTOpPaHOB, a Takke HauOojiee 3HAUYMMbIE BOIPOCH KJIACCUYECKOTO MEHEIKMEHTA,
MHTEPIPETUPOBAHHBIE K HHIYCTPUH FOCTEIPUUMCTBA.

C yyeToMm TOro 4yTo 3TO MO CYTH IEPBOE OTEYECTBEHHOE yueOHOE MocoOue Takoro TUIa, aBTOPbI OyayT
OJaroJjapHbl 3a 3aMeYaHusl U MPEI0KEHUS 10 00BbEMY U COJIEP/KaHUIO KHUTH.

ABTOpBI BbIpa)KaroT 0JaroJapHOCTh B MOJATOTOBKE PYKONHMCH CBOUM KoJileram ¢ Kadeapbl yIpaBiIeHHS
Typu3MoM Bo TiaBe ¢ npodeccopom dypoBuuem A.IL., pextopy BI'DY mpodeccopy Kapceko P.M., a Taxxke
PYKOBOJICTBY u3natenbcTBa "HoBoe 3HaHue" U tupektopy uzaarenbckoro nentpa bI'DY Yecnokosoit JIA.

I'JTIABA 1 TOCTUHUYHOE U PECTOPAHHOE XO35IHCTBO KAK OB BEKT
YIIPABJIEHUSA

1.1. DBo/ronMs MpeANPUATHI HHAYCTPUH FOCTENPUUMCTBA
PaCCManI/IBaSI 3BOJIIOITUIO Hpez[npmm/lﬁ HHAYCTPHUU TOCTCHPHMUMCTBA, MOXHO BBIACIWTL IICPUOBI,
KOTOPBIE B HCTOPUYIECKOM IUTaHE COOTBETCTBYIOT IIEPHOAAM Pa3BUTHUS YEIOBEYECKOTo 00IIecTBa:
® IPEBHMUI;
e CpeHEeBEKOBKE;
e HoBoe Bpems;
® COBPEMEHHBIN ITEPUO.

JApeBuuii nepuona (IV Teicsiuesierue 10 H.3. — 476 1. H.3.)
K sromy mepmomy oOmiecTBeHHOTr0 pa3BUTHsI OOJIBIIMHCTBO HCTOPUKOB OTHOCST TMOSIBIICHUE IEPBBIX
TOCTEBBIX MPEANPHUATHN — MPOOOPA30B COBPEMEHHBIX TOCTHHUI[ M PECTOPAHOB. YTIOMHUHAHHE O TOIOOHBIX
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MPEANPUATHIX — TaBEpPHAX — COJEPKUTCS B APEBHUX MaHYCKpPUITAaX, OJHUM U3 KOTOPBIX SIBIISETCS KOAEKC
naps BaBunonnu Xammypanu, HanncanHblid npumepHo B 1700 roxy o H.3.

B [lpeBnei I'peruu B I ThicAueneTun 10 H.3. TaBEPHbI SBJISUIMCHh BAXKHBIM 3JIEMEHTOM COLUMAIBLHOU U
pPEIUTHO3HONW JKM3HU. XOTS B TaBEpHaX HMEJIUCh IOMELIEHUS Ul pa3MEUIeHUs] MyTelIeCTBEHHUKOB, B
OoJIbIIEH CTENEHW OHU IpeAHa3HAualIMCh JJIs MPEAOCTaBICHHS yCIyr NnuTaHus. Pa3BuTue e TOpProBiu U
CBSI3aHHbIE C HEW JJIUTENIbHbIE pa3be3/ibl TpeOOBaIM OpPraHu3allyd HE TOJIBKO MUTAHMS, HO U Howiera. JTo
00CTOSITENLCTBO U MPENIONPEIEIUIIO OSBICHUE JPYroro TUIA MPEANPUATUN — MOCTOSUIBIX JIBOPOB.

Haubonee pa3BerBiieHHas CeTh MOCTOSJIBIX JIBOPOB ObLIa co3JaHa Ha Teppuropund Pumckoil ummnepuu.
JIlpeBHEpUMCKHE TOCTOSUIbIE JABOPHI PACIoJiarajuch BJOJb TJABHBIX JOPOI B TOpojJax M JEpPeBHAX Ha
PacCcTOSIHUU OJIMH OT JPYroro npuMepHo B 25 Muiib (40,225 km).

Crporasi kiaccoBasi CTPYKTypa, JieKaBllas B OCHOBE PuMCKOro rocynapcrBa, OKaszajla BIMSHHUE Ha
NEeSITEIbHOCTh MPENNPUSITUI TOCTENIPUUMCTBA TOTO BpeMEeHH. B uyacTHOCTH, pacceleHHe MYyTelIeCTBYIOUX
3/1eCh MPOBOJMJIOCH MO KJIACCOBOMY IpH3HaKy. Hukorja Kymiibl, TOProBLbl U APYrue MYTEIIECTBYIOIINE U3
[POCTOr0  HApoJa HE MOINIM ObITh MOCENEHbl PSAJOM C TOCYAAPCTBEHHBIMU  CIYXAIIUMH U
[IPaBUTEJIbCTBEHHBIMH TOHI[AMH. DTO OOCTOSITENILCTBO MOBJHMAJIO HAa KAYECTBEHHOE COCTOSIHUE IMOCTOSIIBIX
nBopoB. Te, B KOTOPBIX OCTaHABIMBAJIUCH IPEICTABUTENIM ApPUCTOKPATHH U TOCYJApCTBEHHbIE YMHOBHHKH,
CTPOMJIMCH IO BCEM IMpaBUiIaM apXUTEKTYPHOTO MCKYCCTBA M IpeJyUlaraiy Mo TeM BpeMeHaM LIUPOKUNA CHEKTp
yciryr. BriocnencrBun Mapko Ilosio roBopwiI, 9YTO Ha TaKUX MOCTOSUIBIX JBOpaxX M "KOPOJIO OCTAHOBUTHCS HE
3a30pHO"*.

* Yokep [Ix. Beenenue B rocrenpunmctBo. — M.: FOHUTH, 1999. C.12.

TaBepHBl U TOCTOSUIBIE JABOPBI, IpEIHA3HAYEHHBbIE A OOCITYKUBAaHUS TPAXKIaH HHU3LIMX COCIIOBUH,
npeiarajii MUHUMaJbHbIE YCIOBUS AJIs Houslera u oTasixa. Harpumep, oueHp 4acTo MyTelecTBYIOIINE CIIaau
IIPOCTO Ha COJIOME, a YTOOBI HE 3aMEp3HYTh B XOJIOJHOE BpeMs rojia, IPWKUMAINCh K TEIUIOMY OOKY CBOEM
sowaau. O KaKOM-TO JIOTIOTHUTEILHOM KOM(opTe HE ObLIO U peyH.

OrpomMHyt0 poJib B TMOSIBIEHUHM HPEINPUITUA TOCTEIPUUMCTBA CHIIPAJIO Pa3BUTHE TOPrOBBIX CBS3eH Ha
bmmxuem Boctoke, B A3un u 3akaBkazbe. [1o TeppuTopuu 3TUX pErHOHOB MPOXOMIN KPYITHEUIIINE TOPTrOBbIE
MyTU, MO KOTOPBHIM JJIMHHBIMM TOTOKaMHU JIBUTaJIMCh KapaBaHbl C TOBapoM. Jlisi opranuzaunuu Howiera
YYaCTHUKOB KapaBaHOB BJIOJIb TOPTOBBIX IYTEH CO3/1aBajUCh ClIEHUAIbHbIE MYHKTHl pa3MeIlleHUs] — KapaBaH-
capau, BKJIIOYAIOUIUE, KaK MpaBuiIoO, MOMEIEHUs JJIs JI0Ae U 3aroHsl Ajs BepOIooB U somanei. Bee 3o
OBLIO OKPYXXEHO KPETOCTHOW CTEHOM, 3alllMIIaoNIel OT IPUPOJIHBIX CTUXUM (BETpa, 10K s, OypH), a TaKXKE OT
rpabuteneit u pa300HHUKOB.

[locne manenust Pumckoil ummnepuu B 476 roay H.3. Hayajcsi HOBBIM ATall B Pa3BUTUM INPEANPUSTUI
rOCTENPUUMCTBA.

CpenneBexoBbe (V - XV BB. H.3.)

Ha pa3Butue npeanpusiTuii rocTENpUUMCTBA B CPEIHHE BEKa OIPOMHOE BIUSHUE OKa3aJld PEIUTHO3HbIE
Tpaguuuu. B 3TOT nmepuosa pe3ko yBEIMYMIOCHh KOJIMYECTBO JIFOJIEH, COBEPUIABLINX IMAIOMHUYECTBA K CBATHIM
MecTaM. LlepkoBb 00s3bIBaa MOHACTBIPU OKa3bIBATh TOCTENIPUMMCTBO MMaJOMHUKAM, OPraHU30BbIBATh JIJIsl HUX
HOWIET, NPEIOCTaBIATh IWTaHWE. B 3TO BpeMs NOABIAIOTCS W JPYrHME 3aBENCHUS, OCYIIECTBIISIOLINE
nonoOubie pynkuun. Hampumep, dpankuiickuii Kopoib, a BrnociaeAacTBun umneparop Kapn Benuxuit (742—
814), mokpoButenbcTBYs 1IepkBH, B VIII Beke yupea cnenuaibHbie 10Ma ISl OTAbIXa MAJIOMHUKOB. O1H U3
TaKHUX JJOMOB, a00aTcTBO B POHCENbBAIBCKOM YIIIEIIbE, IPEAOCTABIUI CTPAHHUKAM PaayLIHbIi IpUEeM Y BOPOT,
OecriaTHBIA XJ1e0, YCIYrM IUPIOJIbHUKA, CallOKHHKA, (QPYKTHl M OpEeXH M3 3aKpOMOB ab0aTCTBa U MHOTOE
Ipyroe.

Cronp MIMPOKOE MPEAOCTAaBICHUE MOHACTHIPSAMHU OECIUIATHBIX YCIYT MYTEIIECTBYIOLUIUM CIACPKUBAJIO
pa3BUTHE YAaCTHBIX MPEANPUATHI pazMenieHus. B AHrimu 601b110H TOJYOK K Pa3BUTUIO YACTHBIX MOCTOSIIBIX
JIBOPOB M TaBepH ObLI JaH JMIIb B mepuoj] nosznHero CpeaHeBeKoBbs M 0cOOEHHO BO BpeMs Pedopmarniumy,
Korjaa anrauickuil kopoisib I'enpux VIII mpoen cekynsipusanuio MoHacThipeil®. HUKTO U3 cTpaHCTBYIOIUX
y)K€ He MOr OO0JbllI€ pacCYUThIBaTh Ha OECIIATHYIO OCTAHOBKY B MOHACTBIPAX U BBIHYXJEH ObLI OCTaHaB-
JIMBATBHCSl HA YACTHBIX MOCTOSUIBIX ABOpAXx.

* Cekysspu3alius — oOpallleHHe TOCYAapCTBOM IIEPKOBHOI COOCTBEHHOCTH B CBETCKYIO.

B XII—XIII Bekax nmocCTosuible IBOPBI — MPEIIIECTBEHHUIIBI IIEPBBIX TOCTHHUI] — MOSBWINCH Ha PycH.
Torna onu Ha3pIBAIKCH "'ssMAMU" ¥ pacoiaraIMCh OJUH OT JPYTOro Ha PACCTOSTHUM KOHHOTO mepexonaa. B XV
BEKE MOCTOSJIBIE ABOPHI CO3AABAIMCH MPU MOYTOBBIX CTAHLIMSX, HAXOIAUIUXCSA B BEACHUU SIMCKOTro mpukaza™.
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K XV Beky Takxke OTHOCUTCSI CTPOUTENIBCTBO B OOJBIITUX PYCCKUX TOPOJIaX TOCTUHBIX TBOPOB, OTINYAIOIITUXCS
OT TIOCTOSUIBIX TEM, YTO TOMHMO pa3MEIIEHUs U TMUTaHUS 37IeCh MMEIHUCh BO3MOXXHOCTH JUIsI COBEPIICHHS
KOMMEPUYECKHX OTEpalnif, TO €CTh B TOCTHHBIX JBOpPaX OOBEIUHSIUCH MEOIUPOBAHHBIC KOMHATHI, TOPTOBBIC
psAIbl, MaBKH, CKiIaabl. Kak mpaBuio, Bce 3TO OOHOCHIJIOCH CTEHAMH M OAllHSIMH C BBHE3THBIMH BOPOTAMH.
Paccenenne mHOCTpaHIIEB B TOCTUHBIX ABOPAX MPOBOIWIOCH IO HAIMOHAILHOMY npu3Haky. B Hosropome B
XV—XVII Bekax cymiecTBoBayiM "HeMeUKuil" U "roJutaHACKuil" TOCTUHBIE ABOPHI, B MoCkBe — "armuikmii",
"rpeueckuit”, "apMaHckuil" u ap.

* SIMckoi MpHKa3 — IIEHTPANbHOE OCYIApCTBEHHOE YUpexIeHHe B Poccuu, Bemaroliee opraHu3aiueil mepeBo3oK, Ciyx6oit
SIMILIUKOB U JIp.

B XIII Beke roctunbie nBopsl nossmwinch B Buredeke, ['poano, bpecre, CnonumMe u apyrux 6enopycckux
ropoaax. CrenuanbHble TOCTHHBIE ABOPHI st Oernopycckux KymimoB B XV—XVI Bekax OblIM MOCTPOCHBI B
bpsaucke, Bsazeme, Mockse.

[IporpeccrBHBIM HalpaBICHUEM JEATEIBHOCTH NPEANPUITHI TOCTENPUUMCTBA B CPEIHEBEKOBBIN MEPHUO]T
SBWJIOCh CO3JJaHHE MEpBbIX MpodeccuoHanbHbIX accouumanuil. Tak, B 1282 roay TpakTUpIIMKU Topoja
®nopeHuuu B Mtanum oCHOBAJIM CBOIO TUJIBIUIO.

Hogoe Bpemst (XVI B. — Hauyano XX B.)

K XVI Beky OTHOCUTCS OTKpPBITHE MEPBBIX KO(EEH, CTABIIMX LEHTPaMU KyJIbTYpHON U JIUTEpaTypHOI
KU3HU TOTO BpeMeHHU. VX MOSIBICHUIO CIOCOOCTBOBAJIO pacmpocTpaHeHue B 3amagHod EBpome Takux
AK30TUYECKUX HANUTKOB, Kak kode u yail. [lepBbie eBponeiickue kodeiHu OblLTM OTKPBHITHL B 1652 roay B
Jlonnone u B 1683 rony B Bene. B uactHocTH, B Bene BnepBbie ObUT peasioskeH Kode, MoAcIalleHHbIH METOM
u pazbasneHHbll MosiokoM. K konny XVII Beka kodelinn Ha EBpomneiickoM KOHTUHEHTE CTaJId JIOBOJIBHO
pacnpoCTpaHEHHBIM sIBJIEHHEM. B KpyIHBIX TOpoax UX KOJIMYECTBO JOCTUrai0 HECKOJIBKUX JAECITKOB.

K paccmarpuBaeMoMy nepuoay BpeMEHM OTHOCUTCS OTKpbITHE B 1553 roay B Ilapuxke nmepBoro pecropana
"Typ n'Apxan", KOTOpbII Ha HPOTSHKEHUM JBYX MOCIEOYIOIIUX CTOJIETUM OCTaBajCsl COBEPIIEHHO
YHUKQJIbHBIM 3aBEJICHUEM, MOTOMY UYTO €ro €IUHCTBEHHas (YHKIHUS COCTOsIa TOJIbKO B IPEIOCTaBICHUU
nutanus. Cam sxe TepMuH "pectopan” Obul ynoTpeOsieH 3HaUuTeIbHO 103%e, Bo BTopoit nojosuHe X VIII Beka.
CnoBoMm 'restorantes" (BO (paHIIy3CKOM $s3BIKE€ O3HAYaIOMEM 'YKpPEIUISIONINM, BOCCTaHABIMBAIOIIHI'")
Ha3bIBAJICS CYII, SBJISIOLIUICS TJIaBHBIM OJIF0JIOM KPYTJIOCYTOUHOM MapHKCKOW TaBepHbI rocnoauHa bymnanxe,
KOTOPOTO CEroJIHS BO BCEM MHUPE HA3bIBAIOT ""OTIIOM COBpeMEHHOTO0 pectopaHa". OH u3BecTeH TeM, 4to B 1767
roqly, BEIUTpaB B BepXxoBHOM cyjie J1e/10 NPOTUB FMJIbJANK MOCTABIIMKOB IPOBU3HUH, BIIAJCIOLIEH MOHOIOIUEH
Ha MscHble Onrona, bynawke BrepBble NPENIOXKWI KIMEHTaM IIUPOKUM aCCOPTUMEHT IPEKpacHo
MPUTrOTOBIEHHBIX Otof. Haunbonbllyio NOMyNspHOCTh MOJIYYMSI Cyl M3 OapaHWHbI B BUHHOM COYCE€ HU
kapTodenb 1o bynanke (Hape3aHHbIN B rOpUIOYKe, IPUTOTOBJICHHBIN B IIEUN C KPENKUM OYJIbOHOM).

Bo Bpems Benukoii ¢paniryzckoit peBositonnu 1789—1799 ronoB B cBsi3u ¢ sMurpanued ppaHiry3ckux
med-noBapoB B JApyrue rocyAapcTBa, A€ BCE OHU 3aHSUINCh PECTOPAHHBIM OM3HECOM, M pecTopaHa
MOJIyYnya IUPOKOE PACIIPOCTPAHEHHE BO BCEM MUpE.

K 1800 romy anrimuane Hayaiu MEPEHUMATh y CBOMX COCEACH KOHIEIIHUIO pecTopaHa. AHTIUHACKUI
pecTopaH ObLI BEJIMYECTBEHHBIM YUPEXKACHUEM — MHUPOM BBICOKOM KyXHHU, BBICOKOIO JEKOpYMa, BBICOKOIO
cepBHuca.

K cepegune XIX Beka OTHOCHTCS Hadajao HCIONb30BaHMs MeHIO — "a la carte" (a ns kaprt). Knument
MOJIy4aeT MpaBo BRIOMPATH MO BKYCY JH000€ OJII0/10 U3 MPEIOKEHHOTO MY CITHCKA.

B 1898 rony B Jlonnone otkpeuica otenp "CaBoit". YmpasisitomiuM ero Obul usBecTHbld Lle3aps Puth (B
Hacrosee Bpems otenn Puti-Kapiton HocsT ero ums), a med-moBapom — XKopxk Artoct Dckodbe. ITH 1BOE
JIOZIEN COBEPILMIIM HACTOSIIYIO PEBOJIIOLMIO B OpPraHU3allMl PECTOPAHOB IMPU TOCTUHHUIAX. DCcKOo(be ObLI
OJIHMM W3 BeJIMYalIIuX KyJIMHApOB CBOEro BpeMeHH. M3BECTHOCTh €My NMpPHUHECIU U3JIaHHBIA CIIPAaBOYHUK IO
KYJIMHapUH, a TAK)K€ BHEAPEHHBIN UM OpUTraJHbIN MO HA KyXHE.

Ocobas ponbs B pa3zButuu npeanpusituii rocrenpuumctsa npuHamiexut CIIA. Tlo MHEHHIO UCTOPHKOB,
MEPBBINA MOCTOSUIBIA IBOP 37€Ch MOSBUJICS 3HAYUTENIbHO NO3ke, yeM B EBporne, nmumb B 1607 rogy. OnHa u3
TNEepBBIX TAaBEPH OblLIa OTKpHITa B bocTone B 1634 roxy. B 1642 roay B Hilo-Mopke (Torna on Ha3sBajcs
HogBeiif AMcrepnam) TaBepHa Obula OTKpbITa rosuiaHaunaMu. C 3TOro BpeMEHM TaBEpHBI CTalM LEHTPAMHU
0OLIECTBEHHON KU3HU, MECTOM BCTpeY i coyiaT U Ou3HecMeHOB. OHU IPOIBETAIN HE TOJBKO B rOpoOJiax, HO
1 BJIOJIb OOJIBIIKX JIOPOT, U OCOOCHHO Ha MEPEKPECTKAX.



BerynuBmme Ha 3emit0 AMEPUKaHCKOTO KOHTHHEHTA €BPOICHUCKHE MEPECENICHIIB MPUHECTH ¢ CO00H TOT
OTBIT CTPOUTENBCTBA U YIPABJICHUS MOCTOSUIBIMUA JBOPAMU U TaBEPHAMM, KOTOPBIM OBbLIT HAKOIUIEH UMH 3a
crojetusi. C TOYKM 3pEHUS] apXUTEKTYphl, PACHOJIOKEHHUS, MPEAIaraéMoro OOCIyKUBAaHUS aMEpPUKAHCKHE
MOCTOSJIbIE ABOPBI U TaBEPHbI BO MHOTOM HAllOMHHAJIM €BpOIEHCKUEe, OTINYasch He3HauuTenpHo. Hanpumep,
IpU pa3MEILEeHUU JIIOJeN 371eCh OTCYTCTBOBaJla JUCKPUMHHALMS IO KJIacCOBOMY IpH3HaKy. B oriauuue ot
€BPOIENCKUX NPEANPUATUN, KOTOPbIE BO MHOTOM BBIMOJIHSUIM COLMANBHYIO (PYHKIINIO, aMEPUKAHCKHUE TaBEPHBI
C CaMOro Hayalla CBOEr0 CYIIECTBOBAHUS B OOJIBIION CTENEHH UMEIU KOMMEPUYECKYIO HAIIPABJIEHHOCTh, TO €CTh
CO3aBAJIUCH C 1I€JIbI0 U3BJICUEHUS IPUOBLIH.

[lepBoii roctunuuelt, otkpbiToit B Coequnennbix Lltatax, 611 70-komHatHbli "Cutu-otens" Ha bposisee B
Heto-Hopke. D10 3HaMeHaTeIbHOE COOBITHE Mpou301LIo B 1794 romy. B 1829 roay B BocToHe OTKpBLICS OTENb
"TpemonT" — mnepsbiii B CILIA orens mepBoro kiacca — € KOPUAOPHBIMH, PETUCTpaTypoil (peuenuueil),
3aMKaMH Ha JBEpSAX HOMEPOB M Jaxke ¢ OecIIaTHbIM MbUIOM AJisi rocTed. OTKPBITHE 3TOTO OTENs MOJI0KHIIO
Hayajio rocTHHUYHOMY Oymy, nipoHeciiemycsi B CILIA B nepByto ouepes o ropogam Bocrounoro mobepexss,
a 3atem Ha 3anaze u fOre. K konny XIX Beka 37ech yxe OblIM paclpoCTpaHEHbl ABa TUIAa TOCTUHUL. OIHU
ObUTM OOJIBIIME W POCKOIIHBIE — HEKOTOpPblE U3 HUX SBISUIUCH IMPOCTO APXUTEKTYPHBIMHU ILEAEBPAMH,
MMEIOLMMU NIPOCTOPHBIN BeCTUOIONb, 3a1 Ui 0ajloB, JTU(PT, CAHTEXHHUKY, DJIEKTPUUYECKOE OCBEILEHUE U PN
Opyrux ynoOcts. Jlpyrue — MalleHbKHE U yCTapeBIINE, IPEIararoiie yCJIyry o HU3KUM [EeHaM.

Cunraercs, uto nepebiM pectopaHoM B CIIA 6wt oTkpbiThii B 1831 romy B Hblo-Mopke u3BecTHBIH
pectopan "JlembMoHUKO". BCckope 3TO Ha3BaHHWE CTaJ0 CMHOHMMOM H3bICKAHHOW THUINM W O€3yImpedHOro
00CITy>)KHMBaHUS.

Ha pasButue pecropannoro aena B CILIA B Te roap! 60sb1110€ BiaUsHUE OKa3anu (paHity3ckue Tpaauuun. K
1852 roay Kakablii TIEPBOKJIACCHBIM aMEPUKAHCKUM OTENIb UMEJNl CBOETo (PpaHIry3ckoro Imed-moBapa. MeHro
TaK)K€ TPATUIUOHHO II€YaTaloCh Ha (PAHIY3CKOM S3bIKE, YTO CO3/aBaj0 aHIJIOSI3bIYHBIM IIOCETUTEISIM
TpynHOCTh B ureHuu. bmarogaps JlxoHy [lea1bMOHHKO, OTHOMY U3 BIaJeibleB pectopaHoB "JlenbMoHUKO",
BIIEpBbIE OBLJIO BBEJCHO JBYSA3bIYHOE MEHIO, B KOTOPOM Ha3BaHUs OJit0]l Ha (paHIly3CKOM M aHTJIMHCKOM
S3pIKaxX pasMellaj]nch JIpyr MPOTUB Jpyra. JTa Tpajuliug NPHUBWIACE U C TOJaMH IOJIydusa LIHPOKOE
pacnpocTpaHeHue B MUPE.

Ha pyb6exe XIX-XX BexkoB UHAYCTpUsi TOCTENPUMMCTBA MPEBpAIAETC B BaXXHYIO OTpPACIb.
CTpouTenbCTBOM TOCTUHUL, MOJArOTOBKOW KaJpoB, BOINpPOCAMHU II€HOOOpAa30BaHUs HAUYMHAIOT 3aHUMATHCA
TOCTHHUYHBIC 00bEIMHEHHS, CHHANKATHI, aKIIMOHEPHBIEC 00IIecTBa, Koprnopanun. B Hauane XX Beka HauboJsee
3aMETHBIMHU cpelu HUX ObUIM JIOHAOHCKMM CHHIUKAT BJIAJ€NbLieB TOCTHHMIL, (paHiry3ckuil "Coro3 Xxo03seB
roctunul". B 1906 rony opranuzoBbiBaeTcsi MeIlyHapOIHBIM COI03 BJaJEIblEB TOCTUHUL, 00bEeINHUBIINI
BiazaenbleB 1700 rocTUHUL U3 pa3IMYHBIX CTPAH MHPA.

B Poccun B 1910 romy HacuuThiBanoch 4685 rOCTHHUIL, HaXOAAIIUXCS B YaCTHOM BIAJCHUHU, HE CUUTAS
MOCTOSJIBIX JIBOPOB U TPakTUpoB ¢ Homepamu. HawmbGosiee momynsipHsIMH ObLIM roctuHuna "Merpormnoss",
noctpoeHHas B 1897—1907 ronax B Mockse IleTepOyprckuM akiimoHepHbIM 0oOiecTBOM, roctuHuna "JIrokc"
(ocHoBaTennb — MOCKOBckui Oynounuk Oumunnos), ['pannp-orens (Biraaenen— Kyner, MUJUIMOHED
Kop3unkun), roctununsl HleBannapimesa "Espona", "[lapmx" u apyrue.

B nauane XX Bexka B Muncke ¢yHKuuoHHpoBasio OKojJ0 30 yacTHbIX roctuHull. HekoTopwle u3 HUX
MPEJICTaBIsUIA MPOCTO MeOnupoBaHHbIe KOMHAThl Ha 10—15 HOMepoB. B MuHcke Taxke Haxoawnach camas
6onbmias roctuauna CeBepo-3amagHoro kpass — roctuHuua "EBpomna", HacuuthiBatomas 30 HOMEPOB U
npejiararomas o TeM BpeMeHaM LUIUPOKUN CHEKTP YCIYr: HapUKMaxepCeKyl C MY)KCKHUM M JKEHCKUM 3aJIoM,
pectopan, OnbiMoTeKy, TUQPT, aBTOMOOMIIH K BOK3aJIy U JIp.

CoBpemeHHbIE TeHAEHIIMH PA3BUTHS MHAYCTPUH IOCTENIPUMMCTBA

K TenneHuusaM pazBUTHS MPEANPUATHI UHIYCTPUU TOCTEIPUUMCTBA, MTOJYYUBLUIUM PAa3BUTHUE B MOCIEIHHE
JECATUIIETHS, CIENYyeT OTHECTH:

1. YroyOnenue cnenuanu3any TOCTHHUYHOTO U PECTOPAHHOTO MPEATIOKECHHUS.

2. OOpa3oBaHHe MEXIYHAPOAHBIX TOCTUHUYHBIX U PECTOPAHHBIX LIETIEH.

3. Pa3zButHe cetn ManbIX NPEANPUSITHI.

4. BHenpeHue B MHIyCTPUIO TOCTENPUUMCTBA HOBBIX KOMIIBIOTEPHBIX TEXHOJIOTHH.

B nocnennee Bpems Hapsaay ¢ TpaIULMOHHBIMU MOJIHOCEPBUCHBIMU OTESIMM M pecTOpaHamH Bce Oouiblie
CTAIM TOSBIATHCS CHEYUATUZUPOSAHHBIE TIPEIIPUATUS C COKPALICHHBIM HA0OpPOM IIpe/ularaéMbIX YCIYyr U
omron. Criennanu3anus NpeAnpusTuil OpIBaeT caMmoil pa3sHo0Opa3HOil. 'OCTUHHIIBI MOTYT OpUEHTUPOBATHCS HA
o0ciyXKMBaHUE MPEJICTaBUTENIEH ONPENCIIEHHOTO CErMEHTa TYPHCTCKOIO pbhIHKA: HampUMep, Ha KIHEHTOB,
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MOCBSAIIAIOIIMX CBOM OTIYCK Wrpe B TONb(, KAaTaHUIO Ha JbDKaX, KOHHBIM TypaM U T.I., TYpUCTOB,
BBIE3KAIOLINX HA KOHTPECCHI, BBICTABKH, SPMapKH U T.II.

Pecropanbl, Kak MNpaBUiIO, CIEUUATU3UPYIOTCS Ha MPUTOTOBJIEHUU HALMOHAIBHBIX OO/, YXKUHOB,
3aBTpakoB. OrpoMHYI0 MNONYJISPHOCTH BO BCEM MHpE NPHUOOpENH pecTopaHbl OBICTPOro oOCTyKUBaHUS,
crienuaIu3upyronmecss Ha ramOyprepax u skapenoi kaptomke (McDonald's), numie (Pizza Hut, Domino,
Little Ceasar), oudmrekcax (Sizzler), mopenpomykrax (Red Lobster), corasudax (Subway). B 3Toit cBs3u
0COOBIIl MHTEpEC MPEACTABISAIOT TaKKE PECTOPAaHbI, OPUCHTUPOBAHHBIC HAa KaKylO-TnOo Temy: [ukuit 3amar,
pOoK-H-posut, ¢GyTOO0J, CAMOJIETHI, JKeJle3Has Jopora, HocTanbrus mo 50-m, o0eeHHbINH A0M U T.J. OOBIYHO OHU
IpeparaloT OrpaHMYEHHOE KOJMYECTBO OI0A, MX TJIaBHAs 3aJadya COCTOMT B CO3JaHUM HACTPOEHUS U
aTMoc(hephl.

VYrnyOnenue crnenuanu3anii  NpeAnpUsITHR TOCTEPUUMCTBA B3aMMOCBS3aHO C TaKOW Ba)KHEHIIEH
TEHJICHIIMEH, KaK 00pa30BaHUE MeHCOYHAPOOHBIX Henell, KOTOPbIe UIPAIOT OrPOMHYIO pOjb B pa3paboTke U
IIPOJIBUKEHUH BBICOKUX CTAaHAAPTOB 0OCTYKUBAHUS.

I'oBopst 0 nenu, 0OBIYHO MOAPA3yMEBAIOT I'PYMIY MPEANPUATUN, KOTOPHIE OCYIIECTBIISIOT KOJJIEKTUBHbII
OM3HEC M HAXOJATCA II0J HEMOCPEJICTBEHHBIM KOHTPOJEM pyKoBoJACTBa Iuenu. llemb Moxer HMETh
cOOCTBEHHbIE 3[aHMs WM apeH10BaTh UX. PyKOBOACTBO Lienu MMeeT MpEeUMYIEecTBa IpH pasjesie NpulbLIy,
HO B TO K€ BpeMs HECET OTBETCTBEHHOCTD 3a BCE IMOTEPH, BOZMOKHbIE IPU JHOOBIX (B YACTHOCTU (PUHAHCOBBIX)
onepanusx.

BonbmmHCTBO M3 TOTO, YTO celvyac cUMTaeTcs "CTaHAapTOM B MPOU3BOACTBE", MO0 MMEJIO CBOE HAYalo,
00 TONYYHSIO TOJJEPKKY B TOCTUHMYHBIX Termsax. "Xosmned MuH" Obl1a mepBOMl TOCTUHUYHOW IIETIBIO,
KOTOpasi aKTUBHO MCIOJb30Baa TesekoHpepeHuuto. [octunuipl koprnopanuu "Xasarr" Bcerma OyayT
accOLIMUPOBATHCS € OOJBIINM (oiie ¢ AIeMEHTaMU IIAaHUPOBKYU aTpUyMa U CTEKISHHBIMU U TaMu. OBOIIHBIE
0appl, OTKATHIBAIOIUECS OKHA, KOMIIBIOTEPHBIM y4ET HOMEPHOIro (pOHJa — 3TO JIMLIb HEKOTOPBIE MPUMEPHI
HOBOBBEJICHU.

K cepeaune 90-x ronoB 1noa KOHTPOJIEM KPYMHEHIIMX TOCTUHHYHBIX OObEIUHEHHUH U Lienedl HaXOAUJI0Ch
6onee 30% Bcero MupoBoro roctuHuyHoro ¢onna. Kak u MHorue papyrue TeHACHLUUH, OOpa3oBaHHE
TOCTHHUYHBIX Ieneil moigyuusio cBoe Hadaigo B CIHIA.OcoGeHHO MHTEHCHMBHO AITOT MPOIIECC BHEAPSICS B
SKOHOMUKY roctenpunmcTBa B 60-x ronax. K Hauany 90-x ro/10B BIUSIHUE aMEPUKAHCKUX TOCTUHUYHBIX Ienen
CTaJI0 JOMHHUPYIOIIUM B MuUpe. OHU BBITECHWIHM M3 JIECATH BEIYLIUX MHUPOBBIX TOCTUHUYHBIX LIETIEH €BpO-
nerckue uenu Travelodge International u Master Hosts International, octaBuB B HacTosiiiee BpeMst TOJIbKO JIBE
— Accor (®pannus) u Forte PLC (Benukoopuranusi) (tadsm. 1.1).

Tabnuna 1.1 lecaTh KpynHeHIIMX TOCTUHUYHBIX Heneii Mupa

Ne HazBanue roctuHuyHON Yucno Ob1ee uncio Yucno ctpaH, B
/1 e TP ATTPUATHI HOMEPOB KOTOPBIX HAXOISTCS
TIPEAITPUATHS
1 Hospitale Franchise 4400 435 000 6
2 Holiday Inn Worldwide, 2031 365 309 62
Atlanta
3 Choice Hotels 3467 299 881 38
International, Silver Springs
4 Best Western 3401 276 659 60
International, Phoenix
5 Accor, Paris 2205 252 887 73
6 Marriott Hotels and 898 186 656 27
Resorts, Bethesda
7 ITT  Sheraton Corp.,| 417 129 937 61
Boston
8 Forte PLC, London 959 98 450 60
9 Hilton  Hotels Corp.,| 223 92119 8
Beverly Hills




10 Carison Hospitality| 368 83 258 39
Group, Minneapolis

MexnyHapoanas roctuHnyHas accoruanus (MI'A) nonpasaenseTr roCTUHUYHBIE ENU Ha TPU KaTerOpuu:

* mepBas — 3TO KOPHOPATHBHBIE IIENM — TOCTUHHUYHBIE KOPHOPALHH, BIAJCIOIIME MHOTOYUCICHHBIMU
MPEANPUITUIMY;
* BTOpas — LENU HE3aBUCUMBIX HPEINPUITHH, KOTOpble OOBEAMHSIIOTCS Ul HMCIOJb30BaHUS 00Ien

CHCTEMBI OpPOHUPOBAHMS, KOHIENIMA MapKETHHIra, PEKJIaMbl U JPYTUX JOPOTOCTOSIIMX IS OTIEIBHOTO
MIPEIIIPHUATHS YCIIYT;

* TPEThsl — IICIH, MPEJICTABIISIONINE YIIPABICHYECKUE YCIIYTH.

CymiecTByeT MHOTO TOYEK 3PEHUS Ha TO, YTO MOCITY)KHUJIO MPHYMHON ycrexa neneil. OnHako 6eccriopHbIMU
MPUYMHAMH SBJISTFOTCS TIOCTOSTHCTBO B KQ4ECTBE MPOJYKTa, UICHTUYHOCTD YCIYT HA PA3HBIX MPEANPUATHSAXK, a
TaKXe JIOCTYITHOCTD IIEH.

Kaxnprii Tum TOCTHHMIIBI, BXOISIIMM B TOCTUHUYHYIO II€Nb, UMEET CBOIO Mapky (cm. maparpad 1.3).
[IpenmymiecTBOM TeX KOMIAHHHA, KOTOpBIE CTPOTO MPHUACPKUBAIOTCS CBOMX (UPMEHHBIX HAWUMEHOBAaHUIA,
SBIISICTCS TO, YTO MOTPEOUTENH, MOJB3YIOUIUECS YCIyraMH OJHOW TOCTHHHYHOHN ILENH, JOCTaTOYHO YETKO
MPEJCTABISAIOT KAadeCTBO OOCIHY)XMBAHHsS W pa3MEIICHUs Ha TPEANPHITHH, MPHHAUICKANIEM ATOH IIeIH,
HE3aBUCUMO OT €r0 MECTOPACIIOJIOKEHHUS. DTO MO3BOJISIET TOCTUHHUYHBIM IETSIM 33J10JIT0 JI0 OTKPBITHS HOBOM
TOCTHHHIIBI TIPOBOJMTH €€ peKiaMy W OpOHHpOBaHHE, OyAy4d YBEpEHHBIM, YTO TIOCTOSIHHBIC KIIMEHTHI
MPENOYTYT HOBYIO TOCTHHHUILY M3BECTHOH MapKé CIy4ailHOMY BBIOOPY, CICIaHHOMY BO BpPEMS ITOE3[IKH.
[IpakTHKa MOKa3bIBaeT, YTO TOCTHHUYHAS LIEMb €IIe 3a0Jr0 JO0 OTKPBITHS TOCTUHUIIBI HAYMHAET MPOBOJIUTH
OponupoBanue Mect. C 3TOrO XK€ BPEMEHHM Ha3BaHWE TOCTHMHHIIBI M BCE €€ PEKBU3HUTHI BKIIOUAIOTCS B
HAIIMOHAIGHBIN TIepeYeHb TOCTHHUIL, & TAK)KE BO BCEBO3MOXKHBIE CIIEIIUAIEHBIC CIIPABOYHHKHL.

TenneHnust 00pa3oBaHUs TOCTHHUYHBIX OOBEIMHEHWH W IENedl B IOCIEAHHWE TOABI HAONOJAaeTCs U B
rocyngapctBax CHI'. B oktsi6pe 1997 roga B MockBe Obli1a co3aHa repBasi pOCCUMCKasi TOCTUHUYHAS 11E€Tb —
"Hopa-otens", mpencraBisromas co0oil A0OpPOBOJbHOE OOBEIMHEHHE U3 JABEHAAIATH TOCTHHUYHBIX
NPEINPUATHA Pa3TUIHBIX OPTaHU3aIMOHHO-TIPaBOBBIX (opM CeBepo-Boctounoro okpyra MoCKBBI, TaKHX Kak
"Antait", "baiikan", "Boctok", "Bocxon", "3apsa", "3Be3anasn", "3omnoroit Konoc", MMK "Momnoaexusriit", "Oc-
taHkuHo", "Casubl", "Typuct", "SpocnaBckas", ['AO "MockBa" (25% TrOCTUHHMYHBIX MeCT MOCKBBI).
OpranunzanuonHo-npaBoBas popma "Hopa-otens" — 3akpbIToe aKIIMOHEPHOE OOIIECTBO.

C navanma 90-X TOJIOB B CTPOMTENILCTBE, PEKOHCTPYKIMH W YIPaBICHUH TOCTHHUIIAMH B Poccum Takke
MPUHUMAIOT Y4acTUEe MEXIYHApOIHbIE TOCTUHUYHbBIE Llenu (Tadu. 1.2).

Tabnuua 1.2
MexayHapoaHble TOCTHHHYHBbIE LeNH
Hasanue nenu, Ha3Banue I'opon Bmectumocts I'on
CTpaHa TOCTUHHIBI PacIoNOKEHNS HOMEpOB MecT | BBEACHHS B

OKCILTyaTaluo




Marco Polo Hotels Mapko [lono MockBa 68 120 1992
and Resorts (ABcTpus) [Ipecus
Mocksa Mocksa '221 442 1993
[Tanac-orens
[Tanac-otenp CaHkTt- 287 574 1993
Hescknii [leTepOypr
bepecra Hogropon 250 500 1992
[Tanac-orens
Dusit Thani Kempinski|  Bamuyr MockBa 234 468 1992
(Taunanm) Kemnuuckun 1992
I'pang-orens CaHkt- 301 560
EBporma [leTepOypr
Accor (©panuus) HosoTens MockBa 488 976 1992
Codurens MockBa 195 400 1991
Radisson SAS (CIIIA) Paauccon- MockBa 430 860 1991
CnaBsiHCKas 1993
Paauccon- Coun 300 600
JlazypHas
Inter-Continental
Hotels MertpornoJib MockBa 403 750 1991
(BenukoOputanust)
Forte PLC Hannonans Mocksa 231 378 1995
(BenukoOputanust)
IMP Group Ltd - Anspoctat MockBa 413 826 1991
(Kanana)
New World Onumnux MockBa 473 946 1991
Renaissance [lenTa
Hotels (I'onkonr) Peneccanc

Kpome rocTuHMYHBIX LieTield Ha MUPOBOM TYPUCTCKOM pPBIHKE aKTHMBHO (PYHKLHOHUPYIOT crerupuyecKkue
00BbeAMHEHUS], OCHOBHAs LI€Jb KOTOPBIX — OOBEAMHUTD JIYUIIMX MpeJcTaBUTENe rocTuHUYHOro OusHeca. K
npumepy, ¢ 1928 roma Bemer paboOTy IO ONPEAENEHUIO CaMbIX JYYIIMX OTEIed Mupa MeXIyHapojaHas
kopropanus "Benymue orenn mupa". OHa €XEeroHO MOMEIIAET CBEICHUS O JIYUIIUX MPEIIPHUITUIX B CBOEM
cnenanbHoM Kataiore. [lomoOHyto paboTy oxono 30 5eT mpoBOAUT W MEXKAYHApOJHAas OpraHU3aIus
"[IpuBuierupoBanubie oTenu U Kypopthl Mupa". C 1968 roga pyHKIMOHUPYET MEXIyHAPOAHAS TOCTUHUYHAS
accouuanus "Tumaiiimue orenu mupa', mrad-kBapTupa kotopoit Haxonutcs B [lapuwxe. Ilpu BeTyninenuu B oty
aCCOLIMALIMI0 OIICHUBAIOTCS TPU CIEAYIOUIUX KPUTEpUs: €CTECTBEHHass U MpUATHAas OKpYXKarollas Cpena;
YVIOTHO€ 37aHM€ M UHTEPhEP IOCTUHHUIBI CO CBOMM XapaKTEPHBIM OOJIMKOM; TOCTENPUUMCTBO, OTBEYAIOIIEe
BCEM COBPEMEHHBIM TPEOOBAaHUSAM, B TOM YHUCIIE U PEKpacHasi KyXHsl.

Bompocamu koopauHanuu  (yHKIMOHUPOBAHMS TOCTHMHHYHBIX Ieled M accouualuil He3aBUCHUMBIX
rOCTUHUIL U pecTopaHoB B EBporne 3annmaercs Kondenepanus HalmoHalIbHBIX aCCOLMALUN TOCTUHUILL U PECTO-
paHoB EBponeiickoro skonomuueckoro coobmectsa (XOPTEK).

KonuuecTBeHHBIN pOCT TOCTUHUYHBIX LETeH, UX CIUSHUE U O0BbEIUHEHUE CO3/IAl0T OIIMO0YHOE MHEHHE O
CHIDKEHMHM MHOr000pasust IpeiioxkeHus U otapixa. OAHAKO Ha MpakTUKe HabmogaeTcs oOpaTHas TeHIECHIUS:
pacmpocTpaHeHne Ienen (M3-3a HEKOTOpOW OO0e3TMYEHHOCTH, CTaHIAPTH30BAHHOCTH OOCITYXKUBaHHS) HE
MOJXKET Y/IOBJIETBOPUTH BCEX Pa3HOOOPA3HBIX TPEOOBAHUI TYpUCTOB, UTO TOTOBUT HOYBY JAJISl PA3BUTUS MAIbIX
He3a6UCUMBIX 20CMUHUY, JENAI0IIUX CTaBKy Ha YHUKAJbHOCTb W HENOBTOPUMOCTh. VIMeHHO Takue
TOCTUHUIBI CHENUAINCTBl CYUTAIOT MpoToTHnamMu roctuHul] XXI Beka: komdoprabenbHble, TOCTPOCHHBIE B
CEJIbCKOM CTUJIE M MpeJylararoniie yciayrd 3a YMEpPEeHHYIO LieHY, UMEIOIUe Bce HeoOXxoauMoe i paboThl U
oT/IbIXa, 6€3 pecTopaHa (IpeaycMaTpPUBAETCs, YUTO PECTOPAH HAXOAUTCS PAIOM), TJie KIIMEHTHl MOTYT IOJY4YHUTh
U3bICKAHHOE MEePCOHU(PHUIMPOBAHHOE OOCTyXMBaHUE. VIMEHHO YHUKaTbHOCTH MaJION TOCTHUHMIBI SIBIISETCS
[JIaBHBIM UHCTPYMEHTOM PbIHOYHOM MOJIUTUKH.

Kak noxa3pIBaeT mpakTHKa, Majble TOCTUHUIIBI B CBOEM OOJIBLIIMHCTBE — 3TO HE3aBUCUMBIE TOCTHHUIIBI, TO
€CThb HaxoJsliuecs B CBOOOJHOM BIIAJICHUH, PACIOPSDKEHMH M IOJIb30BaHUU OOJajaTenis, MOJIy4arollero
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npHUOBLIH OT TaKO cOOCTBEeHHOCTH. Hann4re ToroBOpHBIX 003aTeNbCTB C APYTUMH KOMITAHUSIMH B BOTIPOCAX
VIIPaBJICHUST WM KCIIOJIb30BAaHMUS YY)KOTO 3HaKa OOCIHYXHBaHHS HE BJIEYET 3a COOON HM3MEHEHUs cTraryca
MPEINPUATHS KaK HE3aBHCUMOTO 110 OTHOIIECHHIO K IPYTUM CYOBEKTaM PHIHOYHBIX O THOIICHHH.

3a mocnemHUe OECATHWICTHS HUYTO TaK HE IMOBBICWIIO MNPO(ECCHOHATU3M M MPOU3BOJUTEIHLHOCTH
OPENPUATAA W OpraHu3alliii WHAYCTPUH TOCTENPUUMCTBA, KaK BHEAPCHHE HOBBIX KOMNbIOMEPHBIX
MexXHO102Uil, KOTOPBIE B KOPHE U3MEHIIIN CIIOCO0 BEIICHHsI TOCTHHUYHOTO OW3HEca, MO3BOJIIIN BIIaJeibIiaM
NPEINPUATHIA Pa3pelInTh P MPOOIEeM U CO3IalTi MacCy yI0OCTB KIIMEHTAM.

CrpemineHue K YIOBJICTBOPEHHUIO 3alpPOCOB TOTPEOHTENICH CTalO0 CTUMYJIOM Ui pa3pabOTKA THOKUX
MAKETOB MMPHUKJIAJIHBIX POTPaMM, CIIOCOOHBIX HACTPAaUBATHCS HA HY)K/IBI Pa3JIMYHBIX TOJB30BaTeNnei. OmnHoM u3
Takux mporpamm seisgercs nporpamma "['octuruna" ("Ortenp"). OHa mnpeaHazHayeHa Uil JIOKAIHHOU
aBTOMATH3aIlMA TEXHOJOTHMYECKMX IMPOIECCOB IMpHEMa, pa3MEIIeHUs, THTaHUS W TPEIOCTABICHUS
JOTIOJTHUTEIBHBIX YCIYT TYPUCTaM.

JlaHHAs TIpOTrpaMMa COCTOUT M3 CIETYIONINX OJOKOB:

* aBTOMaTH3UpoBaHHOE padouee mecto "[lopThe";

* noacucreMa "Pecropan";

» moacuctema "Cknan';

* mojicucreMa ""TexHudeckoe oO0cmyxuBanue';

* mojicucreMa "byxranrepckuit yuer".

Ha pa6ouem mecte "IlopThe" aBTOMaTU3UPOBAHBI CIAEAYIOUINE PYHKIIUU:

— MPOTHO3 3arpy3Ku HOMepHOTO (oH/Ia;

— BBOJI JIAHHBIX 110 PE3EPBUPOBAHHIO;

— OpOHHMPOBAaHKE MECT TIO]] IUTAHOBBIE 3a€3/Ibl TPYII TYPUCTOB U OTABIXAIOIINX;

— oopmiieHue 3ae31a rocTe;

— pETUCTpaIys TypHUCTOB U OTABIXAIOIINX;

— IMepeCeIICHNUE;

— W3MEHEHHE JJAHHBIX 110 OTACIHHBIM TPYIIIaM U OTICIBHBIM OTIABIXAIOIINM;

— pacyer ¢ NPOKUBAIOIIIMU;

— KOHTPOJIb 32 OIUIATOH U BBIC3JIOM;

— odopMmIIeHHE BbIe3/1a OTIBIXAIONINX H OPTraHU30BaHHBIX I'PYIII TYPHUCTOB;

— y4eT M BbIJIa4ya CIPaBOK 110 MPOKUBAIOIIUM B TOCTUHHUIIC;

— (hopMupoBaHUE OTYETHBIX JOKYMEHTOB O pab0Te TOCTHHHUIIBI M €€ OCHOBHBIX MOJIpa3/IeICHUH;

— (hopMupoBaHUE KOHTPOJIBHBIX KYPHAIOB PabOTHI IIepcoHalIa 0 CMEHAM.

[Toacucrema "Pecropan" npegHazHaueHa /Ui aBTOMAaTH3aUU CIEAYIOIINX AEHCTBUI:

— pa3paboTKu TpapuKOB MUTAHUS OPTAaHU30BAHHBIX TYPUCTOB U OTABIXAIOIINX;

— pa3pabOTKU MEHIO C yIETOM 3aKa30B M MEPUOJIUIHOCTH €r0 CMEHBI;

— YIIpaBIICHUS TIPOU3BOJICTBOM;

— ynpaBiieHus: 00CTyKUBaHUEM;

— ydeTa WHAWBHyaIbHbIX 3aKa30B;

— BEJICHHS PACUYCTHBIX OIepanuii u ap.

[Toncucrema "Texnuueckoe 0OCIyKHBaHUE" UCTIONB3YETCS IS

— aHaJIM3a TEKYIIETO COCTOSHHUS HOMEPHOTO (OH/IA;

— IJTAHUPOBAHUS BHIOBITHS HOMEPOB HAa PEMOHT M PEKOHCTPYKIIHIO;

— aHamM3a TEKYIIEro COCTOSIHHS HWH)KEHEPHBIX CHUCTEM W KOMMYHHKAIWK (9HEpro-, BOAO-, Ta3o0-,
TEIUIOCHA0KEHUSL, TUPTOBBIX XO3IUCTB, TEIle-, PAHO-, BUICOKOMMYHHKAIIMIA U CHCTEM H JIp.);

— pa3paboTku TpaUKOB TEXHHUUYECKOTO OOCITYKHMBaHUS W PEMOHTAa WHXXEHEPHBIX CHUCTEM U
KOMMYHUKAaIIW;

— olecrieueHHsI U KOHTPOJISI CAHUTAPHO-THTHEHUYECKUX HOPM B TOCTHHHIIE (TEMIIEpaTyphl, BIAXKHOCTH,
YPOBHS IITyMa, OCBEIICHHOCTH H T.JI.).

Jlnst Gecriepe6oiftHON pabOThl TOCTHHUIIBI U PECTOpaHa HEOOXOIMMO TOYHO OMNPENCNIUTHh MOTPEOHOCTH IO
BCEM BHJIaM TNPOMBIIUICHHBIX U MPOJIOBOJBCTBEHHBIX TOBAPOB, YTO BO3MOXKHO TOJIBKO TIPH CYIIECTBOBAHUHU
OTJIQKEHHOHM, 4YeTKOo paboTaromieid cucteMbl HHPOPMANMKA O HAJIWYHHM PA3JMYHBIX TOBAPOB Ha CKIAJE.
Obecnieunth MOI00HYI0 HHGOPMAITHIO TT03BOJsIEeT Tporpamma "Ckiang'.

[Iporpamma "Byxranrepckuii yaer" npeacTaBisieT co00il KOMILJIEKC TPOrPaAaMMHBIX CPEICTB, PeaTu3yIouX
(GYHKIMM BCeX MOJpa3fiesieHuil OyXraiTepuu: y4yeT OCHOBHBIX CpeACTB ((POHIOB), MaTepUaNIbHBIX LIEHHOCTEMH,
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TOBApoOB, JIEHEKHBIX CPEICTB U (PUHAHCOBO-pACUETHBIX OIEpalMid, pacyeT 3apIuiaThl, CBOJHBIH OyXydeT U
OTYETHOCTb.

Ha rocTuHuYHbBIX NpeANnpuUATUAX MOXKET ObITh HCIOJB30BAH U P JAPYrUX MPUKIAJHBIX MpPOTpamMm
("PykoBomutens", "Tenedonnsiii cnpaBounuk", "Ienonpoussoacreo”, "Kaaper", "Mapketunr" u T.1.).

B nedrenbHOCTH TOCTUHUYHBIX MEPONPUATUN OIPOMHOE 3HAUEHHE MMEET HCIOJIb30BAaHHE BO3MOXKHOCTEH
MEXAYHApOJHBIX CHCTEM OpOHHUPOBAHHUS M PE3EPBUPOBAHMS, HMHTEIPUPOBAHHBIX B TJIOOAIbHBIE CETH
Nutepuer. K uncny takux cucrem otHocsarcs: "AMADEUS", "Worldspan"; "Galileo", "Sabre", "Fidelio Hotel
Bank".

"AMADEUS" sBnsercs camoil MNOMyJIsSpHOW KOMIIBIOTEPHOM CHUCTEMOW OpOHUpPOBAaHHSA U CHOCOOHA
OKa3bIBaTh OOJIbIIEE KOJUYECTBO MEXAYHAPOJHBIX YCIYr, ueM Jrobas jpyras cucrema. Cucrema
"AMADEUS" Hotels npeaymaraer TO4YHY0, CKOPPEKTHPOBAaHHYIO JI0 TOCIEAHEW MHMHYTHI HMH(OPMALHIO O
pa3MeneHny opueHTUpoBOYHO B 35 000 oTensix u APYyrux CpeAcTBax pasMmenieHus Bo BceM mupe. OHa maer
CBEICHMUSI O MECTOIOJIO)KEHUU TOCTUHUIIBI, HaJMYUU CBOOOJHBIX MECT, O Habope YyCiayr U CHelHUalbHbIX
pacleHKaxX, OrOBapHBaeMbIX KOHKPETHBIM ar€HTCTBOM.

C nexabps 1995 ronma B Poccuiickoit ®enepaunu Hauyana 3KCIulyaTHpoBaTbes cucrema "Kirou",
npeaiararonas ycliyra 1mo OpOHHMpOBaHMIO MecCT pa3mernieHus Oosee yem B 40 ropomax Poccuu, CHI' u
cTpaHax bantuu.

Ha poccuiickoM pbiHKe Takke QyHKIHOHUPYET cucTeMa OpOHUPOBAHUS U PE3EPBUPOBAHMS, pa3paboTaHHAas
¢upmoii "Typunten", kotopas HMeeT BbBIXOJ Ha OCHOBHble MexayHapoaHble cucrembl "AMADEUS",
"Galileo", "Sabre"; cucrema "Typ Peseps", pazpaborannas cucremoit "Apumcodr".

Pa3nensl OpoHMpOBaHHMS TOCTUHUYHBIX YCIYI CYIIECTBYIOT M B IJIOOQJbHOM KOMIBIOTEPHOW CETU
Wnrtepuer. Haubonee mnomynspHsiM u3 HuX saBigercs Travel Web, oTkpeiTeiii B mapre 1996 rona
aMEpUKaHCKON KoMIbloTepHOW kommanuen "Pegasus Systems". Travel Web comepxxkut mndopmaruio o 94
CTpaHax Mupa, 000 BCcexX BEAYIUX TOCTUHUYHBIX Temsix u 6omee 200 aBuakommanusax. [lomumo OpoHupoBaHus,
OHa pacroJjiaraer yao0Ho# cucTeMoi MoucKa MoIXOSAIINX OTeNeH U aBuapecos.

1.2. XapakTepucTUKa H 0COOCHHOCTH FOCTUHUYHBIX yCJIYT

MHorue aBTOpbl paccMaTpUBAIOT MOHATHE "TOCTHMHULA" KaK MPOU3BOJHOE OT jJaTuHcKoro "hospitalis”, uro
03HayaeT rocrenpuuMHbIA. [1o MOBOLY MPOMCXO0XKJEHUS STOr0 MOHATHSA CErOJHS CYLIECTBYIOT U Jpyrue
MHeHus. OJlHa U3 paclpOCTPAHEHHBIX TOYEK 3pEHHs] CBOAMTCA K TOMY, UYTO aHriuiickoe cioBo "hospitality"
(ToCTEenpUUMCTBO) MPOUCXOIUT OT cTapodpaniry3ckoro "hospice" (ocmuc), 4To o3HA4aeT "CTPaHHOIIPUUMHBIN
nom". Crapedmnm U3 yupexxaeHuit takoro poja ssisiercs Hospice de Beaune (Ocnuc-ae-bon) B byprynauu,
m3BectHoe Takke kak Hotel Dieu (Ortens pe) — "lom bora". Ono 6puto ocHoBano B 1443 romy kak
OnmaroTBopuTebHas O0JNbHULIA U IPUIOT Ui OeAHAKOB. DTa 00JbHUIA GYHKIIMOHUPYET U B HACTOSIEE BPEMSL.

B oTeuecTBeHHOI NpakTUKE YyIpaBlIEHUs, COXPAHMBILIEWCA 10 HAcTOSIIEro BpeMeHH, cioBo "hospitality"
CBSI3BIBAIOT MPEXKJE BCETO C MOHATHEM "TOCHHTAj b, 0O3HAYAIOIIMM BOECHHO-MEIUIMHCKOE YUPEXKACHUE IS
CTallMOHAPHOT'O JICYEHUSI.

C TOukM 3peHHus 3ApaBOrO CMBICIA O KaKOM-JIMOO TOCTENPUMMCTBE HE MOXKET ObITh M peuu 0e3
YAOBJIETBOPEHHUS TIEPBUYHBIX MOTPEOHOCTEH YeIOBEKa — IMOTPEOHOCTEN B MHUTAaHUU, OTABIXE U CHE. B aroi
CBsI3M HanboJiee 000CHOBAHHBIM U JOCTATOYHO JIOTHYHBIM SIBIISIETCS CIEIYIOIIEE ONPEACIIEHNE TOCTUHHIIBL.

l'ocTuHHMIA — 3TO TpeanpUsTHE, MIPEIOCTABIISIONIEE JIOAAM, HaXOAIIUMCS BHE JOMa, KOMIUIEKC YCIIYT,
BOKHEHIIIMMHU CPEeU KOTOPBIX (KOMIUIEKCOOOpAa3yIOIIMMK) B paBHOM CTEINEHU SIBIISIOTCS yCIyra pa3MeIieHus 1
MUTaHUS.

B nanHOM ompeneneHuu yka3bIBaeTCsl Ha 00s3aTeNIbHOE HAJIMYME JBYX TJIABHBIX YCIYr B TOCTUHHUIE —
pas3MenieHus ¥ nutanud. [Ipu 3ToM X COOTHOLIEHHE MEXIY COO0I MOXKET CHIIBHO Pa3in4yaThcs, KaK HarjsAHO
MoKa3aHo Ha pucyHke 1.1.

C onHOM CTOPOHBI HIKAJIbl HAXOAUTCS MPEANPUATHE, MPEJIararlee yeayry pa3MeleHusl U TOJIbKO 3aBTpaK
B HOMepe Ju00 B CIEUUAIbHOM IOMELIEHUH, C IPYrod CTOPOHBI — HpPENNpUsITHE, Mpeaarawplee yciayry
pa3MelieHusl U LeNbli KOMIUIEKC YCIyr NMHUTaHus (MUTaHHE B PECTOPAHAaX EBPONEHCKON M HalMOHAaJIbHON
KyXOHb, Oapax, NUILEPUSIX, OpraHu3alys cepBrca MUTAaHUs Ha 3Taxax).
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3aBTpPaK IMTUTaHHE NUTaHHE nuTaHne
(XOHTMHEHTAIBHbIN B pecTopaHe B pecTopaHe, B pecTopaHax
WU aHTJUNACKHIA) 6ape nau Kade €BpOIEUCKOH
B HOMEpax ¥ HAaHMOHATLHON
WIY celMaJbHbIX KyXOHb, bapax,
MOMEILEHUAX KpYTJIOCYTOYHBIA

CCPBUC Ha 3TaxXax
Puc. 1.1. CooTHOmI€eHHE YCIYIF pasMeIl€HUA U YCJIYITM IMTAHUA B Pa3HBIX TOCTUHUIIAX

Cooepircanue ycnyzu pazmeujeHus COCTOUT B TOM, YTO, BO-TNIEPBBIX, B MOJb30BAHUE IPEIOCTABISAIOTCS
CHelHalbHble MOMeUIeHUs! (TOCTUHUYHBIE HOMEpa), BO-BTOPBIX, IMPEIOCTABISIOTCS YCIYrH, BBIIOJHSEMBIE
HEMOCPEJCTBEHHO NEPCOHAJIOM TOCTHHHULBI: MOPThE MO MpPHUEMY M O(GOPMIIEHUIO TOCTEH, TOPHUYHBIMU 1O
yOOpKE TOCTUHUYHBIX HOMEPOB U T.].

['ocTuHMYHBIE HOMEpa SBJISIOTCS OCHOBHBIM 3JIEMEHTOM YCIYT'H pa3MeIleHus. DT0O MHOIO(QYHKIIMOHAJIbHbIE
MOMEILIEHUs, MpeJHa3HAYEeHHbIE Ul OT/AbIXa, CHA, pabOThl MPOKMBAIOIIMX rocTeil. BcenencTBue ToOro, 4ro
FOCTUHUYHbBIE HOMEpA HCIOJIb3YIOTCSl TOCTSIMU MPEUMYLIECTBEHHO B BEUEpHEE W HOYHOE BpeMsi, BaKHEWIIeH
ux (¢yHKIUEH sBiseTcs oOecrneyeHue BO3MOXKHOCTU CHA. 3HAUUMOCTh JPYrux (YHKUUMNH TOCTMHMYHBIX
HOMEpPOB IMPEXKJE BCEro 3aBUCUT OT Ha3HAYEHUS TOCTHUHUIBI W ToTpedHocTe rocrei. Hampumep, B
TFOCTUHUIAX JIEJIOBOTO HA3HAUYEHUS OYEHb BAXKHOM (yHKIMEH HOMEpOB sBisieTcs O00eCHeYeHHE TIOCTIO
BO3MOJKHOCTH TTOpa0OTaTh, TO €CTh 3/16Ch HEOOXOUM MUCbMEHHBIN CTOJI, TeneoH, pakc, KOMIBIOTEP U T.J.

B rocruHunax uMeroTcs pasziuyHble KaTErOpUd HOMEPOB, OTJIMYAIOUIMECs IUJIOLIAJblo, MEOIHMpPOBKOM,
oOopynoBanueM, ocHaieHueM U T.10. (cMm. "Knaccuduxanuss roctuHuuHbBIX HOMepoB", c. 49). Opnako
HE3aBHUCHUMO OT KaTeropuu KaKJbplii TOCTUHUYHBIA HOMEp JIOJDKEH MMETh CJEIyIOIlYyl0 MeOenb U
00opyIoBaHuUE:

* KpOBaTh;

* CTYJI WJIM KPECJIO B pacuere Ha OJHO MECTO;

* HOYHOM CTOJIMK WJIM TyMOOUKY B pacyeTe Ha OJHY KpOBaTh;

* mKad A1 OJCKIbL;

* 00l1IEE OCBEIIECHHE;

* MYCOPHYIO KOpP3HHY.

[TomMuMO 3TOrO B Ka)KIIOM HOMEpE JI0JDKHA COJEpKAThCsl MHPOpPMAaLMs O TOCTUHUIIE U IJIaH 3BaKyallud Ha
Cly4ay moskapa.

Yenyeu no npedoocmaenenuro 2ocmam numanus cocToST U3 KOMOMHAIMM PAa3IUYHBIX IPOLECCOB!
MIPOM3BOJICTBEHHOr0 (IIPUrOTOBJIEHUE OJIIOJ HAa KyXHE), TOProBoro (Ipoja’ka TOTOBBIX K YIOTPEOJIEHHUIO
IIPOJIYKTOB, aJIKOTOJIbHBIX U 0€3aJIKOTOJIbHBIX HAIIUTKOB), CEPBUCHOIO (00CTyKUBaHUE rOocTel OpUIIMAHTaMU B
pecropasne, 6ape, kade, TOCTUHUYHBIX HOMEpax).

K oononnumensnvim wunu npouum yciayzam OTHOCATCS IIpeJUIOKEHUE OacceliHa, CIIOPTUBHOIO,
KOH(epeHI-3aJI0B, 3aJI0B JUIsl IE€PEroBOPOB, IPOKAT aBTOMOOWJIEH, YCIYI'M XUMUYUCTKH, HPadyedyHOM,
MapUKMaxepcKoil, Macca)kHOro kKaOuHeTa M psj Apyrux. B HacTosiee BpeMs AONMOJHUTEIbHBIE YCIYTH
npuoOperaroT Bce OoJjbliee 3HAYeHHE B (OPMUPOBAHWU PBHIHOYHOW IPHUBJIEKATEIIBHOCTH T'OCTHHUYHOTO
npennpusatus. OcraBaschb OCHOBHOM, YCIyra pa3MeEUIeHHs BOCIPHUHHMAETCS TOCTAMU KaK caMoO coOoif
pasymeroieecs. [10BBIIEHHBIN K€ MHTEPEC BBI3BIBAIOT YCIYTH, BBLACISIOUIME JAAHHYIO TOCTHUHHIYY U3 psla
npyrux. B 0onbIIMHCTBE CilydaeB TaKMMH YCIyTaMH BBICTYINAIOT JOMOJHUTENbHBIE. [loATBEp K IEHNEM ITOMY
SBIIIETCA JIeATENbHOCTh MHOTMX HW3BECTHBIX T'OCTMHMYHBIX mnpeanpustuii. K npumepy, mpouume ycayru,
OpUEHTUPOBAaHHBIE HA IPEJOCTABIEHUE BO3MOKHOCTH 3aHSTHCS Pa3IMYHBIMH BHJAMU CIIOPTa, CTOSAT Ha
MIEpBOM MECT€ B KOMIUIEKCE YCIyT HeMeUKOM roctuHu4yHoM nenu "PoOuH3oH-ki1y0", coctosmeit uz 30
TFOCTHHML. [ OCTMHUIIBI M3BECTHBIX MIBEUIIAPCKUX KypopToB /laBoca, Kpan-MoHTaHa, mpex e 4em Nnpusiedb Ha
OT/IBIX BBICOKOOIUIAYMBAEMBIX MPO(GECCHOHANIOB, OaHKUPOB, IMOJUTHUKOB, IPEJOCTABUIN BO3MOXKHOCTb
MIPOBEJICHUS 3/IECh MEXJIYHAPOJIHBIX KOH(EpeHIMH, SKOHOMUYECKHX (OPYMOB Ha CaMOM BBICOKOM YpOBHE,
MIOCTPOUB ¥ 000PYy10BaB KOH(EPEHI-3aJIbI U P APYTUX MOMEUIEHUH ¢ MPUMEHEHHEM HOBEUIINX JOCTUKEHUI
HayKH U TEXHUKH.

Ha roctuHn4YHOM NpeAnpusTUN YCIYTH pa3MeIlleHus, IUTaHUS U IPOYKe YCIYTH JONOJHSAT IPYr Apyra, B
OOJIBIIMHCTBE CIY4aeB SBJSIOTCS B3aMMO3aBUCUMBIMU W BOCHPUHHUMAIOTCA rocTeM Kak eauHoe menoe. C
Y4€TOM TOro, Kak OHU O(GOpPMJIEHbI U CKOMOMHHPOBAHBI B €IMHBIN KOMIUIEKC, CKJIabIBA€TCs OIpPE/IeICHHbIN
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TUN TPEANPHUSTHS. THIIONOTHUS TOCTHHUYHBIX NPEANPHITHN, TOIYyYMBIIAS PACHpPOCTPAHEHHWE B MHPOBOM
MPaKTUKE TOCTUHUYHON UHYCTPUH, pUBeJeHa B Tabnuue 1.3.

B cBsI3M C TMOCTOSHHBIM TOSIBICHHEM HA TOCTHHHYHOM PBIHKE HOBBIX YCIyr U (opM OOCITYy:KHBaHUS
NPUBEJICHHAS THUIIOJOTHS HOCHUT BEChbMa YCIOBHBIA xapakTep. OIHAKO Takoe pasJelieHHe BaXHO IS

IMOHUMAaHHS OCOOCHHOCTEH YIIPABJICHUA KaXXIbIM THUIIOM. B npeaciax MpUBCACHHBIX THUIIOB, KaK IIpaBHIIO,
HUMECTCSA MHOI'O pa3HOBI/IHHOCTCI7L
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Tabmuma 1.3
TUIOJOrUA TOCTUHMIL

Tuno
TOCTUHHULIBI

XapakTepucTuka

OTenp-III0KC

l'ocTtununa
(cpenuero
KJ1acca)

TI'octuanna-
anmapTamMeHT
(amapT-0TeINb)

T'ocTuanLa
3KOHOMHUYECKO
ro Kjacca

Orenb-KypopT

Mortens

YacrHas
TI'octuanna
THna "Howier
1 3aBTpak”

IIo BMecTUMOCTH I[aHHBIﬁ TUII TOCTHHHIL] OTHOCHUTCA K MaJIbIM HWIW CPCIHUM
npeanpustusiM. OOBIYHO pacrmojiaraeTcs B LEHTpPE Topoja. XOpomo OOyYEHHBIN MepcoHal
o0OecrieunBaeT BBICOKUMN YPOBEHb CEpPBHCA CAMbIM TpeOOBATENbHBIM KIMEHTaM, KOTOPBIMU
SABJIAIIOTCA YYaCTHUKHU KOH(i)epeHHI/II\/'I, ACJIOBBIX BCTPECY, 6I/ISHCCM€HBI, BBICOKOOIIIIAYNBACMBIC
npodeccuoHaspl. XapakTepHa BbICOKAs 1I€Ha HOMEpA, BKIIOYAIOIIAs BCE BO3MOXKHBIE BHUbI
o0cyKUBaHUS

[To BMectumocTu Oosbiie otens-okc (400—2000 mect). Pacmonaraercs B ieHTpe ropoaa
WK ropojckoit yepre. [Ipeanaraer 1ocTaTtouHO MUPOKHUI HAOOP YCIIYT, U LIEHBI HA HUX PaBHBI
YPOBHIO pEeTHOHA PACIIOJIOKEHUS HJIM HECKOJIBKO BhINIe. PaccunTana Ha mpueM OM3HECMEHOB,
TYpUCTOB-UH/IMBU/IyaJIOB, YYaCTHUKOB KOHI'PECCOB, KOH(EepeHIUit U T.1.

[To BMecTHMOCTH 3TO TpPEANPUATHE MAJbIX WU cpeaHux pasmepoB (mo0 400 mecrt).
XapakTepHa Ui KpPYIHOTO TOpoJa C HEMOCTOSHHBIM HaceneHueM. [IpencraBiusieT
KBapTHPHBIA THUI HOMEPOB, HMCIIOJE3YEMbIX B KauyeCTBE BPEMEHHOTO JKWIIbS, Yallle BCETO Ha
06aze camooOcnyxuBaHus. lleHa B [JaHHOM TuIle TOCTUHHUI[ OOBIYHO BapbUpPYETCS B
3aBHCHMOCTH OT CPOKOB pa3memnieHus. OOCITy)KHBaeT CEMEHHBIX TYpHCTOB UM OW3HECMEHOB,
KOMMEPCAHTOB, OCTAHABIIMBAIOIINXCS HA JUTUTEIBHBIA CPOK

[Ipennpustue manoi nmm cpeaneit BMectumoctu (10 150 u 6osbiie mect). Pacnonaraercs
BOIM3U MarucTpaieid. XapakTepHo MpocToe 1 ObICTpoe 00CIyKUBaHHUE, OTPAaHUYEHHBIN Ha0Op
yenyr. [loTpeburenn — OW3HECMEHBI M WHAWBUAYAJIbHBIC TYPHCTBHI, HE HYKIAIOUIUECS B
MOJIHOM TAHCHOHE MW cTpeMsirecs K (PaKTHYECKOH oruiaTte MoTpeOIsieMbIX HMH YCIIYT,
MpeAyCMaTPUBAIOIIEH HEBBICOKUH MTPOLICHT HAI0ABKH 32 0OCTy)KNBaHUE

[IpeanpusiTie co 3HAYUTETBLHBIMHU PA3IMYUSIMH IO BMECTUMOCTH, MPEAJIararoiiee MoJTHbII
Habop ycayr rocrenpuuMmcTBa. Kpome TOro, BKIIIOYaeT KOMIUIEKC CIEHUAIbHOIO Me-
JTUIMHCKOTO OOCITYy)KMBaHUS W JUETHYECKOTO muTaHus. Pacmonaraercss B KypOpTHOM
MECTHOCTH

[IpocThie 0IHOATAXKHBIE WK JIBYX3TaXKHBIE COOPY>KEHHUSI, PACIIOJIOKEHHbIE BHE TOPOACKOM
3aCTPOMKH, B IPUTOPOJIE, Y aBTOMAarucTpaieil. 3To Majble WiK cpeanue npeanpusatus (1o 400
MecT). XapaKTepeH CpeaHUN YpPOBEHb OOCIY)XKHBaHHUS TP HEOOJBIIOM KOJUYECTBE
nepcoHana. KiueHTamMu SBISIOTCS pa3Hble KAaTErOpuu TYpUCTOB, HO C AaKUIEHTOM Ha
[I03HABATEIbHBIN aBTOTYPU3M

[Mupokoe pacmpocTpaneHue AaHHbIA Tun roctuHuUll noiaydwn B CIIA. Oto rocrunmia
MaJIOM, MHOTJIa CPEAHEN BMECTUMOCTH. PacrosioxkeHa B MPUTrOpoae UIN CEIbCKOW MECTHOCTH.
B oOcnyxuBanue, Kak NpaBUIO, BXOJAT 3aBTpaK W paHHUM JETKUH YXUH B JOMallHEH
obOcraHoBKe. KieHTa MU SIBISIOTCS KOMMEPCAHTBl U MapLIPYTHbIE TYPUCTBI, CTPEMSIIUECS K
JOMAIlIHEMY YIOTY
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Orenb-rapuu [Ipennpustie, npeACTaBIAlONIEe KIMEHTAM  OrPAaHUMYEHHOE  KOJUYECTBO  YCIYT:
pa3MelieHne U KOHTUHEHTAJIbHBIN 3aBTpaK

[TarCcHOH [IpeanpusiTe ¢ TPOCTBIM CTAHIAPTOM M OTPAHUYEHHBIM CHEKTPOM ycayr. B ommune or
oTeNed-rapHu 37€Ch MNPEAOCTaBISIOTCS 3aBTPaKku, 00€Ibl M YKHHBI (IIOJHBIM IaHCHUOH).
O)IHaKO YCIIYTru IMUTaHUus MOTYT ITOJTYUHUTH TOJIBKO IMTPOKHUBAIOIIUEC KIIMCHTBI

I'ocTunsi [Ipennpusitie, oTaMyYarolieecss OT OTENEeH YIPOLIEHHBIM CTaHIAPTOM OOCIYKUBAHUS,
TIBOP MEHbLIEHl BMECTUMOCTBIO, OTCYTCTBHUEM psa OOIIECTBEHHBIX MOMEIIEHUN JUIsl BCTPEUYU U
npeObIBaHUS rocTel (X0JUI0B, BECTHO0JIEH, TOCTUHBIX U T.1.). B cTpykType roctuHoro nBopa
00s13aTeIbHO HAIMYKE pecTopaHa win 0apa

Potens HCpCILBI/DKHaSI roCTUHHULIA, MIPEACTABJIAIOIIAA coboli BaroH c OJIHO-ABYXMECCTHBIMU
OTCCKaMH, B KOTOPBIX PACIIOJOKCHBI CIIAJIbHBIC KPCCia. HNmMmeercs oTcek AJid nepeoacBaHusd,
TyaJICT, KYXHA, XOJIOJUJIbHUK

Borens HeGompIasi rocTHUIIA Ha BOJE, B Ka4eCTBE KOTOPOH HCIIOJIB3YeTCS COOTBETCTBYIOIIUM
00pazoM 000pyIOBAHHOE CYIHO

dnorens KpymnHas roctunuia, yacto HasbiBaeMas "KypopToM Ha Boje". Typucram mpejyiaratorcs
koMmdopTabenpbHbie HOMepa ¢ OOJbIIMM HAOOPOM YCIIYT: O0acCeHBI, BOIHBIC JIBDKH, CHACTH
U PHIOHOW JIOBIM, OCHAIEHWE Ui IOJABOJHOTO TUIABAaHUS W TOJBOJHOW OXOTHI,
TPEHAXEPHBIC 3aJIbl, 3aJbl JJII KOHTPECCOB M KOH(EpeHIHH, OMOIMOTEKH, pa3zHOOOpa3HOe
nHpopManmonnoe oobOecneuenune (Tenedon, Tenmedakc, TenmeTalmn, TeneBU3Oop W T.a). B
MoCIIeIHeE BPEMsl 4acTO WCIOJB3YeTCs Ui OpraHW3alud OW3HEC-TYpOB, KOHTPECC-TYPOB,
KOHTPECC-KPYH30B, 00YJaIOMINX TYPOB

dnaitTens Absporoctununa uiam "neraromuii orens". UpesBbluailHO AOpOrod M HEMHOTOYMCIECHHBIN
TUl roctuHUl,. O60pyI0BaH NOCAJOYHOM MJIOUIAIKON U CBA3BIO C METEOCITYK0aMu

B kaxzaom rocynmapctBe (GOPMHUPYIOTCS CBOM THUIBl TNPEANPUATHI, YUYUTHIBAIOUIUE OCOOEHHOCTH
reorpauueckoro MOJOXKEHHUS, KIMMaTHYECKUX YCIOBUH, psAaa Apyrux (akTopoB M, caMo€ IJIaBHOE,
0COOEHHOCTH CIIOKUBILErOCs CIpoca.

B mnpaktuke ympaBiieHHsS ILIMPOKO HCIOJIB3YETCS TEPMHUH ''TOCTHHMYHBIA NPOAYKT' (WM HPOIYKT
"rocTuHua"), MO3BOJISIOIIUN TOAYEPKHYTh KOMIUIEKCHBIM XapaKTep FOCTUHUYHOIO NMPEIOKEHUs, HATJITHO
ITOKA3aHHOTO ¢ IOMOILIBIO pUCYHKa 1.2.

[Togo6HBIN MOAX0 K TEPMHUHOJIOTHMH NMPUEMIIEM C TOUKH 3PEHUS SKOHOMMUYECKON TEOPHH, IAE MPOJIYKT
ONpeAeNsieTcd KaK pe3ysbTaT YeJIOBEUYECKOrOo TPYyJa, XO3SMCTBEHHOW AESATEIbHOCTH, NPEACTABICHHBIN B
MaTepHUaJIbHO-BEIIECTBEHHON (opMe (MaTepualbHbI MPOAYKT), B IyXOBHOW, HHQOpMAIMOHHOHN (opme
(MHTEJUIeKTYyalbHbIN MPOJIYKT) JIMOO B BHUJIE BBIIIOJHEHHBIX PaOOT U YCIYT, U C TOUKH 3PEHUS MAPKETUHTA, TIe
B TEpMHHE "TIPOAYKT" COBMEIIAIOTCS NOHATHA "ToBaphl" U "yciayru".

JlesITenbHOCTh MPAKTUYECKH BCEX MPEANPUATUH, HE TOJIBKO TOCTUHHUYHBIX, B 3HAYUTENIBHON CTENneHU
3aBUCHUT OT MECTOPACIIOIO0XKEHHS, IIOCKOJIbKY OHO BIMSAET HA CTOUMOCTD 3€MJIM U CTPOUTENIbHBIX PaboT, pazMep
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3aTpaT Ha OIUIaTy TPyAa, a TAKKEe Ha BO3MOXHOCTU cOBITa MPOAYKIHMU. DTO TaK Ha3blBa€Mbl€ NEPBUYHBIE
(GakTopbl, y4yUThIBa€Mble IPU NPHUHITUU PEHIEHHs O MecTe pacmoiiokeHus. Ko BTopuuHbIM (hakTopam
OTHOCSITCSl TaKHe, KaK HaJU4Yue ChIPbEBBIX PECYPCOB, paboyeil CHIIbI, COOTBETCTBYIOUIEH MHMPACTPYKTYPHI U
T.J., 3HaYCHHE KOTOPBIX HE JUIsl BCEX MPEANPUATUN OJMHAKOBO. B 3aBHCHMOCTH OT TOro, kKakum QaxTopam
OTAAETCS MNPEIIOYTEHHE, BBIACISIIOT IPEANPUATHS, OPUEHTHUPYEMBIE Ha CBIPHEBBIE PECYPCHI, TPYIOBbBIE
pecypchl, MyTU COOOILEHUS WIIH HA COBIT, YTO ONpEAEIsSeT XapaKTepPUCTUKY MPOAYKTA.

[Ipoaykr “roctuHuna”

Msrkuii npoayxr

NSNS
& MarepuasnbsHbie ycnym\

NOONNNNANNNNANANNNNNN

HemarepuanbHble ycayrn

AR Y W Y Y S W . S e 4 TTTTT \

N Homepa, meGen, obopynosanue; Cepsuc, armocdepa, Apyxemobue,

N MUTaHWe, HAMUTKM, 6accelH U T.4. N COYYaCTUe, MHULMATUBA W T.1.

BN NN \\\\\\\\\\\\\\\\\\\\\\

AR AR R AL LR RN Y AN RN AR DY i

[ PeasibHbl, OOBEKTHUBHDI, CPABHUMBI, AGCTpaKTHEI, CYOBEKTHBHBI, OTCYT-
N

\ COM3MEPHMBI, COOTHOLIEHHE “YCIyra— \ CTBYET BO3MOXHOCTb NPeABapUTEIb-
MieHa” MOHATHA KJIMEHTY N HOW OUEHKH, CO3Jal0T BHYTPCHHUHA

W\\ obpas “Peﬂ“P""TI"

MMEIOT KPaTKOBPEMEHHOE BO3AeHCTBUE MMEIOT UINTEbHOE BO3ACHCTBHE

R SOOIHTHTTHTTHTT TR TR T RTHTRRIRR R N
KBC}IYT K IIPUHATUIO pELIEHNA O IIOKYIIKE U BOCIIDUATHIO KayeCTBa

AL LN AR RN N AAANNDN AN

Puc. 1.2. 'ocTHHUYHBIH NPOAYKT

A

L

l'ocTuHMYHbIE TNpeAnpusATHS B IEPBYIO OYEpEeab OPUEHTUPYIOTCS Ha cObIT. B ormimume ot
MIPOMBIIIJIEHHOCTH, TJ€ MPOIYKLHs OCTABISAETCS MOTPEOUTEN0, B TOCTUHUYHOM cepe Bce MPOUCXOUT HAO-
OOpOT: TOCTh JIOJDKEH MPHUOBITH B TOCTHHUILY, YTOOBI BOCTIOJB30BAThCS €€ YCIyTaMH, B CBSI3M C YeM K BBHIOOPY
MECTOPACIIOJIOKEHUS MPEIbSBISIIOTCS Takue TpeOOoBaHUs, Kak AocAraeMocTb U Onuzoctb. Hampumep, npu
BBIOOpE TOCTMHHULBI JI€JIOBBIMU Typucrtamu (akTop ee yIoOHOro MecTopacnojiokeHusi (HauOouee
MPEANOYTUTENICH LIEHTP FOpo/ia) SBJISIETCS PEIIAIOLIUM.

[Ipu paccMOTpeHUN TOCTUHUYHBIX YCIIYT KaK MPOJAYKTa BBIACISIOT TPU YPOBHS YCIIYT:

1) oTnenbHBIE YCAYTH U TPYIIBI YCIYT;

2) npoIyKT "rocTuHUIA" KaK KOMIUIEKC YCIIYT;

3) paciiupeHHbIN TPOaYKT.

B3anMocBs3b MeXly YPOBHSIMHU IIPEJCTaBICHA HA pUcyHKe 1.3.

/"“ N OrgentbHble TOCTHHHYHBIE YCIYTH -~
— ITponyKT “rocTMHHLIA” KaK KOMILIEKC YCIyT
( PaciunpeHHsI MPOOYKT “TOCTUHUIA”

Puc. 1.3. Tpu ypoBHsi npoaykra ""roctuHuna'

[NocTuHMIIa Kak KOMIUIEKC, KaK €AWHBIM MPOAYKT — 3TO BTOpPOul (cpeanuii) ypoBeHb. OH COCTOUT W3
MHO>KECTBA OT/AEIbHBIX YCIYI: YCIYI TOPHUYHBIX, KyXHH, IOPThE, METPAOTENEH U T.1., KOTOPbIE COCTABISIOT
nepBblii (BHyTpeHHUH) ypoBeHb. [IpoaykTr '"roctuHuina" B COEIMHEHUM C KOMIIOHEHTaMHU MPEIOKEHUS
MECTHOCTH, JIOTIOJHSIOIIMMH CO3/IaHHblE B TOCTHHHLE YCIYTH, COCTAaBJSIOT PACUIMPEHHBIA MPOIYKT
"rocTuHuLa" — TpeTUil (BHEIIHUI) YPOBEHbD.

[IponykT "roctuHuna" MOKHO CXEMaTUYHO MPEICTABUTh B BUJIE €I1I€ OJHON MOJENU — SApa, OKPY>KEHHOTO
TpeMs KOJIbIIaMH (YEThIPE YPOBHS TOCTHHUYHOTO MPOAYKTa) (puc. 1.4).
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“PonoBoil nmpoayxr”
“OxuaaeMblit IpoayKT”
“PacuidpeHHBIH TPONYKT”

“IoTeHUVATbHBII TPpOAYKT”

Puc. 1.4. Yernipe ypoBHs npoaykTa '"roctunuua’

SAnpo — poaoBOM MPOAYKT, BKIIOYAIOIIUN 0a30Bble YMEHHUS U PECypchl, HEOOXOIUMBbIE Uil y4acTHUsl B
PBIHOYHOM TIpoliecce. B ciyyae ¢ rocTUHUYHBIM IPOJAYKTOM B KaUECTBE si/Ipa BHICTYIAIOT OTIEIbHBIE YCIYTH.

Jlis Ha3BaHHS KOJIbLIA, HEMNOCPEACTBEHHO OKPYXKAIOUIETro SJIPO, MCIOJIb3YeTCS TEPMHUH '"0XKUAaeMblil
npoayKT", ynorpeodiseMblil uisi 0003HaYeHUs! YCIYyT, YAOBIETBOPSIOMINX MUHUMAJIbHbIE OKUIaHNS KIHEHTOB.
OH BKkIIOYaer B ce0sf TO, YTO HENPEMEHHO COIYTCTBYET pPOJOBOMY HPOIYKTY: BpeMS M YCIOBHS
o0cyXKUBaHUs, THTEPhEP HOMEPOB, XOJIJIOB U JPYTUX MOMELICHUH, BHEITHUI B IEPCOHAIA, LIEHBI U T.[I.

Crnenyrommuii Kpyr 00O3HA4Ye€H Kak '"pacmIMpeHHBIM TpoaykT"'. ETro cOCTaBIAOT T€ MOTOJIHUTEIHHBIC
[IPEUMYILECTBA, CBA3aHHbBIE C €r0 NPUOOpETEeHNEM U NOTpedIeHuEM, KOTOPbIE OTJIMYAIOT JJaHHBIM MPOAYKT OT
PBIHOYHBIX aHAJIOTOB. {151 TOCTUHUYHOTO MPOJYKTa B KaYECTBE JIOMOJIHUTENIBHBIX MIPEUMYILIECTB Yallle BCEro
BBICTYIAIOT KOMIIOHEHTBl MECTOPACIIOJIONKEHHS, KOTOpPbIE CO BpPEMEHEM IE€pPEecTaloT pPaccMaTpUBATHhCS Kak
JIOTIOTHUTEIbHBIE U CTAHOBATCS YacThIO 0KUIAEMOTO MPOAYKTA.

[locnennuil BHEIIHUN Kpyr Has3blBaeTcsd "MOTEHUUAIbHBIM NHpoaykToM". B oTiiMuMe OT pacuiupeHHOro
MPOJYyKTa, KOTOPbIA (PUKCUPYET TOJIBKO TO, YTO YXE CAEJaHO, OH COAEPKHUT BCE, UYTO IOTEHLIHAIbHO
JNOCTHXKUMO U pealu3yeMo B IMEpPCHEeKTHBE JUIsl NpHUBJIeUeHUs u yaepxanus rocteil. [Ipeycnesaromiue
TOCTUHUYHbIE IPEIIPUITUS HAXOATCS B IOCTOSIHHOM TIOMCKE HOBOM KOHLIETIIIUU OOCITYy>KUBAHHUS.

K oco0eHHOCTAM rOCTHHUYHBIX YCJIYI OTHOCSTCS:

1. HeorHOBpEMEHHOCTh IPOIIECCOB ITPOU3BOJICTBA U MOTPEOIICHNUS.

2. OrpaHuyeHHasi BO3MOKHOCTb XpaHEHHUSI.

3. CpouHbIil Xapakrep.

4. lllupokoe yyacTHe NepcoHajIa B IPOU3BOACTBEHHOM IIPOLIECCE.

5. Ce30HHBIN XapakTep crpoca.

6. B3aumM03aBUCUMOCTb TOCTUHUYHBIX YCIYT U 1I€JIN MTyTEHIeCTBUS (IOE3/IKN).

Heoonospemennocms npoyeccoé npouszeoocmea u nompeodieHun 20CMUHUYHBIX ycaye. B OTHOMIEHHH
MIPEIOCTABIISIEMOT0 B TOCTUHUIIE KOMILJIEKCA YCIYr HE B IOJIHOM CTENEeHU JAEUCTBYET Takas oOuias Juisd yciiyr
XapaKTEepUCTHKA, KaK OJIHOBPEMEHHOCTb, HEPA3PbIBHBIM XapaKTep MPOLIECCOB MPOU3BOACTBA U MOTPEOICHHUS.
OTtnenbHBlE TOCTUHUYHBIE YCIYTH HE CBSI3aHbl C NMPHUCYTCTBUEM KineHTa. Hampumep, ybopka u moAroToBka
HOMEpa K MpOoJaKe HE COBMAJAET IO MECTY M BPEMEHU C MOMEHTOM IIPOJakl HOMepa B CiIy0e pelenuuu u
HENOCPEACTBEHHbIM 3acejieHueM KiueHTa. HeoTHOBpPEeMEHHOCTh XapakTepus3yeT W YCIYyrd IUTaHUS: B
OOJIBIIMHCTBE CIIy4yaeB MPUTOTOBJICHHUE OJIIOJI MPOXOJUT B MHOM MECTE M B MHOE BpeMs, OTIIMYHOE OT MpOo-
LIECCOB CEPBUPOBKM U TOJA4M, KOTOPBIE OCYILECTBISAIOTCS YAaCTUYHO B TNPUCYTCTBUU KiueHTa. Jlis
TOCTUHUYHOIO TPEANpUsATUs [0J00HOE pa3JelieHue IpoLeccoB sBIseTcs HeoOxonumocTbio. Hemocpenct-
BEHHOMY OOCIY)XMBAaHUIO 3[€Ch JIOJDKHO IPEAIIECTBOBATh BBINOJIHEHWE TOJArOTOBUTENBHBIX YCIYT,
MpeIHa3HAYEHHBIX JIJIs1 TOrO, YTOOBI B ONPEeICHHbI MOMEHT yI0BJIETBOPUTH BO3HUKIIMI CIIpOC.

Ozpanuuennan 603moxcHocmy xpanenus. KOMIUIEKC TOCTUHMYHBIX YCIYr B ILI€JIOM HE MOJKET OBITh
COXpaHEH JUIs JajbHEHIen npojaxku. Ecny Ha TeKynue CyTKM TOCTUHUYHBIA HOMEP OCTAETCsl HENPOJAaHHBIM,
TO €ro HEBO3MOXHO MPOJATh JIOTIOJHUTENBHO 3a 3TU CYTKU. JTO K€ OTHOCHUTCS K ycliyraM nurtanus. Jlaxe ecinu
MaTepUaJbHble YCIYTd Tuma "Oaro[a U HamUTKU'"' B HEKOTOPOW cTeneHu (Ha JOMYCTHUMBIA CPOK peaau3alui)
MOTYT XpaHUTbCS, TO CEPBUC, CBSI3aHHBIN C UX peanu3alueil, OyeT He BOCTPeOOBaH U HE OIJIayueH.

Cpounviii xapakmep 2ocmunuunvix yciaye. Crnenyuduka roCTUHUYHBIX NPEANPUITUH COCTOUT B TOM, YTO
npoOieMbl, Kacarolquecsi OoOCIyKUBaHUS, JOJDKHBI pemartscsi ObicTpo. [lanublih  daktop Hapany c
MECTOPACIIOJIOKEHUEM SIBJIIETCS, HanboJjiee 3HaYUMbIM IPU BbIOOpE TOCTUHUIIBL. Bpems npenocraBieHus psia
TOCTUHUYHBIX YCIYT H3MepseTcs Jaxke ceKyHAaamu. I3 coBpeMeHHBIX camoe OblcTpoe OOCiy:KUBaHHE
npeiaraeT rocTUHUIA B ropojie TOKHO, B KOTOPOl MakCUMallbHOE BpeMsi, He00X0JMMoe Ha 0popMIIeHUE IIPU
3ae3/ie rocTs, OIUIaTy, IOJIydeHHE KII0Uel U Impouee, orpaHudeHo 45 cexkyHaamu. B OombIIMHCTBE Apyrux
TOCTUHUIL Ha COBEPILIEHNE aHAJIOTUYHBIX onepauuil npenocrasiusercss 10—I15 MuHyT.
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Hlupoxoe yuacmue nepconana ¢ npouzeoocmeennom npoyecce. Baxxnoil 0coOEHHOCTbIO TOCTUHUYHBIX
YCIIYT, OTJIMYAIOUIEH UX MPeXJIe BCEro OT YCIAYr MPOMBIIUIEHHOCTH, I1€ B OOJbIIEH CTENEHU HCIOJB3YIOTCS
MalluHbl U aBTOMAaThl, SBJSETCS IIMPOKOE y4acTHE JIOJIed B IMPOU3BOJCTBEHHOM Ipolecce. BoaieueHue
YeJI0BEYECKOro (pakTopa OKa3blBa€T CHJIBHOE BIMSHUE HAa HEOJAHOPOJHOCTh, W3MEHYUBOCTh KadyecTBa HU
CBSI3aHHBI C HUMU HEJOCTAaTOK CTaHIApPTHU3ALMH, YTO MPEACTaBISAET OJHY M3 BaKHEHIIMX MpolieM B cdepe
pa3BUTHUSI TOCTUHMYHBIX ycnyr. [[nst pemieHus 3Toil mpoOiieMbl Ha MHOTMX TOCTMHUYHBIX MPEIIPUATUAX
pa3pabaThIBAIOTCS CMAHOApmMbl  00CAYHCUBAHUST — KOMIUIEKC O0O0s3aTE€IbHBIX IS HWCIOJTHEHHUS TPaBUII
00CyXKMBaHUSl KJIMEHTOB, KOTOpbIE MpPU3BaHbl TapaHTUPOBATh YCTAHOBJICHHBIN ypPOBEHb KauecTBa BCEX
MpPOM3BOJMMBIX omepanui. CraHmapT omnpeaenseT KpUTEpUH, IO KOTOPbIM OLIEHUBAETCS YPOBEHb
00CIyKMBaHUSl KJIMEHTOB U JESITEIbHOCTh MEepCOHaNa J000M CayKObl TOCTUHUYHOTO npennpustusi. K takum
KpUTEPUSM B OOJILLIMHCTBE CIy4aeB OTHOCST CIEAYIOIIHE:

* BpeMs OTBETa Ha 3BOHOK O MOJIydeHUH MHpopMaiuu wiu oponuposanuu (15, 20, 30 cexyHn);

* Bpems oopmileHUsl B ciayx0Oe pasmerieHus. HezaBucuMo oT MaccoBOCTH 3ae3[a KJIMEHThl HE JOJDKHBI
CTOSITh B ouepenu 0ojiee YCTaHOBJIEHHOIO Ha KOHKPETHOM TOCTHMHHYHOM HIpennpusitud Bpemenu (5, 10, 15
MHHYT);

* BpeMs, 3aTpaurBaeMoOe Ha OKa3aHHe KOHKpEeTHOH ycimyru. Hampumep, Oaraxk nocraBiisercs B HOMEp He
Mo37Hee 3 MUHYT MOCJIE 3aCEIeHUs KIMEeHTa; CTUPKA M YMCTKA JIMYHBIX Bellel MPOKUBAIOIINX YKIIaJbIBACTCS B
CYTKU U T.1.;

* BHEILIHUM BUJ U HATUYUE YHUDOPMBIL;

* 3HaHHE MHOCTPAHHBIX S3bIKOB MIEPCOHAIOM 0OCITYKUBAHUS U T.JI.

Ce3onnplii xapakmep cnpoca Ha 20CMUHUYHbBlE ycayzu. J[1sl pblHKa TOCTMHUYHBIX YCIYI XapaKTepHO
KoJiebaHue CIpoca B 3aBHCUMOCTH OT BpeMeHH rojia (00JIBIIMHCTBO TYPUCTOB OTABIXAIOT B JICTHUE MECSIIBI), a
TaKKe JHEW Helenu (JeJI0BbIEe TYPUCThI pa3MEIaloTCsl B TOCTUHUIE B OyJHM), YTO B 3HAUUTEIHHOW CTENEHU
BIIUSIET Ha 3arpy3Ky FOCTUHULL.

B3aumoszaeucumocmov 2ocmuHUUHBIX YCayZ u yeau nymeuwiecmeus (noezoxu). Penienue rocts noceTuThb
OTPEJIEIEHHOE MECTO OOBIYHO OCHOBBIBAETCS HE HAa (PaKTOpE HAIUYHUS B ’TOM MECTE KOHKPETHON TOCTHUHMIIBI, a
MPUHUMAETCS COBCEM [0 JIPYTMM IPUYMHAM: BO3MOKHOCTb pa3BJ€ubCs, OTIAOXHYTb, 3aHSATBHCS CIIOPTOM,
NPUHATH JiedeOHble BaHHbI U T.A. YeJOBeK, MJIAHUPYIOIIUNA CBOIO IMOE3JKYy BO BpeMs OTIIYCKa, BbIOMpaeT
cCHayaja OIpEJCIEHHOE MECTO MOCEHIEHHs] WIM PEeroH, BO3MOXKHO, LEIyl0 cTpaHy. ToJbKO HOCE 3TOro OH
3aJlyMbIBA€TCA O BHIOOPE MOJXOJIIET0 TOCTUHUYHOTO MPEANPUATUS WIW JPYroro CpelcTBa pa3MellCHUs.
OpHako Takas IMOCIIE0BaTeNbHOCTh B BEIOOpE AecTByeT He Bcerga. Bece MokeT mpoucXoauTh U B 0OpaTHOM
MOPSIJIKE, €CIIM YEJIOBEK U3 COOCTBEHHOTO OIBITa 3HAKOM C OTPEAEICHHOM rOCTUHULIEH.

1.3. Knaccupuxauus rocTUHHUIL

l'ocTuHMYHbBIE TpeanpUsTUs KiIaccu(GUUUPYIOT MO pa3inyHbIM KpuTepusMm. Hanmbonee ynoTpeGisemMbiMu
CpeIy HUX SIBISIOTCS CIEyIOIINE:

1. YpoBenb komdopra.

. BmectumocTs HOMepHOTO (hoHTA.

. OyHKIMOHAIIBHOE HA3HAYCHHE.

. MecTopacnoyioxeHue.

. [Ipo 10K UTENBHOCTD PAOOTHI.

. ObecnieueHne NUTAHUEM.

. [Ipo1omKUTENBHOCTD NTPEObIBAHUS.
. YpOBEHB LIEH.

[To mecmopacnonoscenuro ToOCTUHULIBI MOTYT OBITh:

1) pacnosnokeHHble B yepTe ropoja (B LEHTpe, Ha OKpauHe). LleHTpaabHbIMU SBISIOTCS MPAKTUUYECKU BCE
TOCTUHULIBI JIEJIOBOTO Ha3HAUYEHUs, OTEIU-JIIOKC, TOCTUHUIIBI CPETHETO Kilacca;

2) pacmnoJioKeHHbIE Ha MOPCKOM MobOepexbe. B gaHHOM ciydyae oueHb Ba)KHBIM SIBJISIETCSI PACCTOSIHHE J10
mops (50 metpos, 100, 150, 200, 250, 300);

3) pacnonoxxeHHble B ropax. OOBIYHO 3TO HEOOJBIINE TOCTUHHUIBI B )KMBOTMCHOW TOPHOW MECTHOCTH Ha
TYPUCTCKOM MapuipyTe B HauboJsee y1o0HOM MecTe OoT/AbIXa. B ropHO#l roctuHuie, Kak NpaBUIIO, COAEPHKUTCS
HEOOXO/IMMOE CHApsDKEHUE JJIsl JIETHEr0 U 3UMHEr0 OTAbIXa €€ TOoCTed, HalpuMep aJIbIIMHUCTCKUN H
TOPHOJIBDKHBIA UHBEHTAPb, TIOIBEMHUKH H JIP.

[lo npooonsxcumenvnocmu pabomsi TOCTUHUIIBI TOIPA3AEIAIOTCS Ha!

1) pabGoTatomiye KpyrioroIu4yHo;

01O\ L WD
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2) paboTaroliue J1Ba Ce30Ha;

3) OAHOCE30HHBIE.

[lo obecneuenuro numanuem pa3nuyaroT:

* TOCTUHUIIBI, 00ECTICYNBAIOIINE TTOJTHBIN MAHCUOH (pa3MenieHue + 3-pa30Boe MUTAHUE);

* TOCTUHMIIBI, TIPEUIATAlONINE Pa3MEIICHUE U TOIBKO 3aBTPAK.

[lo npooonscumenvnocmu npedvléanus rocTeil pa3au4a0T TOCTUHULIB:

1) st IUTENEHOTO TPEOBIBAHUS KIIMEHTOB;

2) [uisl KpaTKOBPEMEHHOTO TPEeObIBaHUSL.

[To yposno yen Ha HOMEpa TOCTUHUIIHI KJIIACCUPHUITUPYIOT HA:

* OropxeTHbIe (25—35 momapos CILA);

* s5koHOMHYHBIE (35—355 nmommapos CIIIA);

* cpennue (55—95 nomnapos CILA);

* nnepBokiaccHbie (95—195 mommapos CILA);

* amaptameHTHbIe (65—125 mommapos CILA);

* pemenedenpHble (125—425 nomnapos CLIA).

locTHHWYHBIE TPEIIPHITHS TAKXKE MOXHO KiIacCH(DUIUPOBATh 1O CBSI3UM C OCOOBIMH CpPEICTBAMH
nepeABMKEHNs (TpaHCIopTa), 0 BUAY COOCTBEHHOCTH H T.J. OHAKO HA MEPBOE MECTO MPHU KiacCu(UKAIUU
TOCTHUHUIL BBIXOJIUT HECOMHEHHO YPOBEHBb KOM(popTa.

Yposenb kompopra

Knaccudukanus rocTUHUYHBIX NPEANPUATUN 10 YPOBHIO KOMGOpPTa UrpaeT OrpOMHYIO POJb B PELICHUU
BOIIPOCOB YIPABJIEHUSI KaYECTBOM NOCTUHUYHBIX yCIyr. YpOBEeHb KOM(POpPTa — 3TO KOMIUIEKCHBIN KPUTEpPUH,
cllaraeéMbIMH KOTOPOTO SIBJISFOTCSL:

* COCTOSHHE HOMEpHOro (OHZA: IUIOmAmh HOMEpOB (M), JOIS OJHOMECTHBIX (OJHOKOMHATHBIX),
MHOTOKOMHATHBIX HOMEPOB, HOMEPOB-allapTaMEHTOB, HATMYME KOMMYHAJIbHBIX YI00CTB U T.1.;

* COCTOSIHME MeOeu, HHBEHTAapsl, IPEMETOB CAaHUTAPHO-TUTMEHUYECKOTO Ha3HAUYECHHUS U T.I1.;

* HaJIMYKE U COCTOSTHUE MPEANPUATUI MUTAaHUS, PECTOPAaHOB, Kade, 0apoB U T.IL.;

* COCTOSIHME 3/1aHUs, IObE3AHBIX MTyTel, 00YCTPOICTBO MpHIIErarollel K FOCTUHUIE TEPPUTOPHH;

* UHQOpMAIMOHHOE OOECIeYeHHEe M TEXHUYECKOE OCHAIleHHe, B TOM 4YHCIIe Hajluuue TeleQOHHOM,
CIIyTHUKOBOH CBSI3M, TEJIEBU30POB, XOJIOAUIHLHIUKOB, MUHU-0apOB, MUHU-CEI(OB U T.1.,

* oOecrieueHre BO3MOKHOCTHU MIPEIOCTABIICHUS Psijia JOMOJIHUTENIbHBIX YCIIYT.

VYka3aHHble [apaMeTpbl OIICHUBAIOTCS MPAKTUYECKM BO BCEX HMMEIOIIMUXCS CEroJiHsi CHCTEeMax
Kjaccupukanuu roctuHul. Kpome Ttoro, psa TpeOoBaHUM NPEIbSIBISETCS K MEPCOHANY U €ro MOATOTOBKE:
00pa30BaHUIO, KBaIU(UKAIIMK, BO3PACTY, COCTOSHHUIO 3/I0pPOBbs, 3HAHUIO S3bIKOB, BHEIIHEMY BHIY U
ITOBEJICHUIO.

VYcraHoBiieHue YpOBHS KOM@oOpTa B HACTOsIee BpeMs JIEKUT B OCHOBE OoJiee TPUILUATH CUCTEM
KJ1accupuKanuu, Haubosee pacnpoCTPaHEHHBIMU CPEAN KOTOPBIX SBJISIOTCS CIEAYIOIINE:

* eBpoIlelcKas, WM, KaK 4acTO €€ Ha3bIBaloT, cuctema '"3Be3n", Oasupyromasics Ha @PpaHIy3cKoi
HaIlMOHAJILHOM crcTeMe Kiaccu(UKaIlKi, B OCHOBE KOTOPOH JIEXKUT JIeJIEHHE TOCTUHUI] Ha KAaTETOPUH OT OJIHOM
710 TISATH 3Be3l. Takas cucreMa npuMensieTcs: Bo @pannuu, ABctpuu, Bearpuu, Erunte, Kurtae, Poccuu u psne
JpPYTUX CTpaH;

* cucrema OykB (A, B, C, D), ucnonszyemas B I'penuu;

* cucrema "KopoH", npumeHsiemas B BenukoOpurtanuu;

* cucTema paspsaoB (JIIOKC, BeICIIUI A, Bbiciiui b, nepBbIii, BTOpOH, TPETHii, YETBEPTHIii), UCTIOIb3yeMast
Ha Tepputopuu ObiBiiero CCCP.
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Puc. 1.5. Knaccupuxkauus cpeacrs pasmenienns, pekomesayemasa BTO

B kaxIoMm OTIenbHOM rocylapcTBE K IMOHHMMAaHUIO YpOBHS KOMQOpTa Kak KpUTepus KiacCuPUKAIIU
MOJXOJAT TO-pa3sHoMy. IMEHHO 3TO 00CTOATENBCTBO, a TaKke pAl (HaKTOPOB, OOYCIOBJICHHBIX KYJIbTYPHO-
HUCTOPUYECKUMHU U HALMOHAIBHBIMU TPaJWLUSMU TOCYAApPCTB, MPENSATCTBYIOT BBEACHHIO B MHUpPE €IUHOMN
KJIacCU(pUKALUKU TOCTUHUI. B 53TOM HampaBieHUM OCTaeTcsl CEroAHsl Oe3pe3yabTaTHOW JesTeIbHOCTD
Bceemupnoit typuctckoit opranuzauuu (BTO), Komurera roctuHumuyHoi u pecropanHod unupyctpun EC,
MexaynapoaHoit roctuarnaHON accomuanuu (MI'A). BTO npenokena ToJIbKO cTaHIapTHas KiacCUbUKaIus
CPEICTB pa3MeIleHUsl, B KOTOPO TOCTUHUIIBI U aHAJIOTUYHBIE MPEANPUITUS MIPEACTABISIOT OJHY U3 YEThIpeX
6onbiux rpynn (puc. 1.5).

Ha eBpomneiickoM roCTHHUYHOM pPBIHKE UMEETCsI elMHasi CUCTeMa CTaHIapTU3UPOBaHHON nHpopmarmu (SIS
— Standardized Information System), npunsaras 23 gexadbps 1986 roga Cosetom MunuctpoB EBporneiickoro
coo0I1IecTBa, COCTOSIIAs U3 OTPOMHOIO KOJMYECTBA MUKTOIpaMM (YCIOBHBIX pucyHkoB) (puc. 1.6). Llenb
CHUCTEMBI CTaHJIAPTHU3UPOBAHHON WH(OpPMAIMKM COCTOUT B TOM, YTOOBI OOJIETYNTH TypUCTaM NpPEObIBaHHE B
EBpomne, mnpeononers cyiiecTByromue MpoOaemMbl B YTEHUM IIyTEBOJUTENEH, KarTajioroB, MpPOCIEKTOB,
CBSA3aHHBIX C MPEANPUATUAMHU pa3MeIlleHus. JTa cucTeMa yAoOHa M uMmeer psja mnpeumymiectB. OnHa
00beKkTUBHA, WMH(OPMATUBHA, J€rka B YIPABJIEHUHU, MNOJAAETCS KOHTPOJIIO IMOCPEJICTBOM HMCIIOJIb30BaHUS
CYLIECTBYIOIIET0 3aKOHOJIATEJIbCTBA 10 3aLUTE MHTEPECOB MOTpeOuTeNiel, He JOMYCKAaIOUIero MpUMEHEHUs
BBOJISIINX B 3a0JIy)K/IEHUE TPAKTOBOK.

[Ipu paccmoTpeHuu KiacCUPUKAUU TOCTUHUYHBIX IPEIIPUITHH 110 YPOBHIO KOM(pOPTa CIIETYET BbIACIUTh
CJIIOKMBIIIMECSI B MEXKIYHAPOJHOW TMPAKTHKE NOOX00bl K pazpabomke OOKYMeHmO8, HEIOCPEICTBEHHO
YCTaHABIMBAOIIUX KJIacCU(UKALMIO U TOPANOK €€ TOCIEAYIOIIero MpoBeAeHUs (OCYyLeCTBICHUS
cepTu(dUKalMK Ha COOTBETCTBUE TPEOOBAHUAM OTPEACIEHHON K1accu(UKAIIMOHHON IPYIITUPOBKH).

[Ipu nepBoM noxaxojne pazpabOTKOM, IPOBEACHUEM M KOHTPOJIEM 3aHUMAIOTCSl TOCYapCTBEHHbIE OpraHbl,
TO €CTh CYIIECTBYET O(HIIMaIbHas TOCylapcTBeHHas Kiaccuukaius Mo ypoBHIO KOM(OpPTa TOCTUHUYHBIX
MPEANPUATHI, BO3MOXHO, APYTMX CpPEICTB pa3sMEUICHUs, a TakXKe NPeAnpusATHd NUTaHus. B dacTtHOCTH,
IIpUMEPBI TAKOTO MoAx0/1a HabmoaaroTess Bo @pannuu u Poccun @paniry3ckas HallmOHaIbHAs KilacCu(UKaLus
BBe/leHa Ha ocHoBaHMM [locTaHoBieHuss MuUHUCTEpCTBA TOProBJIM IO JIeNaM PEMECICHHUKOB U Typu3zMa Ne
66.371 ot 13.07.1966 roma. Knaccudukanus roctunun B Poccuiickoit ®denepanuu ocylecTBIseTCs Ha
OCHOBaHWHM TocymapcTBeHHoro cragmgapra P® — TOCT P 50645-94 "TypucTcKo-3KCKypCHOHHOE
obcnyxxkuBanue. Knaccuduxarus roctuauir'”.
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Puc. 1.6. [IukrorpaMMbl TOCTHHUYHOI'0 CEPBHCA

[Ipu BTOpOM mOAXOAE pa3pabOTKOM, MPOBEACHHEM W KOHTPOJEM 3aHUMAIOTCS TPOQeCcCHOHATBHBIC
obbenuHeHus U coro3bl. Hanpumep, B ['epMannu 3T miporieccsl ocymiecTBisieT OO0beInHEHNE TOCTUHUYHBIX 1
pectopannbix x03stiicTB (DEHOGA), B llIBetinapun — IlBeitapckuii coro3 Bi1aIeabIeB TOCTHHHIL.

B MupoBoO#i IpakTHKe UMEIOTCS CiIydau, KOT/la B IIPeeaax OJHOM CTpaHbl CYIIECTBYET HECKOJIBKO CHCTEM
knaccudukanuii. Hanmpumep, B BenmukoOpuTanum Hapsiay ¢ CUCTEMOM "KOPOH' UCTIONB3yeTCs KitaccuuKaims,
npeaioxentas Accoyuayuein opumanckux mypazenmcme — "British Travel Authority" (BTA):

* OIOJDKETHBIE TOCTUHHIIBI — PACIOJIOKEHBI B IIEHTPAIHHOW YaCcTH TOPOJa U UMEIOT MUHUMYM yJIOOCTB;

* TOCTUHHIIBI TYPUCTCKOTO KJlacca — B CTPYKTYpe 00s13aTEJIbHO HAJIMYKeE pecTopaHa u Oapa;

* TOCTUHUIIBI CPETHETO KJIacca — YPOBEHBb OOCTYKMBAHUS JOCTATOYHO BBICOK;

* TOCTHUHUIIBI IEPBOTO KJIacca — OYEHb BHICOKOE Ka4eCTBO KOM(MOPTa M OTIMYHBIA YPOBEHb 00CITY)KUBAHHS;

* TOCTUHUIIBI BBICIIIEH KAaTETOPUH — YPOBEHBb OOCTY>KMBAHUS U MTPOKUBAHUS IKCTpa-Kiiacca.

HaubGonee  pacnpoctpaneHHoil — cuutaercsi  @PpanHuy3ckasa  HAWUOHANbHAA  Klaccuukayus,
yCTaHABIWBAIOMIAs i1 TYPUCTCKAX OTEJICH IIeCTh KaTerOpui, Cpelad KOTOPBIX IMATh C IMPHUCBOCHHEM
ompeneneHHoro kKoiaudectBa 3Be3n (1%, 2%, 3* 4*L umm 5%*), omna karteropusi 6e3 3Be3apl. Takas cucrema
MO3BOJIIET Hau00JIeE MOJTHO OXBATUTH PHIHOK TOCTHHUYHBIX YCITYT.

Hu ogHO roctTuHMYHOE TpeAnpuUATHE HE MOXET MPETEeHI0BATh HA MPUCBOCHUE KATETOPHUH, €CITU OHO HE
OTBEYACT MUHUMAJILHBIM TPEOOBAHUAM-KPUTEPUSIM, 00bETMHEHHBIM B CIICIYIOIIHNE TPYIIIIHI:

A — XoIM4ecTBO KOMHAT;

B — o0mue nomMeneHus;

C — o0opymoBaHue oTens;

D — xoM(popTHOCTD KUJIbS;

E — obGcnyxuBanue;
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F — nocrynHocTs MHBANIMIAM U JIMLAM C OTPAaHUYEHHOM MOBH>KHOCTBIO.

Cornacno Hemeuyxoit knaccughukayuu, ToCTUHUYHbIE TPEANPUATUS TOIPA3AEIAIOTCS Ha NATh Kiacco. C
LIETIbI0 TAaPMOHM3aNN ¢ EBPONENCKON CHCTEMOM 311ECh Cpa3y ke MPelyCMaTpPUBACTCA COOTBETCTBUE KaXIOTO
KJ1acca OIpe/IeICHHOMY KOJIMYECTBY 3BE3/:

TYPUCTCKUHN Klacc — *;

CTaHJIapPTHBIN Kjacc — **;

KOM(OPTHBII Kiace — **%;

MEPBBIN Kitacc — *#%%;

JTIOKC — *****_

Crnengyer OTMETUTD, YTO TIOTIBITKH OMPEACIUTh COOTBETCTBUE C CHCTEMOMN "3Be31", MHOTIa HOCSIIINE YUCTO
YCIIOBHBIN XapakTep, XapakTepHbl U i psiia Apyrux cucreM (Oyks, "kopoH", kareropwuii). Tak, B I'peruun

TOCTUHUIBI KaTEeropuu A COOTBETCTBYIOT YETHIPEX3BE3JJ0OYHOMY ypoBHIO, B — Tpex3Be3nounomy, C —
nByXx3Be370uyHOMY, D — onHo3Be3nouHoMy. B Urtanuu nepBasi KaTeropusi yCIIOBHO COOTBETCTBYET YPOBHIO
YeThIpex 3Be3Jl, BTOpas — TpeX, TPeTbsi — ABYX. s TOro 4roObl rapMOHU3UPOBATh CUCTEMY "KOpPOH',

ucroap3yemMyro B BennkoOpurtanuu, ¢ cucremoil "38e31" HEOOX0IMMO OT 00IIero yucia "KopoH" OTHATh OJHY
"3Be3ay" (Harpumep, ypoBeHb UeThIpex "KOpoH'" paBeH YpOBHIO Tpex "3Be3a").

PaccmoTpeHHas Bbllle KiIacCU(PUKAUs TOCTUHUL, MTpeaIokeHHas Accounanyeid OpUTaHCKUX TypareHTCTB,
KoTopasi cuurtaercss B BenmkoOpuTaHun Hambosee pacrnpoCTpaHEHHOW, TaKKe MpedycMaTpUBaeT MOJ00HOE
COOTBETCTBUE:!

OIOKETHBIE TOCTUHUIIEI — *;

TOCTUHULBI TYPUCTCKOTO Kiacca — **;

TOCTHHHIIBI CPEIHETO Kitacca — **%;

TOCTUHUIIBI IEPBOTO Kilacca — *#%%;

TOCTUHULIBI BBICIIEH KAaTEropuy — **##%

Hemenkas knaccuduxanus ycraHaBauBaeT TpeOOBaHUS 0 ABAALATH JBYM 00s3aTe€IbHBIM U HE3aBUCUMBIM
OT KJIacca NPEIIPUATUN KPUTEPUSIM:

1. PaboTa ciyx0bI ipuemMa (perenium).

. CepBuC 3aBTPaKOB.

. CepBUC HATUTKOB.

. CepBuC TUTaHUA.

. Hamnuue tenedona B Homepe.

. PaboTa Tenedona.

. MunnmaipHas mwiomanb 1 75% HOMEpOoB, BKIIIOUYAs IUIONIAIb CaHy3JIa.
. CanuTapHsiii KoMGOpPT (B MPOIEHTAX K 00IIEMY OCHAIIICHUIO CAHY3JI0OB).

9. OcHalieHue caHy3JO0B.

10. Hannume «suite-HoMepoB (HOMEpPOB-anapTaMeHTORB).

11. MeOnupoBKa 1 OCHaLIEHHUE HOMEPOB.

12. Hannuue pagno u TB-npueMHUKOB B HOMEpE.

13. Hannuue momapkoB J1si TOCTEH.

14. Ycnyru CTUPKH U TIIaXKEHBS.

15. Hanuuwme ceiidos.

16. KosinuecTBO U COCTOSTHHE XOJIIOB.

17. Bo3MOXXHOCTh OE3HATMYHOTO pacuera.

18. Hannuue tenedaxca.

19. KosnnuecTBo U pexxuM paboThl TOCTUHUYHBIX 0apoB.

20. KosmnuecTBO M pexuM pabOThI peCTOPaHOB.

21. Bo3MOXHOCTB NpoBeAeHUS KOH(EepeHIM 1 OaHKETOB.

22. Yucno A0noJIHUTENbHBIX ((haKyJIbTaTUBHBIX) YCIYT.

[lo mocnenHemMy TpeOOBAaHUIO YCTAHOBJIEHO CJEAYIOIIEE YUCIO AOMOJHUTENIBHBIX YCIYT: Ui TOCTUHUI]
kiacca jJokc — 270, mepBoro — 120, komdopraoro — 70, crangaptHoro — 25, typuctckoro — 0.

OcoOenHoctbio Hemenkoil kinaccuukanuu SBISETCS TO, YTO B HEW MPEAyCMOTPEHbI KaTeropuu U Jyis
TaKUX TUTIOB TOCTUHUYHBIX TMPEANPHUATHIA, KaK ITAHCHOHBI, TOCTHHBIE IBOPHI, OTeNU-rapHu. [Ipu ycTraHoBIeHUN
COOTBETCTBYIOIIUX KaTeropuid JUIsl STUX TUIIOB OTCYTCTBYIOT TaKue 00si3aTesIbHbIE KpUTepuH, Kak "Pecropan",
"CepBuc nutanus", a Tpedyemoe uncio (akylIbTaTUBHBIX KPUTEPUEB HAMHOI'O MEHBIIIE: JUIsl IEPBOTO Kiacca

0O\ L B~ WD
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— 90, xompopTtHOrO — 50, cTangaptTHoro — 15. Kpome Toro, ykazaHHbIM THIIaM NPEANPUATUHIT MAaKCUMAJIbHO
MO>KET OBbITh IPUCBOEH MEPBBII Kinacc (***%),

B CIlIA uer oduuuanbHO YTBEpXKACHHONW MNPaBUTEILCTBOM Kiaccupukauuu roctuHull. I[lo ypoBHIO
KoM@dopTa OHM OOBIUHO JENATCS Ha MATh KaTeropui. Beiciias kareropust (ITh 3BE€3/) MPUCYKIAETCS ABYMS
yupexieHussMu: American Automobile Association (AAA) u Mobile Travel Guide.

CoOCTBeHHBI NOAXOJ K KIAaCCU(PUKAUUU TOCTUHUL] HMEIOT 2ocmunuunvle yenu. OOBIMHO B HUX
BBIJICIISIIOTCS HE KaTeropuu, a MapKu, paclpoCTPaHSIOIINUECS Ha BCe TOCTUHMIIBI KOHKpETHOM nenu. B kaxnoit
MapKe MOXKET YUYUTHIBaTbCSl HE TOJBKO YPOBEHb KOM@OpTa, HO M Ha3HAUYEHHE, MECTOPACIONIOKEHHE H
HEKOTOpble Jpyrue kpurepuu. Hampumep, kpynHeiinias eBponeiickas roctuHu4Has uenb Accor (dpanius)
IpeiaraeT HeCKOJIbKO MapoK MPEeANPUATUH, pacloJaralouux pa3Hoo0pa3HON NaIUTPON YCIYyT U LIEH:

* Sofitel;

» Novotel;

* Mercury, KoTopasi, B CBOIO OUYEpPE/Ib, 10 YPOBHIO KOM(OPTA U LIEH NOIpa3AeseTcs elle Ha 3 TPYIIIbL:

Relais Inn — npenaraer craniapTHble HOMepa, KaYeCTBEHHOE 00CTY)KMBaHUE 10 YMEPEHHBIM LIEHAM;

Hotel Mercury — ycayru 6oJiee BHICOKOTO YpOBHS, MHAMBUIYaJIbHOE 00CIyXUBaHUE, KOMpopTadenbHoe
pa3MelIeHue;

Grand Hotel — mnpekpacHoe pacnoyioK€HHE TOCTUHUIBI, HM3BICKAHHBIM KOMGOPT U BBICOKHI YPOBEHb
00CIyKUBaHUS KPYIJIOCYTOYHO;

* Ibis;

* Etap;

* Formule 1.

C y4eToM KOHBIOHKTYpPbI PbIHKA TOCTUHHMYHAS LIeNb Accor OObeIUHSET Psii TOCTUHUYHBIX MPEANpUSITHIH,
HE3aBHCHMO OT UX MapKH, C IIeJIbI0 00CTYKUBaHUs ONPEEIEHHBIX CETMEHTOB TYPUCTCKOTrO priHKa. Hanmpumep,
HEKOTOpble rocTUHULBI Mapku Novotel 1 Mercury BXoAsT B rpymmy Atria, KOTOpas clielUaIu3upyeTcs Ha
npueMe U OOCITyKMBAaHUU KOHTPECCOB, BBICTABOK U APYTrUX MNPO(GECCHOHATIBHBIX BCTPEY U MEPONPUSATHIL.
Jlpyras rpynmna rocTUHHII IMEeT B CBOeM Ha3BaHuHU 3HaK "Goralia", yTo 03HavaeT "KypopTHas rocTuHUIA".

Kpynueiimas amepukanckas roctuHudHas nend "Holiday Inn" npu BblaeneHMM MapoK yUUTBHIBAaeT He
TOJIBKO ypOoBeHb KOM(DopTa, HO U Ha3HAYCHHE, MECTOPACHOJIOKEHUE, [UIUTEIbHOCTh MPEObIBaHUS KIIMEHTOB U
HEKOTOpble apyrue kputepuu. OHa Npeanosaraer cieayouue MapKu:

— Garden Court — rocTHHHUILI SKOHOMHYECKOTO KJIacca;

— Holiday Inn Express — roctuHuiipl KBapTUPHOTO TUTA (aapT-OTEINHN);

— Holiday Inn San Spri Resorts — KypopTHbIE TOCTUHUIIBI JJI51 JIHILL C BBICOKMMH JIOXOJIaMU;

— Holiday Inn Select — rocTuHUIIBI 7151 JETOBBIX JIFO/ICH;

— Holiday Inn Hotels e.t.c. — roctunuel, 1ecsiTh NPOLEHTOB HOMEPHOTO (OHJA KOTOPBIX MPEACTABIISAIOT
anapTaMeHThI JUIsl JIEIOBBIX JI0/IEH, HO C JJIUTEIIbHBIM MPEeObIBAHUEM.

B psine cnydaeB HazBaHWS MapOK TOCTHHUI[ HE JAIOT MOTPEOUTENIO COOTBETCTBYIOIICH HHGOPMAIUH,
BCJIE/ICTBHE YEro TYpOIIEpaTOphbl CTAJIM MPOBOJUTH YCIIOBHOE COOTHOIIECHHUE KaXKJI0H MapKu OINpeleIeHHOMY
KOJIMYECTBY 3BE€3]l IO E€BPOIEUCKOW cucteme. B ciydae ¢ rocTHHWYHOW I1enbio "Accor" 3TO BBITJIAIUT
cnenyromM obpaszom: Sofitel — 5 3Be3n, Novotel — 4, Mercury — 3, Ibis — 2, Etap — 1, Formule 1 — 06e3
3BE3/Ibl.

Knaccupuxkauust roctunuy B PP

B Poccumn 10 1994 rona knaccudukainys roCTUHUIL OCYIIECTBIsIACh B cooTBeTcTBHM C "[lonoxennem o0
OTHECEHUHU IOCTUHUI K pa3psiaM U HOMEPOB B TOCTMHUIIAX K KaTeropusiM", yreepkaeHHbIM [locTanoBieHreM
I'ockomuen CCCP ot 2.03.1979 rona Ne 154. lannoe [lonoxxeHue pacnpoCTpaHsUIOCh Ha BCE TOCTUHUIBI U
MOTEJIM, HE3aBUCUMO OT MX BEJIOMCTBEHHOM NOJYMHEHHOCTH, M MPEAoJarajio nojpasjieieHre TOCTUHULL Ha
CEMb pa3pSAIOB: JIFOKC, BBICIIMN A, BbICIIMKA b, mepBbIid, BTOPOH, TPETU, YETBEPTHIA; MOTEIEH — Ha MATh
pa3psanoB: BeICIIMA A, BbICIIMM b, nepBblii, BTOpOW, Tperuid. [[ns HOMEpPOB mIpenycMaTpUBalIOCh ISATh
KaTeropuii: BeICIIasi, IIepBasi, BTOpasi, TPEThs, YETBEPTasl.

OO0s13aTeNIbHBIM YCIIOBHEM NPUCBOCHUSI pa3psAoB SABISIOCH coOMoieHne npeaycMoTpeHHbix [lonoxennem
MUHUMAaJbHBIX TPEOOBaHUMN, 00bETMHEHHBIX B CJIEAYIOUINE TPYIIIbI:

* o0mue TpeOoBaHus;

* KOMMYHaJIbHOE€ 000pyI0BaHUE 3aHMUS;

* TUQT;

* UH(OPMAIIOHHBIE YCITYTH;
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* 00IIIECTBEHHOE TUTAHHUE;

* XapaKTepUCTHKAa HOMEPHOTO (OHJIA;

* TOProBo€ U OBITOBOE 00CTYKUBaHUE;

* 0aHKOBCKHE YCIIYTH, cOepKacca ¥ MyHKT 0OMEHa BAJIIOTHI;

* MEITUIIMHCKUN MYHKT C KPYIJIOCYTOYHBIM JIEKYPCTBOM MEAINIEPCOHANA, allTEYHbIN KHOCK;

* KyJIbTYPHO-CIIOPTUBHOE 0OCITy’KUBAHHUE.

B 1994 rony B PO 6b11u pa3paboTans! "llosoxxenue o kpurepusx kiaccupukanuu roctunun”, "Kpurepuu
KJIacCU(UKAMOHHBIX TpeOOBaHUM K roctuHuLaM (MoTessaM) Poccuiickoit @enepanun", a taxke npunar [[OCT
P 50645—94 "Typucrcko-3kcKypcuoHHOE obcimykuBanue. Kiaccudukanus rocTHHUIL", COTTIACHO KOTOPOMY
BCE TOCTUHUIIBI MOJPA3AEISAIOTCS HA MATh KaTErOpUid C IPUCBOCHUEM OT OJHOM JI0 MATH 3BE3]l, MOTEJIN — Ha
YeTbIpe KaTeropuu ¢ MPUCBOCHUEM OT OJJHOU JI0 YETHIPEX 3BE3I.

MuHumanbHble TpeOOBaHUS K TOCTUHUIAM (MOTENSAM) Pa3JIMYHbIX KaT€ropui, MpeayCMOTPEHHbIE JaHHBIM
CTaH/IapTOM, OOBEIMHEHBI B CIEAYIOIINE TPYIIIbI:

1. 3nanue u npuseraroas K HeMy TeppUTOpus (BbIBECKA, BXOJ JUISl TOCTEN, aBTOCTOSIHKA).

2. Texuuueckoe o0opynoBaHHe (aBapuiHOE OCBELIEHHWE U DHEProcHaOKeHue, BOJOCHAOXKEHUE,
KOHJUIIMOHUPOBAHHUE BO3/1yXa, BHYTPEHHEE pajuoBeliaHue, JUPT, TerneQoHHas CBS3b U3 HOMEpA, Tene(OHBI
KOJUIEKTUBHOI'O MOJIb30BAHNUA).

3. Homepnoit ¢ona: nonst Mect B OJIHO-, ABYXMECTHBIX HOMEpaX, HaJM4he MHOTOKOMHATHBIX HOMEPOB
(amapTamMeHTOB), IJIOIIA/(b HOMEPOB, HAJIMYHUE U IJIOLIAJAb CAHY3JI0B B HOMEpaX.

4. Texuuueckoe ocHalleHue (ABEpU U 3aMKH, OXpaHHas CHUTHAIM3AlMs, CpeACTBa KOHTPOJS 3a
0€30MacCHOCTbIO, 3BYKOU3OJSLUS, OCBEIICHHUE, JJIEKTPOPO3ETKH, OTOIUIEHHE, HaJIM4Yue peryisaropa KoH-
JUIIMOHUPOBAaHUS BO3/lyXa, TeJae(OHHOro ammapara, TaiiMepa, paJIuolnpueMHUKa, TeJIEBU30pa, X0JI0IUIbHUKA,
MUHH-0apa, MUHHU-ceida).

5. OcHaimenue MeOenbl0 W HMHBEHTapeM (MUHUMAaJbHbIE pa3Mepbl KpoBaTeil, HaJIU4YUEe KOMIUIEKTa
MOCTENIbHBIX NMPUHAMJIEKHOCTEH M Oelbsi, MPUKPOBATHOTO KOBPUKA, KOBPOB M KOBPOBBIX MOKPBHITHH MOJA,
MPUKPOBATHON TyMOOYKH, IIKada, BEMIAJKU JUIsl BEpXHEH ONEXKIbl U TOJIOBHBIX YOOPOB, CTYNIbEB, Kpecel,
CTOJIOB (IMMCBMEHHOTO0, KYpHAJILHOIO), MOJKHU JJIs Oaraxka, MOJICTAaBKH I0J TEJIEBU30p, IUIOTHBIX 3aHaBECEH
(wmm  Kamo3u), O0O0ECTECUYMBAIOIINX 3aTEMHEHUE TMIOMEIICHUs, 3€pKaia, IIEeTOK (OJIeKHOHM, CaroKHOM),
KOMOMHHUPOBAHHOIO KiIto4a (Uil OTKpBhIBaHWSI OyTHUIOK), rpaHHOB, CTakaHOB, HA0Opa MOCYIbl JUIsi MUHU-
Oapa, nenenpHUL, THGOPMALIMOHHBIX MAaTEPUAJIOB B HOMEpE (B TOM YHMCJI€ U HA MHOCTPaHHBIX A3bIKax), Habopa
MMCBbMEHHBIX TNPUHAMIEKHOCTEH (KOHBEPTOB, MOYTOBOW Oymaru, pydkd, KapaHjaiia), MpPOTUBOIOXKApHOMN
MHCTPYKLUMHU, UHCTPYKLUHUU O ACUCTBUSIX B SKCTPEMAIbHBIX YCIOBHSX, XapaKTEpHBIX MJs JaHHOTO MecTa
(OIoJI3HM B ropax, 3eMJIETPSICEHUE U T.[I.).

6. UHBeHTaph U MpeIMEThl CAHUTAPHO-TUTUEHUYECKOT0 OCHALIIEHHsI HOMepa (HaJIu4yue 3epKajia U MOJKU JIs
TyaJIeTHBIX MPUHAAJICKHOCTEH, 3aHaBECKH B BaHHOW, KOBpUKA, ()eHa, MOJOTEHLEAepkKaTels, KPIOUKOB s
OJIeXk/bl, MOJOTEHEL (Ha KaXKJIOro TOCTS), MaxpoBOMl HpPOCThIHM, OAaHHOW IIANOYKHU (HAa KaXKJIOro TOCTH),
OaHHBIX TamoyeK (Ha KaXKJ0To rocTs), TyaJeTHbIX MPUHAJIEHKHOCTEH, cal(eToK, TyaleTHONH OyMaru, KpbIKU
U IIETKH JUIsl YHUTAa3a, KOP3UH JUIsl Mycopa, MTaKeTOB Ui IPEAMETOB TUTUEHbI, IPayeuHO, XUMUUCTKH).

7. CanutapHble O0OBEKTHl OOLIEro IM0JIb30BaHMS (TyasieThl, 0OOpYyIOBaHUE TyaJeTOB, BAaHHBIX KOMHAT,
JYIIEBBIX).

8. OOuiecTBeHHbIE NOMEUICHUS (Hanuuue MeOenu, CHelHalbHBIX HAaloJbHBIX IOKPHITUH, KOBPOB U
KOBPOBBIX MOKPBITHHA, JEKOPATUBHOTO 03EJIEHEHUsI, XyJ0’KECTBEHHbBIX KOMIIO3UIUI, MY3bIKQJIbHOTO BELIaHUS,
raser, KypHaJIoB, cedda misa XpaHEeHUs IIEHHOCTEH, rapaepoda B BecTHOIONE, TOCTHHBIX, MOMEUICHUN s
[IpOCMOTpa Tenenepenady, 3aJ0B Uil KyJAbTYpHBIX (JI€JIOBBIX) MEpONpUATUH ¢ 0OOpylOBaHUEM JUIS
CUHXPOHHOTO IIEpPEeBO/JIa, ayAUO- U BUACOANapaTypoil, Ou3Hec-1IeHTpa, CIIOPTUBHO-030POBUTEILHOIO LIEHTPA,
I1aBaTeNbHOTO OacceliHa, MEAMIIMHCKOrOo KaOWHeTa, NapuKMaxepcKoil, KOMHAT OBITOBOrO OOCIy:KUBaHMS,
Mara3uHOB, TOPTOBBIX KHOCKOB U T.J.).

9. [lomentenus i NpelOCTaBICHUS YCIYyTr MUTaHUs (pecTopaHsbl, kade, 0apbl).

10. Ycnyru (pabota ciy:xObl mpuema, yciIyrd HIBeWIapa, MoJHOCKa Oaraxka, yTpeHHss moOynaka, yoopka
HOMEpa U KpoBaTel TOpHUYHOW, BEUEpHSs MOJArOTOBKAa HOMEpA, CMEHa IOCTEIbHOro Oebsi U MOJOTEHEL,
CTHpKA U IJaXEeHbE, XUMUYUCTKA, MEJIKUN PEMOHT OJEK/bl, YUCTKAa 00YBH, MOYTOBbIE U TelerpadHble yCIyru,
Bpy4YEHHE KOPPECIOHACHIIMM TOCTSIM, MAIIMHONUCh, KONUPOBAHUE JIOKYMEHTOB, YCIYTU CEKpeTaps,
cTeHorpaducra, MocbIbHOTO, MPEIOCTABIEHUE B I0JIb30BAHUE KOMIIBIOTEPOB, 3IEKTPOHHBIX CPEACTB CBS3H,
BUJICO-, ayIMOO0OPYNOBaHUS, XpaHEHUE ILIEHHOCTEH B ceile agMUHHUCTpalMM, XpaHeHHe Oaraxka, oOMeH
BAJIIOTBI, OpraHu3alys BCTpeY M IPOBOJIOB, BBI30OB TAKCH, NMPOKAT aBTOMOOWIIEH, MapKoBKa (IEPCOHAIOM
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TOCTUHUIBI) U TOJaya U3 rapaxa (CTOSHKHM) K MOABE3Ty aBTOMOOWIIS TOCTS, TEXHUYECKOE OOCIIy)KMBaHHE
aBTOMOOWIEH rocrel, OpoHMpOBaHME OWJIETOB Ha pa3JIMYHbIE BHUJAbI TPAHCIOPTa, OpPOHUPOBAHUE W/WIH
npojaka OMJIETOB B TeaTphl, HA CHIOPTHBHEIE, 3PEIUIIHBIC MEPOTIPUSTHS, TYPUCTCKHE U MEIUITUHCKUE YCIYTH).

11. Yenyru nuranus (oOcimyXuBaHUE, BOZMOXXKHOCTh BBIOOpa JIFOOOTO U3 BapHUaHTOB IPEIOCTABISEMOTO
NUTaHUS (3aBTpaK, JBYXpa30BO€ MHUTaHME, TPEXpa3oBoe MUTaHue), paboTa oAaHoro kade win 6apa B Jr0boe
BpeMsi CYyTOK, BpeMsl IPeA0CTaBICHUsI 3aBTpaKa, OpOHHUPOBAHUE MECT B PECTOPAHE, OOCIY)KMBaHUE B HOMEPE).

12. TpeOGoBaHMsI K TEPCOHAIY W €ro TOATOTOBKE (HAJIMYHE MUCHMEHHBIX CTAaHAApPTOB IS TEPCOHAIA,
KBaJTM(HUKAIKs, 3HAHWE WHOCTPAHHBIX S3BIKOB, MEIWIIMHCKHE TPeOOBaHWS, BHEIIHWI BUMA, TPEOOBAHUSI K
MTOBEJICHUIO).

BmecTuMocTh HOMepHOro (hoHIA

[Tog BMECTMMOCTBIO HOMEPHOTO (POHAA TMOHUMAETCS YHUCIO MeCT (HOMEpPOB), KOTOPOE MOXKET ObITh
MPEJIOKEHO KIMEHTaM OJHOBpeMEHHO. OOLIEenpUHATOTO MOAX0Ja K ONPEAENIEHUI0 BMECTHUMOCTH MallbIX,
CpeIHUX M OOJILIMX TOCTUHUI] B HACTOsIIEe BpeMs HeT. B kaxmol crpaHe K HEMY MOJAXOIAT MO-Pa3HOMY,
YUUTBIBas KOHKPETHbIE OCOOCHHOCTH COLMATIbHO-3KOHOMHUYECKOTO M MCTOPHUUYECKOIO pa3BUTHS. ExeromHsit
cOopHUK "Masple TOCTUHHUIIBI MHpa KJlacca JIFOKC BKIFOUaeT Kak otenu ¢ 10 Homepamu, Tak u otenu ¢ 200
HoMmepaMu. [IbITasice pemnth aanHyto npobiemy, BTO pexomenayer moHUMaTh MOJ MaJON TOCTUHUILY C
KOJIM4E€CTBOM HOMEPOB 10 30, OTHOBPEMEHHO OTMEYasi, 4YTO ITO OIpPENEICHUE SABISIETCS IPUOPUTETOM Kax10i
oTHeNnbHON cTpanbl. [l pernona EBponsl THIMYHBI HEOOJIBLINE TOCTUHULIBI (Hanpumep, B I'epmanuu Masnoi
CUHMTACTCS] TOCTUHHUIIA BMECTUMOCTHIO 110 40 Mect, cpenneir — 40—80 mect, Gosbioit — cBbie 80 MecT), a
U1 AMEpHUKH U ObICTPO pa3BUBAIOIIETOCS TOCTUHUYHOIO PbIHKA A3MHM — IFOCTUHUIIBI OOJIBIION BMECTUMOCTH.

MHorue cTpaHbl UCIOJIB3YIOT CIIEIYIOMIMHI MOAX0/ K KiIacCU(UKALMU TOCTUHUI] 10 BMECTUMOCTH:

* MaJible — BMECTUMOCTHIO 70 150 mect (He 6osee 100 HOMEpOB);

* cpennue — 150—400 mect (10 300 HOMEPOB);

* 0onbiine — cBeie 400 mect (cBbime 300 HomepoB). BmectuMocTh Apyrux (yHKIIMOHAJIBHBIX YacTel
TOCTHHUYHOT'O KOMILIEKCA, B YaCTHOCTU pecTopaHa, kade, 6apa, onpeaesieTcs:

* BMECTUMOCTBIO HOMEpPHOTO (hOoH/a;

* Ha3HAUYE€HUEM TOCTUHUIIBL;

* HaJIMYKUEM I0I00HBIX MPEANPUATHI B IpUIIEratoiiei 30He.

DYyHKIUOHAJIBbHOE HA3HAYEHHE TOCTHHHYHOIO NIPeNPUATHS
Hcxons u3 JaHHOTO KpUTEpUs BbLACISIOT ABE O0JIbLINE IPYIIbI peanpusTuil (puc. 1.7):
1. TpaH3uTHBIE TOCTUHUILBI.
2. lleneBbie TOCTUHHUIIGI.

TocTHHULIN
f
v 2
TpaH3uTHNE Ilenensie
|
\ 2 v
JIEZI0BOr0 Ha3HAYCHHUs UL OTIRIXA
1
v v
l KYpOPTHEIE J l TYPUCTCKHUE J
[ HaTpPHEOIOTHYECKUE | TYPHUCTCKO-
3KCKYPCHOHHBIE
[ KIUMATOJTIOTHYSCKHE
|| TYPUCTCKO-~
CIIOPTHRBHELIE
[ * rpsseiied4e6HbBIC
L_{ CHeLMATM3UPOBAaHHbIE J

Puc. 1.7. Knaccupukauusi rocTHHHMI 110 HA3HAYEHHU IO
Tpanszummnsle cocmunuybl NpeIHAZHAYEHBI I 00CIY)KUBAHUSI TYPUCTOB B YCIIOBUSX KPAaTKOBPEMEHHOMN

ocTaHOBKH. OOBIYHO OHU PACIIONIATAIOTCS BAOJIL MarucTpajiel ¢ 00JIbIINM JIBUKEHUEM (HA YKEIEe3HOJOPOKHOM,
aBua-, aBTO-, BOAHBIX). lIpoekTupyrorcs Majol WM CpelHell BMECTUMOCTH C OrPaHUYEHHBIM YPOBHEM
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koM@opta. B 370l rpynmne HaubOIbIIYIO NOMYISIPHOCTh U MIMPOKOE PACHPOCTPAHEHUE B MUPE MOTYyUUIT TaKOM
THUII TOCTUHUIL, KaK Momenu.

[lepBrie MmoTenu nossunuck B CUIA, n HanMoHaabHas CTaTUCTHKA 3TOTO TOCYIapCTBa OMPENeseT UX Kak
YUpEXKJEHUSl JUId IMpUeMa TYPHUCTOB, IMYTEUIECTBYIOIIMX Ha aBTOMoOWiIe. MoTenu NpencTaBisioT coOoi
MIPOCThIE OJHOATAXKHBIE WJIM JBYXATAaXXHBIE COOpPYXEHHUS Manod wiu cpeaneir BMectumoctu (10 400 mecr),
PAaCIIOJIOKEHHBIE BHE TOPOJCKOW 3aCTPOMKH, Yy aBTOMarucrpayied. [l HUX XapakTepeH CpeJHUN YpPOBEHb
o0cyXKUBaHUs MPU HEOOJIBIIOM KOJIMYECTBE IepcoHaia (aMepuKaHcKas Hopma oocimyxuBanusg — 11 yenoBek
Ha 100 sHOmMepoB). Kpome TOro, mpemycMOTpeH MOJHBIM KOMILJIEKC TEXHUYECKOTO CEPBHUCA: Tapaku, CTOSHKHU
JUIs aBTOMOOUJIeH, CTAaHIIUK JIUIs 3alIPaBKU U PEMOHTA U APYrUe YCIYTH.

[lepBrIit MOTENL OBLI MOCTPOEH KaTU(POPHUNCKUM apXUTEKTOpoM AprypoMm XaiiHemaHoMm B 1925 roay B
Can-Jlync O6ucno (mrar Kamudopuus) — B ropojke, pacrosioxxeHHom mpumepHo B 200 mmisix ot Jloc-
AHkeneca. B Te 1HM 10 3TOro MecTta NPUXOAUIOCH €XaTh MOYTH LIEJbIA J€Hb. XallHEMaH CHPOEKTUPOBAI
CBOHM MOTENb TaKUM 00pa3oM, YTO TOCTU MOTJIM MOJbE3XaTh K JIBEPSM CBOMX OJHOATaKHBIX OYHIrajno WM K
npujieTamemMy K OyHrano rapaxy. Takux OyHrano Obu10 Bcero 40, M OHU CTOSUTH BOKPYT BHYTPEHHETO JIBOPA,

Kak HOBasg camocTosiTeIbHASI TOCTUHUYHAS KOHIENIUS MOTEIN MOJYYHIIM pa3BuThe aulb B 50-e ronael. B
1952 rony motens Obu1 mocTpoeH ocHoBareneM nenu "Holiday Inn" Kemmoncom Yuiconom. Poct umcna u
MOMYJISIPHOCTH MOTEJIEH CO3Aajdd 3HAYUTEIbHYIO HAIPSHKEHHOCTh B OTHOLIEHUSX MEXAY BIaJlelbliaMU
cymecTBoBaBUX B 50-€ roapl nmpeanpustuid pasmenieHus. [Ipenmnourenue, oTgaBaeMoe KIMEHTAMH MOTEISIM,
JieNlajio MHOTHE HEeOOJIbIINE TPaJAULIMOHHBIE TOCTUHUIBI HEKOHKYpeHTOCnocoOHbIMU. HekoTopbie ObuiH
BBIHYKJICHBI TPEKPATUTh CBOKO JCSATENHHOCTh. B OTHENBHBIX CiIydasx KOHKypeHTHas OopbOa mpuoOperaina
npamatudeckuil xapaxtep. [Ipusnanue Hactynuio Toiabko B 60-X rojax, Korjaa BiaAeiblbl TPaJULMOHHBIX
oTeNiell BOCIPUHSIM HOBYIO KOHIEMNIMIO C IOJHBIM OCO3HAHMEM €€ HEOOXOJIMMOCTH B TOCTMHUYHOM
unayctpuu CHIA, 4To HauUo OTpakeHHWE B MPUHATUU BJAJEIbLEB MOTeNel B AMEPUKAHCKYIO aCCOLMALIUIO
MOTEJIEH U TOCTHHMUIL.

Ilenegvie cocmunuybl IOIPA3AEISAIOTCS HA:

1. TocTMHMLIBI JET0BOr0 Ha3HAa4YeHHs, OOCIIYy)KMBAIOIIME JIML, MPEOBIBAIOIIMX B JEJIOBBIX MOE3AKaX H
KOMaHJupoBKax. ['ocTuHUIBI 3TOM rpynmnbl HanbOojiee M3BECTHBI KaK TOCTUHHUIBI Ui KOHTPECCHOro 00-
CILY>KMBaHHUs: 00CIIY>KMBaHUsI CUMIIO3MYMOB, Ch€3/I0B, COOpaHuil, KOHEpPEHLIUH U T.J.

2. T'octuHuLe! U1 OTAbIXA (KypOPTHBIE, TYPUCTCKUE).

TI'ocmunuywl 0enosozo nasnavenusn. Hagano pazBUTHIO KOHIENIIUUA "TOCTUHUIIHI JIEJIOBOTO Ha3HA4YCHHS"
obu10 nosoxkeHo B CHIA otkpsiTuem B 1908 rogy Dacsoprom Cratiepom roctunuibl "byddano Cratnep",
IpeHa3HauYeHHOUN i1 OOCIyKUBaHUsI OM3HECMEHOB U KOMMEpPCAHTOB. B HacTosiiiee BpeMs 3Ta KOHUEHIIHS
SIBJISIETCSL OJTHOM W3 BEAYIIUMX HA PHIHKE TOCTHHHYHBIX YCIYT, YTO BO MHOTOM OOBSICHSETCS OCOOCHHOCTSIMHU
CJIOHBIIETOCS] HA TOCTUHUYHOE pa3MeIEeHUE CIIpoca:

cBbiie 50 % coBepiraeMpIX MOE370K COCTABIISIIOT ICTIOBHIC;

Ha MOE3JIKM C IEJIbI0 OT/IbIXa U JICUCHHS TpuxoauTcs okoiio 40 %;

MOE3/IKH C OCTaJIbHBIMU IEJISIMU (TIOUCKH pabOThI, TOCEIICHUE IPY3€H U T.J1.) COCTABIISIIOT 0KoJyio 10 %.

BaxxHOCTH [1€7I0BBIX KIIMEHTOB ISl TOCTUHUYHBIX TIPEANPUATHN 00YCIOBICHA PSIOM ITPUIHH:

1. JlenoBble nr0AM — YYaCTHUKH KOH(EPEHLUH, CUMIO3UYMOB, POPYMOB U T.A., KaK IPABHIIO, UMEIOT
00JIBIION JOCTATOK, B CBSI3U C YEM OHU HE TOJBKO OIUIAYMBAIOT CBOE MPOKMBAHUE, HO U aKTUBHO IMOJIb3YIOTCA
JOTIOTHUTEIBHBIMU ~ yCIyraMu: I[padyeyHOW, NapUKMaxepCcKoW, MacCaXHbIMU KaOHHeTaMmH, OaccelHOoM,
CIIOPTHBHBIMH KOMIUIEKCAMH, Ka3WHO, MPOKaTOM aBTOMOOWied u T.1. Kpome TOoro, nemoBble JIOAM YacToO
pa3MenaloTcsl B TOCTUHUIIAX C YWiE€HAaMHU CBOUX CceMel (JIeThbMH, CyIpyraMu), KOTOpble HE CBSI3aHBI C JIEIOBOM
IIPOrpaMMol, HO aKTHBHO y4acTBYIOT B pa3BiieKaTelbHON. Bce 3T0 B UTOre 3HAUUTEIHHO MOBBIIIACT JI0XObI
TOCTHHHUII.

2. OpueHTauus Ha oOCIy)KMBAaHUE AEJOBBIX JIIOJEH MO3BOJISET OCTUHUIAM HauboJiee TOYHO NMPOBOJUTH
IIpeIBapUTeIIbHOE OPOHUPOBAHUE MECT, IPOTHO3UPOBATH 3arPy3Ky MaTepualbHON Oa3bl.

3. Co3paroTcsi MpeKpacHble BO3MOXHOCTU JUIsI MOBTOPHBIX MpPHE3I0B. Byayun CBsI3aHHBIMHM C JI€JIOBBIM
MEpPOIIPUATUEM, JIOAU HEMOCPEICTBEHHO IOJIy4aloT HHQPOPMALHUI0 O caMOWl TOCTHHHUILE, INpeaaraeMbIxX
yciyrax, WX KadecTBe W T.J. B ciydae yJIOBJIETBOpPEHHS OHU OO0s3aTENIBHO TOAENATCS WH)Opmarumendn u
MIOPEKOMEHIYIOT 3TY TOCTHHMILY CBOUM JPY3bsIM U 3HAKOMBIM, a TAK)KE€ CaMH HEIIPEMEHHO BOCIIOJIb3YIOTCS €€
yCIIyTaMH euie pas.

4. OGcnyxuBaHHE JEIOBBIX JIOEH MM03BOJISET TOCTUHUIIAM YBEJIUYUTH 3arpy3Ky B IEPUOJ MEXKCE30HbS U
T.J.
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Jliis oOcimyKMBaHUS JEJIOBBIX JIIOJEH JOJKHBI ObITh CO3aHbI COOTBETCTBYIOLUE YCIOBHS, B CBSI3U C YEM K
TFOCTUHULAM JIEJIOBOTO HAa3HAYEHUS MPEIbSIBISIIOTCS CIEAYIOIINE TPEOOBAHNUSA:

* MECTOpACIOJIO)KEHHE BOJIM3M AJAMHUHHCTPATUBHBIX, OOILIECTBEHHBIX U JIPYrMX LEHTPOB TOPOAOB U
MOCEJICHHH;

* mpeo0Oitailanie B HOMEpHOM (OHIE OJTHOMECTHBIX HOMEPOB;

* o0s13aTenbHAast OpraHu3alus B HOMepe, Hapsay ¢ 30HOM OT/bIXa U CHa, pabouell 30HbI;

* HaJIM4Yue B HOMEPHOM (OHJIE HOMEPOB-allapTaMEHTOB, HEOOXOIAUMBIX Ul OOCIYKMBAHUS B CiIydasX
pa3MelIeHus 1eI0BbIX JIOACH C YWieHaMU CBOMX CEMeEl;

* HaJMYMe CHELHAbHbIX IOMEIICHUH /I MPOBEACHUS JIEJIOBBIX MEpPONPUSITUN: KOH(EpPEeHI-3aI0B
(>kenaTeNbHO Pa3IMYHON BMECTUMOCTH ), IEPETOBOPHBIX KOMHAT, TOMEILEHUH JJIsl SKCIO3HUIUU U T.]I.;

* HaJIM4YME CHEHHATbHOIO TEXHMYECKOro O0O0pYyIOBaHUS: UIsl CHHXPOHHOTO MEPEBOJA, BCEBO3MOKHBIX
BU/JIOB CBSI3U U OPITEXHUKHU;

* HAIMYHKE CIYK0 (PMHAHCOBOTO 00ECIICUCHHUS: OT/ICTICHUN OAaHKOB, TyHKTOB OOMEHA BAJIIOTHI U T.]1.;

* oOecriedyeHHEe BO3MOXKHOCTU MPEAOCTaBICHUS BBICOKOKAUYECTBEHHOIO MUTAHUS: HAJMYME PECTOPAHOB
€BPOTICICKON W HAIMOHAJIIBHOW KYyXOHb, Kade u 0apoB BBICIIMX KATETOPUH, a TAaKKe JOCTAaBKa NMHUTAHUS B
HOMeEpa;

* 000pyZI0BaHNE CTOSTHOK U rapakei JJisi TPaHCIOPTHBIX CPEACTB U T.1.

Kypopmnusie zocmunuybi. Kouuenuus "KypOpTHOM TOCTUHHMIIBI" TIPEAYCMAaTpPUBAET TPEIOCTABICHUE
pa3MelieHus], MUTaHUs U psJa JOMOJHUTENBHBIX YCIYT JIOJAM, CTPEMSIIUMCS K OTABIXY U BOCCTAHOBJICHHUIO
310poBbs. Haunbosiee mnomynsipHbIM MECTOM pa3MeEIEeHUs KYypOPTHBIX TOCTHHHUILL SIBJISIIOTCS TEPPUTOPUH,
MPEIOCTABIISIIOIINE BO3MOXKHOCTH JJIsi OTAbIXa U JICYEHHUS B €CTECTBEHHBIX KIMMAaTUYECKUX M MPUPOIHBIX
YCIIOBHUSAX: Ha MOPCKHX MOOEPEXbiX, B TOPHBIX pailoHax U T.1. CHenuaaucThl NOJaraiT, YT0 NpeAnpusTHsI—
poo0Opa3bl COBPEMEHHBIX KYpPOPTHBIX TOCTUHHUIL Ha4aliu cBoe pa3BuTHe co Il Beka H.3. — BpeMEHHU NOSBICHUS
NPEBHEPUMCKUX OaHb ¢ MUHEPAIbHBIMM MCTOYHUKAMU, CIY>KAILIUMH MECTOM OT/bIXa U POCKOLIHBIX OaHKETOB
BBICIIIETO OOIIECTBA.

B cTpykType KypOopTHBIX FTOCTUHHULL B 0053aTE€IbHOM MOPSAJIKE JOJDKHBI ObITh MPEAyCMOTPEHBI OMEUICHUS
IVl OKa3aHMsI METUIMHCKUX YCIYT JIe4eOHO-NPOPUIAKTUYECKOT0 XapaKTepa, IPeJ0CTaBICHUs JUETUYECKOTO
MUTAHUS, 3aHATHS CIIOPTOM M aKTUBHBIM OT/BIXOM H JIp.

Baxuneiiue npo0iaembl, ¢ KOTOPIMH CTAJIKUBAIOTCS KypOPTHBIE TOCTUHHUIIBI, 00YCIOBIIEHBI CE30HHOCTHIO
CIpoca, YTO B 3HAUUTEJILHOM CTENEHU CKa3bIBae€TCs Ha 3arpy3ke MX MaTepuaibHOW 0a3bl. MHOTHE KypOpTHI
SBJIIOTCSI CE€30HHBIMU 10 CBOEW CyTH (Hampumep, 3UMHHE WU JIETHHE KypopTbl). IIpomomxurenbHOCTH
nepuoja akTUBHOTO (YHKIIMOHHUPOBAHUS MOXET BapbupoBaTbes oT 90 mo 180 mHeid, 4TO 9acTO 3aBUCHUT OT
KIIMMaTH4YEeCKUX U psafa Apyrux ¢akropoB. C Iesbl0 BbIPAaBHUBAHMS 3arpy3Kd B IEPUOJ MEXKCE30HbS B
MOCJIETHUE '0/Ibl MHOTHE KYPOPTHBIE TOCTUHMIIBI CTAJIM CTPEMUTHCS K CO3/IaHUIO HOBBIX PHIHKOB, B YACTHOCTH,
Bce 0oJiblllee BHUMAHUE ATUX TOCTUHUIL 00paIieHo Ha 00CIyKUBaHUE JIEJIOBOTO TypU3Ma.

Ce30HHOCTh crpoca Ha TOCTMHHYHBIE YCIYIHM MOPOXKJAAET U s APYTUX HpodiieM, 0co00i M3 KOTOPBIX
SBIJIIETCSA HallM U cOXpaHeHHe KBalu(uuupoBaHHOI paboueil cuiibl. Kak nmpaBuiio, ce30HHbIN XapakTep Haiima
paboyeil cuibl B KypOPTHBIX TOCTUHHUIAX OCJIA0JAET BIMUSHUE TAKMX BAKHEUIINX MOTHBAL[MOHHBIX (aKTOPOB,
KaK MPOJBMXKEHUE TI0 CIYKEOHOH JIECTHUIIE U BO3MOXKHOCTh ClIeaTh Kapbepy. Bo MHOruX ciiydasix BOMpPOCHI
MOTHBAIUH 3/I€Ch TPYAHOPA3PEIIUMBbI, U YaCTO MPOUCXOJUT TaK, YTO aJAMUHUCTPALIMSI TOCTUHUILIBI BHIHYXICHA
HAaHUMAaTh KaXJIbli C€30H Ha paboTy HOBYIO TPYHIY CIYXKaIUX, YTO BJIEYET 3HAYUTENbHBbIE PAacXOJbl HA HUX
podeccroHaIbHYIO MOATOTOBKY.

Eme oaHy rpynny cepbe3HbIX Mpo0ieM MpeacTaBisieT 00eceueHne COXpaHHOCTH U MOJIEp KaHNUE 3JaHUs
1 000pyJI0BaHUS B HaAJIEKAIEM COCTOSIHUM B HECE30HHBIN MEepUo/I, KOrJaa TOCTUHMIIA 3aKphITa. [ pemenus
3TUX TpoOJeM B 3apyOCKHOM MpaKTHUKE M30pajiu MyTh UCIOJIB30BAHUS CIIOKHOW AJIEKTPOHHOM ammapaTyphl,
MIO3BOJISIFOIIEH COKPATUTh IITAT OXpaHbl 6€3 noTepu 3P(HEKTUBHOCTU OXPAHHBIX MEPOIIPUSITHH.

Typucmckue ocmunuypl. CyliHOCTb KOHIICTIIINH "TYPUCTCKOW TOCTUHUIIBI" CBOJUTCS K CIEAYIOMIEMY:

* TYpHUCTCKasi TOCTUHUIIA, KaK MPaBUJIO, pacliojaraeTcsl Ha TYPUCTCKUX MapUIpyTaX U MPUHUMAET KIHNEHTOB
C 3TUX MapUIPYTOB;

* KOMIUIEKC YCIYT, Ipe/laraéMbIX B TYPUCTCKOM rOCTHHHUIIE, POPMUPYETCS B COOTBETCTBUU C MPOTrPaMMOi
MaplIlpyTa 1 3apaHee ONpeessieTcsl BaydepoM WU ITyTEBKOM;

* JUId OpraHU3aluu OOCIIY)KUBAHUS B CTPYKTYpE TYPUCTCKOW T'OCTHHHMIIBI MPEAYCMOTPEHBI TypOHOpO WU
OIOpO MYTEIIECTBUM U SKCKYPCHUH.

B mnepuon cymecrBoBanusi CCCP xonuenuusi "TypuUCTCKOM TOCTHHHUIBI" Oblla Beyllel Ha pBIHKE
TOCTUHUYHBIX YycIyr B CBs3M C cepbe3HbIMM H3MEHEHUSIMH, MPOU3OLIENUIMMH B IOCJIEIHEE BpeMs, OHa
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MoTepsja CBOIO aKTyalbHOCTb, @ Pa3BUBABLIME 3Ty KOHIEMIMIO MPEANPUATHS, HECMOTPS Ha COXpaHEHHUE B
CBOEH CTpyKType OIOpO IMyTEHIeCTBHM M AKCKYPCHM, CTaJd OPUEHTUPOBATHCA Ha OOCIY)KMBAHHUE JIPYrHX
CEerMEHTOB PbIHKA.

B 3apyOexHOW NpakTUKE B TpyINIE TYPUCTCKUX T'OCTUHHUIl HAUOOJbIIEE PACIPOCTPAHEHHE MOJYYUIH
TOCTUHUIBl CIIOPTHUBHOIO HA3HAYEHUS, IMPEICTABJISAIONINE TYpUCTaM ILIMPOKHE BO3MOKHOCTH ISl 3aHSTHS
Pa3IMYHBIMU BUIaMU criopTa (rojib(-oTenu, OTeNu AJis IJI0BLHOB, OTENH C TEHHUCHBIMU KOPTaMU U T.11.).

Kaaccndukanusi rocTHHHYHBIX HOMEPOB

['ocTuHMYHBIE HOMEpa Ki1acCu(ULIUPYIOT:

* 110 YHUCITY MECT;

* KOJIMYECTBY KOMHaT;

* Ha3HAUEHHUIO.

[1o yucny mecm pa3nuyaroT HoMepa OJHOMECTHbBIE, IBYXMECTHBIE, TPEXMECTHBIE U T.JI.

OpHOMECTHBIM HOMED B TOCTUHUIIE, MOTEJE MPEACTaBIsAeT O0siee JOPOryt0 KaTErOpHUI0 pa3MEeIeHUs OJTHOTO
MTOCETUTEIIS.

JIByXMECTHBI HOMEpP IPEIHA3HAYEH [UIsl OJHOBPEMEHHOIO IIPOKMBAHUSA JBYX Itocerutrenel. B
JIBYXMECTHOM HOMEpE MOT'YT ObITh JIB€ KpOBATH, CTOSILIUE PA3AEIbHO WU CTOSLIUE PAJIOM, a TaKXKe OJ(HA
NBYXCHAJIbHAs KpOBaTh. B 3TOM cilyyae JBYXMECTHBIH HOMEP MCIOJB3YETCS Ul Pa3MEIICHUS CYMPYKECKUX
nap.

[lo konuuecmsy komuam UMeEIOTCS OJHOKOMHATHBIE HOMEPA, IBYXKOMHATHBIE, TPEXKOMHATHbIE U T.]I.

[lo nasnauenuro paznuuaroT HoMepa Ou3Hec-Kiacca, SKOHOM-KJIacca, HOMepa-anapTaMeHThl U T.JI.

Homepa OusHec-kiiacca mpenHa3HayeHbl A pa3MeUIeHUs JIHl, NpeObIBalolIUX B JAEJIOBBIX MOE3AKaX M
KoMaHJupoBKax. [loMuMo craHgapTHONl OOCTaHOBKM HOMEpa 3[€Ch JIOJDKHBI OBITH CO3JaHbl YCIOBUS JUIS
paboTHI, @ UMEHHO: JOJHKEH OBITh pabouuii cTo, TenedoH, hakc, KOMIBIOTED U T.1I.

Homepa skoHOMHYECKOro kiacca — HOMepa JUid pa3MEUIeHHs] LIMPOKOr0 KOHTHHIE€HTa KJIUEHTOB.
OTnAM4aroTCs CKPOMHOM HEIOpOTOM OOCTAaHOBKOW W OOOpyJAOBaHHEM, UYTO MPEXKAEC BCETO OTpaKaeTcs Ha
HEBBICOKOM LIEHE pa3MEILICHUS.

Homepa-anapramentet —2, 3, 4 -KOMHaTHble HOMEpa, IpelHAa3HAYCHHbIE, Kak MpaBWiIo, IS
JOJITOCPOYHOIO pa3MelleHus ceMed. B coctaBe KOoMHAaT HOMepa-amapTaMeHTa 00s3aTelbHO JI0JDKHA OBITh
KYXHsI C HE0OXOIMMbIM HaOOpOM ObITOBON TEXHHUKH (KO(eBapKoi, MUKPOBOJHOBOM M€YbI0, MUKCEPOM U T.1.),
YTO MO3BOJISIET 00ECHEUUTh MPAKTUYECKU JOMAIHUE YCIOBUS TPEObIBAHUS.

PaznnuaroT Takke Takyl KaTeropui0 HOMEpPOB, KakK JIOKC-amapTaMeHThl — 3,4-KOMHaTHbIE HOMEpa C
JKIJION TUTOIA/BI0 He MeHee 45 M°, B COCTaBe KOTOPBIX KYXHS MOXKET OTCYTCTBOBATh. JTO HamboIee I0pOrast
Kareropus HomepoB. B 3apy0OexHoil npakTuKe W3BECTHBI Kak "suite"-HoMepa.

Bonpocs! 111 noBTOpeHUs!

1. JlaiiTe XapakTepUCTUKY U BBIIEIUTE OTIUYUTEIbHbIE OCOOCHHOCTH JAPEBHEr0 NEPUOAA DPA3BUTHUS
MPEANPUATHI UHYCTPUH T'OCTEPUUMCTBA

2. Onumure pa3anyus MeXAy MpearnpUsATHIMU HHIYCTPUHM TOCTEIPUMMCTBA Pa3HbIX IEPUOIOB (ApEBHETO,
cpenHeBekoBoro. HoBoro BpeMeHH, COBPEMEHHOTO).

3. I'me u xorja ObUT OTKPBIT NEPBBII pecTopaH?

4. HazoBute KpymHeine rocTHHUYHbIe 00bEAMHEHUS U COIO3BI.

5. BoigenuTe coBpeMeHHbIEe TEHACHUUN Pa3BUTHUS NPEANPUATUNR UHIYCTPUU TOCTEIPUUMCTBA.

6. [IpuBenute onpeaeneHue NoOHATUS "rocTuHULA"

7. Uto o03Ha4alOT MOHATUSA "pOJOBON TOCTUHUYHBIM MpoAyKT", "OXKKMAaeMblil TOCTUHUYHBIN HpPOAYKT'",
"paciipeHHbI TOCTUHUYHBIN NMPOayKT", "MOTEHIAIbHBINA TOCTUHUYHBIA MPOIYKT"?

8. HazoBuTEe 0COOEHHOCTH FOCTUHUYHBIX YCIYT.

9. Ilepeuncnute HanboIEe ynoTpedseMble KpUTEPUH KIacCU(UKAIIUU TOCTUHHII.

10. B ocHOBe Kakux cHuCTeM KiIacCU(pUKAUUU TOCTUHUYHBIX MPEANPUATUN HAXOJUTCS YCTAHOBJICHHE
ypoBHs KoMdopTa?

11. Kakas cucrema kiaccuUKalUy TOCTMHUYHBIX MPEANPHUITHI MO YpOBHIO KOM(OpTa CUUTAeTCs
Hau0oJIee pacpOCTPAHEHHON B MUpE?

12. Kak xiaccuuuupyroT IpenpUusITHs, BXOJAIINE B COCTaB TOCTUHUYHBIX IIeTIei?
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13. Ilepeuncnute rpynmnbsl TpeOOBaHMM K TOCTUHULAM  (MOTENIM)  pa3IUMYHbIX  KaTeropuii,
npeaycMotpeHusix ['OCT P 50645—94 '"Typucrtcko-skckypcuoHHoe oOcnyxkuBanue. Kriaccudukarms
rOCTUHHUIL".

14. Kak xiaccu(uuupyroT FrOCTUHUYHbBIE IPEIIPUATUS [0 BMECTUMOCTH?

15. B 4em cyTh KOHIENIMHU "TOCTUHUIIBI Je0BOro Ha3HavyeHus"? Ha3oBuTe nmpudamHbl, 00yCIOBIUBAIOIINE
BAYKHOCTb JICJIOBBIX KJIMEHTOB JUIsl TOCTUHUYHBIX MTPEITPUITHIH.

16. C xakumu croenupuyecKUMH TMpoOieMaMH CTAJIKUBAIOTCS B CBOEH JEATEIbHOCTH KypOPTHBIE
TOCTHHUIIBI?

17. B 4yem cyTh KOHLIENIIUHU "TYpUCTCKON TrOCTUHUILIBI"?

18. IlpuBenurte KiacCUPUKALUIO TOCTUHUI] MO MECTOPACIHOJOKEHUIO, MPOJOHKUTEILHOCTH pPabOTHI,
00ecrevyeHNI0 MUTaHUueM, POI0JKUTEIBHOCTU MTPeObIBaHUS, YPOBHIO LIEH.

I'TABA 2 OPTAHU3AIIMOHHASA CTPYKTYPA YIHPABJEHUSA ITPEAIIPUATUAMUAU
NHAYCTPUU IT'OCTEITIPUUMCTBA

2.1. CTpyKTypa ynpasjeHusl NpeANPUATHAMHA HHAYCTPUHU FOCTENIPHUMCTBA
l'ocTuHULIBI 1 peCTOpPaHbl — 3TO HE TOJIBKO BaKHEHUIIHUN BUJ NPEANPUATANA S3KOHOMUYECKON NEATEIbHOCTH,
HO U CJIO’KHAasi OpraHU3allMOHHAsI CTPYKTYpa, XapakTepuzyeMas paclpeeICHHeM Ieel U 3a/1a4d yIupaBieHUs
MEXTy LIEJTBIMHU TIOAPA3ICTICHUSIMH U OTJACIBHBIMUA PAOOTHUKAMU.

[lon opeanuzauyuonnoit cmpykmypoii ynpagienus He00X0IMMO TOHUMATh COBOKYITHOCTH YITPaBICHYECKUX
3BEHBEB, PACMOJIO)KCHHBIX B CTPOTOM COMOJAYMHEHHOCTH M OOCCTIEUYMBAIONIMX B3aWMOCBSI3b MEXKIY
YIPABJISIONIEH U YIIPABIIEMOUN CUCTEMaMHU.

Opranu3anuoHHas CTPYKTypa YIPaBJICHHS CKJIAAbIBACTCS M3 COCTaBa, COOTHOIIEHHS, PACIOJOXKEHUS H
B3aMMOCBSI3U OTACIIBHBIX TOJIcHcTeM opranu3anuu. Co3gaHue TakoW CTPYKTYPhI HAIIPaBJICHO MPEXIEC BCEro Ha
pacrpeenieHue MEeX 1y OTJEIbHBIMU TOIpa3IeICHUSIMA OPraHu3aIliy IIPaB ¥ OTBETCTBEHHOCTH.

B crpykType ympaBieHUsS TOCTUHMIICH BBIACISIOTCA CICAYIOIIHME SJIEMEHTHI: 3BEHBS (OTIENbBI), YPOBHHU
(cTyreHn) yrmpaBJICHHS U CBS3H — TOPU30HTAIBHBIC U BEPTUKAIHHBIC.

K 36envsim ynpasnenus OTHOCSTCS CTPYKTYpHBIE TOJIpPA3ACICHUS, a TaK)Ke OTACIbHBIC CHCIUAIHUCTHI,
BBITIOJTHSIIONINE COOTBETCTBYIOIIME (DYHKIMM ympaBiieHWs OO0 HX 4YacTh (HampuMep, MEHEIKEPHI,
OCYIIECTBISIIONINE  PETYJIUPOBAHME W  KOOPAWHALMIO  JEATEIBHOCTH  HECKOJNBKUX  CTPYKTYPHBIX
MOPA3ACIICHUN ).

B ocHoBe oOpa3zoBaHmsi 3BeHa YIpaBJICHUS JICKUT BBHITIOJHCHHE OTIEIOM OIPEACIICHHOW (QYHKIIMHU
yIpaBieHUs. Y CTaHABIMBAIOIINECS MEXTY OTACIAMU CBSI3U UMEIOT TOPU30HTAIBHBIN XapaKTep.

[lon yposnem ynpaenenuss MIOHUMAIOT COBOKYITHOCTh 3BEHBEB YIIPABJICHHS, 3aHUMAIOIIUX OTPEICICHHYIO
CTYIIEHb B CUCTEME yIpaBJieHUs TocTUHUICH. CTyneH! yrpaBieHUs HAXOIATCA B BEPTHUKAIBLHON 3aBUCHMOCTH
W TIOJAUMHSIOTCSA APYT JPYry: MEHEIKephl 0ojee BBICOKOW CTYNEHW YIPaBICHUS MPUHUMAIOT PEIICHUS,
KOTOPBIE KOHKPETU3UPYIOTCS M IOBOJISATCSA /IO HIKECTOSAIINX 3BEHBCB.

2.2. Tunbl OPraHN3alMOHHBIX CTPYKTYP

B ynpaBneHdeckoll IpakTUKe MHAYCTPUHM FOCTEIPUUMCTBA HAUOOJIEE PACIPOCTPAHEHBI CIEAYIOIINE THIIbI
OpraHU3alMOHHBIX CTPYKTYP:

* TUHCHHEBIN;

* (pyHKUIMOHANBHBIN;

* TUHENHO-()YHKIIMOHAJIbHBIM.

Juneiinaa opzanusauyuonnas cmpykmypa ynpaéneHus. JIMHENHBIE CBA3M B TOCTHHHULE OTPAKAIOT
JBUKEHHE YIPABJIEHYECKUX pEIIeHUH U HH(QOpMAIUHM, HCXOAAIIUX OT TaK Ha3bIBAEMOTO JHMHEWHOIo Me-
HeKepa, TO €CTh JIMI[A, MOJHOCThIO OTBEYAIOIIETO 3a JEATEIbHOCTh TOCTUHUIIBI (KaK IPaBHIIO, HEOOJIBIION)
WIN €€ CTPYKTYPHBIX Iojpa3jiesieHui (B KpPyMHOIl). DTO 0/Ha U3 MPOCTEUIINX OPraHU3ALMOHHBIX CTPYKTYP
ynpasieHus. OHa XapakTepusyeTcs TeM, YTO BO IVIaBE€ Ka)JIO0r0 CTPYKTYpHOIO MOAPAa3JEICHHs HAXOAUTCS
PYKOBOJUTENb, HAaZCIEHHBI BCEMU MOJTHOMOYMSIMHU, OCYIIECTBIIAIOMNN Bee (PyHKIMM ynpasiieHus (puc. 2.1).
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PyxoBoauTeNnb NpeanpuaTys

1 - l
JIMHEUHBIA JIMHERH B
PYKOBOIUTENL A pyKoBonuteab b
[ [
HUCTIOJIHUTENH UCTIOJIHUTEH

Puc. 2.1. JIuneliHas CTPYKTypa YNIPaBJIECHUS OPraHu3anuen

Kak BumHO n3 pucyHka 2.1, mpu JUHEHHOM YyIpPaBICHUU Ka)XJ0€ 3BEHO M KaXKIbI MOJIYMHEHHBIN MMEIOT
OJIHOTO PYKOBOJUTENS, 4epe3 KOTOPOro I0 OJHOMY KaHaly MPOXOIAT BCE KOMaHIbl yIpaBieHus. B stom
cllydae yINpaBJeHUYECKHE 3BEHbS] HECYT OTBETCTBEHHOCTH'" 3a pe3ysIbTaThl BCEH NEATENILHOCTH YIPABIISIEMbIX
uMu 00beKTOB. Peub uaer o mooOBbEKTHOM BBIJEICHUN PYKOBOJIUTENEH, KaXAblil U3 KOTOPBHIX BBIIOJIHSIET BCE
BUJIbl pabOT U MPUHUMAET PELIEHUs, CBS3aHHBIE C YIPaBJICHUEM JaHHBIM 00BbeKTOM. [IoCKOJIbKY B JIMHEHHOM
CTPYKTYpE YIpaBJICHHUS PEUICHUS TMEPEeNaroTCs MO Ienovyke "CBepXy BHH3", a caM PYKOBOJMTENb HHKHETO
3B€Ha YNPaBJICHUS MOJAYMHEH PYKOBOJUTEIIO OOJiee BHICOKOTO YPOBHS, (POPMUPYETCS CBOETO poOJia UepapXus
PYKOBOIUTENEW KOHKPETHOW OpraHum3anuu. B 1aHHOM ciydae JOeHCTBYeT NPHUHIMUI €IWHOHAYaIusA, CYTh
KOTOPOTO COCTOUT B TOM, YTO IOJYMHEHHBIEC BBINOJHSIOT PACHOPSHKEHUSI TOJNBKO OJHOIO PYKOBOJUTEIS.
Beolmecrosmuii opran yrpaBieHHMsT HE MMEET IpaBa OTJABaTh PACHOPSIKEHHUS KaKUM-JIMOO HCIOIHUTENSM,
MUHYS UX HETIOCPEACTBEHHOTO HaualbHHKA.

JluneitHas cTpykTypa ynpaBieHHs SBJISIETCS JIOTHUECKU Oosiee CTPOHHON U (opManbHO ONpEAEICHHOMU, HO
BMECTE C TeM M MeHee TuOkoil. Kaxaplii w3 pykoBoauTesnedl o0jamgaeT BCEl MOJHOTOW BIACTH, HO
OTHOCHUTEJIbHO HEOOJIBIIMMU BO3MOKHOCTSIMU PEUICHUS pobiieM, TpeOYyIoIuUX Y3KUX, CHEIUAIbHBIX 3HAHUM.
JluneitHas opraHu3alMoOHHAs CTPYKTYpPaA YIPaBICHUS UMEET CBOU IIPEUMYILECTBA U HEJOCTATKH.

[IpeuMymecTBa IMHEHHON OPraHU3ALMOHHON CUCTEMBI YIIPABJICHHUS:

1) eAMHCTBO U YETKOCTh PacoOpsHKEHUM;

2) COrIacOBaHHOCTD JIEWCTBUM MCTIOTHUTENICH;

3) mpocroTa yrpasieHus (OAUH KaHAaJl CBS3H);

4) yeTKo BbIpa’K€HHAsi OTBETCTBEHHOCTh;

5) onepaTUBHOCTD B MIPUHATHH PEILICHUN;

6) JMYHasg OTBETCTBEHHOCTh PYKOBOJMTENS 3a KOHEYHbIE pE3yJabTaTbl JESTENbHOCTH CBOEIrO
IO APA3ACIICHMUS.

HenocTaTtku IMHEHNHON OpPraHN3allMOHHONW CUCTEMBI YIIPABICHUS:

1) BbIcOKHME TpeOOBaHUS K PYKOBOJUTENIO, KOTOPBIM JOJKEH OBbITh MOJATOTOBJIEH BCECTOPOHHE, YTOOBI
obecnieunTh 3(h(HEeKTUBHOE PYKOBOACTBO IO BceM (DYHKIUSAM yIIpaBJICHUS,

2) OTCYTCTBHE 3BEHbBEB I10 INIAHUPOBAHUIO U MOJATOTOBKE PELLICHU;

3) neperpy3ka uH(popmanHei, MHO)KECTBO KOHTAaKTOB C MOJAYMHEHHBIMHU, BBIIIECTOSIIUMUA U CMEHHBIMU
CTPYKTypamu;

4) KOHLIEHTpAalLYs BJIACTH B YIPABIISAIOLIEH BEPXYIIKE.

DYHKYUOHANIbHAA  OP2AHU3AUUOHHAA  cmpykmypa ynpaeénenusa. OyHKIMOHAIBHOE  YIpaBJICHUE
OCYUIIECTBJISIETCS HEKOTOPON COBOKYITHOCTBIO IOJPA3/IEICHUM, CIEHUAIN3UPOBAHHBIX HA BBINOJHEHHH KOH-
KPETHBIX BUIOB padOT, HEOOXOUMBIX ISl IPUHATHS PEIICHUA B CUCTEME JIMHEWHOTO yrpasieHus (puc. 2.2).

WUnest coctouT B TOM, YTO BBIIIOJIHEHHE OTAEIbHBIX (QYHKIUH BO3Jlaraercs Ha CIENUATUCTOB. B
OpraHu3anuM, Kak MpaBWiIo, CHEUAINUCTBl OJHOTO Mpoduis oObeIUHSIOTCS B CTPYKTYpPHBIE MOJApa3/esieHus
(oTmensl), HampuMep OTAEN MapKEeTHHra, OTIENl MpUeMa M pa3MeIleHHus, IJIaHOBbIM OoTiaen U T.A. Takum
oOpa3om, oOmas 3ajaya YOpaBJIEHUS OpraHU3alueil JAeauTCs, HayuHas CO CPEeIHEro YypOBHS, IO
¢GbyHKIIMOHATBEHOMY KpuTeputo. OTCroAa U Ha3BaHHe — (PYHKIIMOHAJIbHASL CTPYKTYpa yIpaBiIeHHUS.
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naBHBI MeHemxep

T
[ 1 1
DyHKIMOHATBHBII DyHKIUOHANBHBIA
PYKOBOOUTENH A: pykoBoautes b: MTA

¢byHKUMS TUIAHKPOBAaHUA.
Otaen — TUIaHOBLIN

¢GYHKUMSA OpPraHM3alvu.
Otaen — opraHv3alMOHHBIR

HCIIOTHUTENN

HCITOJTHUTEITHN

HUCTTOJTHUTETN

Puc. 2.2. ®yHKIMOHAJIBHASA CTPYKTYpPa yIIPaBJIeHUs OpPraHu3anuei

OyHKIMOHAIBHOE YIPABJICHHE CYHIECTBYET HapsAy C JUHEHHBIM, YTO CO3/IAaeT ABOWHOE MOJYMHEHHE IS
HCIIOJTHUTEIIEH.

Kak BugHO M3 pucyHka 2.2, BMECTO YHHMBEpPCaJIbHBIX MEHEIKEpoB (cM. puc. 2.1), KOTOpble IOJKHBI
pa3bupaTbCs U BBIMOJIHATH BCE (PYHKIMM YIPABIEHUS, MOSABIAETCS IITAT CHEIMAINCTOB, UMEIOLIUX BBICOKYIO
KOMIIETEHIIMIO B CBOEH 00JIaCTH M OTBEYAOIIMX 3a OIpPEJIEJICHHOE HallpaBJIeHUe (Halpumep, IIaHUPOBaHUE U
nporHosupoBanue). Takas QyHKIMOHaNbHASA CHeLMaIn3alus annapara yrnpaBieHHUs] 3HAYUTEIbHO MOBBIIIACT
PE3yJIbTaTUBHOCTD JI€ATEIbHOCTH TOCTUHUIIBI.

Kak u nuneitHas, QyHKIMOHAIbHAS CTPYKTYpa UMEET CBOU MPEUMYILECTBA U HEAOCTATKU.

[IpeumymecTtBa (QyHKIHMOHAIBLHOU CTPYKTYPHI:

1) BbICOKasi KOMIIETEHTHOCTb CIIEUAIMCTOB, OTBEYAIOIINX 3a OCYILECTBICHIE KOHKPETHBIX ()YHKIIHI;

2) 0cBOOO K I€HUE JIMHEHHBIX MEHEKEPOB OT PEIICHUS HEKOTOPBIX CIIEUAIbHBIX BOIIPOCOB;

3) cranpapTu3anus, GopManu3alys U NporpaMMHUPOBaHUE SABJICHUI U ITPOLIECCOB;

4) uckioueHue 1yOIMpoBaHus U Napauiean3Ma B BBIIOJIHEHUN YIIPaBICHUECKUX (YHKITHIA;

5) yMeHblIeHHe NOTPEOHOCTH B CIIEHUAINCTAX IIUPOKOT0 Ipodus.

HenocTaTtku QyHKIIMOHATHHOU CTPYKTYPHI:

1) upe3amepHas 3aMHTEPECOBAHHOCTD B peaiu3alliy 1eJIel 1 3a1a4 "cBoux'" moapasieleHui;

2) TPyOHOCTH B NOJJEPXKAHUM IOCTOSHHBIX B3aUMOCBA3EH MEXIY pa3iMYHbIMU (YHKIMOHAIBHBIMU
CITyK0amMu;

3) nosiBieHUE TEHACHUUN Ype3MEepPHON EHTpaIU3aluy;

4) IMUTENBHOCTh MPOLEAYpP NPUHATHS PELICHHI;

5) OTHOCHUTEINILHO 3aCThIBLIAS OpraHU3aloHHas (opMa, C TPYAOM pearupyromias Ha U3MEHEHHUSL.

HenocraTku kak JIMHEWHOM, Tak U (PYHKIMOHAIBHOW CTPYKTYPbl B 3HAUUTEIBHOW CTEIEHU YCTPAHSIOTCS
JUHENHO-(QYHKIIMOHAIBHBIMUA CTPYKTYPaMHU.

Juneitno-pynkyuonanvnan (wumabdnas) cmpykmypa ynpaenenus cocmunuyeil. Ilpu takoil CTpykType
YIpaBJICHUS BCIO MOJHOTY BJIACTU OepeT Ha ceOs IMHEHHBIM PyKOBOJAMTEIb, BO3TJIABIISIONIMA ONPEIeICHHbBIN
KoJutekTuB. [Ipu pa3paboTke KOHKPETHBIX BOIPOCOB U MOATOTOBKE COOTBETCTBYIOUIUX PELICHUM, Mporpamm,
IUIAHOB €MY ITIOMOTaeT CIelHalbHbINA anmnapar, COCTOSIINNA U3 PyHKIMOHAIBHBIX MOIpa3/iesieHuH (ypaBieHuH,
oT/eN0B, Or0po U T.1.) (puc. 2.3).

B nanHoM ciydyae (yHKIMOHAJIbHBIE CTPYKTYPBI MOAPA3JENCHUS HAXOAATCA B IMOJAYMHEHUH TIJIABHOTO
JnuHeitHoro pykoBoauTens. CBOM pelleHrs OHU MPOBOJAT B )KM3Hb JMOO Yepe3 IJIaBHOTO PYKOBOJUTENS, 100
(B mpenenax CBOUX IIOJHOMOYHWI) HEMOCPEICTBEHHO 4YEpe3 COOTBETCTBYIOIIMX PYKOBOIUTENEH CITyKO-
HCIIOJTHUTEIIEH.

Cexrop
IOpuanueckas BHBIA
P ?;Ily)l( o - n}; ::e H”: 1 COLMOMOTMYECKUX
Kep ) UCCIIeAOBaHMI
[ | 1
TexHuueckmit Jupexrop Jupekrop
JHPEKTOD 110 pasMelLeHUIO IO TUTAHUIO

S| e T B T

D -— MOAPA3ACIICHHE _

=
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Puc. 2.3. JInneiiHO-pyHKIMOHAIBbHAA CTPYKTYpa yIpaBJIeHHUs

Takum oOpazom, nuHEHHO-(QYHKIIMOHANIbHAS CTPYKTypa BKJIIOUAeT B ce0sl ClielMaIbHBIE MOJPa3/IEICHUS
TP JIMHEVMHBIX PYKOBOJUTEISX.

JIuneitHo-(DyHKIIMOHATIbHAS CTPYKTYpa TaKK€ UMEET CBOM IOJI0KUTEIbHBIE MOMEHTHI U HEJJOCTATKH.

[IpeumymecTBa JMHEHHO-(PYHKIMOHAIBHON CTPYKTYpBI:

1) myumias mOArOTOBKA PEIICHUH U TUIAHOB, CBSI3aHHBIX CO CIEIHAIM3aIue pAOOTHUKOB;

2) ocBOOOK/IeHUE ITIaBHOTO JIMHEHHOTO MEHEKepa OT JI€TaIbHOIO aHaIKU3a MpooIieM;

3) BO3MOKHOCTb MPUBJICYEHUS KOHCYJIbTAHTOB U AKCIEPTOB.

HenocTartku nuHeHHO-QYHKINOHAIBHON CTPYKTYPBI:

1) orcyrcTBHE TECHBIX B3aUMOCBSI3€M M B3aUMOJCHCTBHS Ha TOPU3OHTAJIBHOM YPOBHE MEXIY
IIPOU3BOJICTBEHHBIMHU OT/AEICHUSAMM;

2) HeIOCTAaTOYHO YeTKas OTBETCTBEHHOCTbh, TaK KaK FOTOBSILUN pelIeHHe, KaK MPaBuio, B €ro pealu3alnuu
HE y4acTBYET;

3) upe3MepHO pa3BHUTasl CUCTEMA CBsI3€H MO BEPTUKAJIU, TO €CTh TEHICHIUS K YPE3MEPHON LIEHTPATU3aLUU.

PaccMoTpeHHBIE OPrCTPYKTYpPHI SBISAIOTCA 0a30BBIMM U MOTYT OBITh JE€TAIU3UPOBAHBI MPUMEHUTEIBHO K
KOHKPETHOMY OOBEKTY yIpaBICHUS.

OpranuzanvoHHasi  CTPYKTypa TOCTUHHUYHOTO MPEANpPUATUS  OINpENeNseTcs €ero Ha3HaueHHUEM,
BMECTHMOCTBI0 HOMEPHOTO (poHAa, crielUPUKOI rocTel U psIIoM Ipyrux GaKkTopoB.

Tunosast nupamuaagbHas CTPYKTypa yIpaBJIeHUs FOCTUHHULIEH IpeCcTaBlieHa Ha puc. 2.4.

HecmoTps Ha TO 4YTO BC€ PYKOBOJOUTENIM TOCTUHULBI BBIMOJHSIOT YIpaBICHUYECKUE (PYHKIMH, HEIb3s
CKa3aTh, YTO OHM 3aHUMAIOTCS OJJHUM U TEM K€ BUJIOM TPYAOBOH JeATENbHOCTH. OTAECIBbHBIM PYKOBOIUTENSIM
MPUXOAUTCS TPATUTh BPEMSI Ha KOOPJIMHUPOBAaHUE PAOOTHI APYTUX PYKOBOJAUTENEH, KOTOPBIE, B CBOIO OYEPEIb,
KOOPJIUHUPYIOT paboTy MeEHeIKepoB 0ojiee HU3KOTO YPOBHS, U TaK JI0 YPOBHS PYKOBOJAUTENS, KOTOPBII
KOOPJIUMHUPYET paboTy HEYNpPaBIEHUECKOIO MEepCoHala — JIIOJeH, MPOU3BOAAIINX MPOIYKIUIO U OKa3bIBaloO-
mux ycayru. dopma nmupaMuibl Ha PUCYHKE YKAa3blBaeT Ha TO, YTO HA KaXKJIOM IOCIEAYIOIIEM YPOBHE
YIPABJICHUS, HAUMHAS C HUKHET0, HAXOAUTCSI MEHbIIE JTI0EH, YeM Ha MPEABIIYILEM.

s

VIHCTRTYMOHATLHBIIA Bragenen Vnpasnenne
YPOBEHb BBICLIETO
TenepanbHBIA AHPEKTOD 3BEHA
Hupexropa otaenos R
YnpasiteRuecKuit 5 Vnpasienue
YpOBEHD Jxpexropa cryx0 (MEHEXEPH) CPELHET0

3BCHA
3838[[}’!01[“[6 CMEHaMH, IJIaBHBIC TOPHUMHBI

‘YupasneHue
HHM30BOrO
3BeHa

Texuugeckuii
YPOBGHD 1 Crapme opMuMaHTRL, METPAOTEIH, CTapILHE MOPTHE

Puc. 2.4. TunoBasi nupamMuajibHasi CTPYKTypa ylpaBJjeHUs TOCTHHH e

Beicinii ypoBeHb YIpPaBJIEHUS TOCTUHUYHBIM MPEIIPHUATHEM MPEICTABIEH BIJIAJEIbLUEM TOCTUHULIBI U
reHepalbHbIM JUPEKTOPOM, KOTOpbIE MPUHUMAIOT OOIIME pEeLIeHUs] CTpaTernyeckoro xapaxrepa. IIpu stom
BJIAJIETIBLIEM MOKET ObITh YaCTHOE JIMIIO MM LieJIasi KOpHoparusl.

[IpumMepom cTparernyeckoi Heau rOCTUHUYHOTO NPEIIPUATHS, KOTOpask ONPEIEISIETCS] CAMUM BIIAJIENBIIEM,
MOXXET OBITb OpPHEHTALUs MPEANPUSATUS Ha OOCITY)KHMBAaHUE OINPEIEIEHHOTO CErMEHTa pPbIHKA: I'PYHNIOBBIX
TYPHUCTOB WJIHA TYPUCTOB-UHAUBUAYAJIOB, TYPUCTOB, CTPEMAIINUXCS K OTABIXY U BOCCTAHOBJIEHHIO 310POBbS, WIH
YY4aCTHUKOB KOHI'PECCOB U KOH(EpeHIUH U T.A.

B pasButue crparernyeckoil 1enu BIAAEIbLEM TaKKe MOXET ObITh YCTAaHOBJIEHO, 4YTO pPECTOPaH,
HaXOJSIIMICS B COCTaBE TOCTMHUYHOTO KOMILIEKCa, Oy/AeT MpeNoCTaBJIATh NMUTAHUE TOJIBKO CBOUM TOCTSM.
JlpyruM 1npuMepoM, BBITEKAIOUIUM U3 OCHOBHOW LE€IM NPEINpUATHS, MOXKET ObIThb YCTaHOBJIECHHE
OIIPENIETICHHOTO YPOBHS LIEH HA TOCTUHUYHOE pa3MelLIEHNUE.
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[TogoGHbIe peleHus ¥ 3aJjaun OTHOCATCS K KaTeropuu OOIIMX, OT KOTOPBIX 3aBUCAT pazMep NpeAnpusiTus u
BBIOOpP MECTOPACHOJIOKEHUSI JJISi €r0 CTPOUTENbCTBA, ApPXUTEKTYpbl M WHTEpbepa, mMeOenu, oOopyaoBaHuS,

moa00p mepcoHana.

i

Bnaneneu I

I
Fcﬂepa.rwam AUPEKTOp ]
I

| 1 [ 1 |
JupekTop Aupexrop OUHAHCOBBII Texungeckuit Kommepueckuii
10 pa3sMeLIeHUIO 1o OGLLECTBEHHOMY THUPEKTOp JMPEKTOP IUPEKTOD
[UTaHUIO
Menemkep cryx6bl| ||  3aBemyiouuii B I'naBHbIM Crapuii MeHemxep cyXO6nl
'] 6pommpopanms | NPOU3BONICTBOM Oyxranrep MacTep KOHTPECCOB
MeHemkep CITyXObI MerTpaorens ) Meunenxep 3asenytoLmi MeHemxep
1 0BCITyXKVBaHUS H  XO3SUCTBEHHOM MacTePCKHMHU " peKJIaMHOM
cyx6bl 10 peMOHTY CIyX0nl
[H1ed-nosap
MeHemxep Cayx0bl
- 3KCIUTyaTauu KOHTp'o nep
HOMEpHOTO (oHAa MeHemxep i o DBM
- 0aHKETHOTO
obcyXuBaHUs
MeHemxep i 3apeayiowun
L cJyx0bl IpUeMa 4 OTHCJIOM )
U PacyeTHOM 4acTU Crapuuwit 3apaboTHON TUIaThl
] oduLHMaHT

Puc. 2.5. IlpumepHasi OpraHu3aliiOHHAs CTPYKTYPAa KPYIHOI0 TOCTHHMYHOI0 KOMILIEKCa

MOKa3bIBaIOT, YTO Ha BBICILIEM ypOBHE OHHM 3aHuMaeT okosio 10%, Ha cpenqHem — 50% u Ha HuU3LMIEM —

okoJio 70% o01iero BpeMmeHu MeHepKepoB (puc. 2.6).

Crpareruvieckue

vl MEHEIDKMEHT

Brc pellieH!S
OrmrepaTuBHbIE
Cpenumit MEHEIDKMEHT peHIeHHUA
Pacniopsoxesmss =
HcromanrenbHbie
Hu30B0# MEHEIDKMEHT
paboTa

Puc. 2.6. Knaccudukanus 3arpat BpeMeHH MEHeIKepPoB 110 BUAAM AeSITeJIbHOCTH H YPOBHAM
ynpaBJieHUs

Takoe pacrpeneneHue oOIIEr0 BPEMEHU CBSI3aHO C TEM, YTO MEHE/DKEphl BCEX TPEX YpPOBHEW MMEIOT JBa
BUJIA 33JaHUN: 3aJaHUs 1O MEHEIKMEHTY U 3aJaHusd MO0 cleuuasbHocTu (puc. 2.7). DTO 3HAUUT, UTO
PYKOBOJIUTENb JHOOOrO YpPOBHS YIPABIEHUS OINpEeAETICHHBIH NPOLEHT BpPEMEHU TPATUT Ha IPUHATHE
YIPABICHUYECKUX PEUICHHI M ONPEACICHHbI — Ha MPUHATHE PEUICHHN MO creuualbHOCTH. Kak BUIHO H3
puCyHKa 2.7, ¢ IOBBIIIEHUEM YPOBHS YIPaBJICHUS YIAEIbHBIM BEC 3aJaHMI 0 CHEIUAIBHOCTH NAAAET, a I10
MEHEJDKMEHTY, COOTBETCTBEHHO, BO3PACTAET.

PaGouee BpeMs

Benuecrosmmit
YPOBEHDb MEHEKMEHTA \

3amasua /

10 MEHEUKMEHTY /
3aganus i
/ 10 CIENHATBHOCTH

Puc. 2.7. Pacnpenesienne padboyero BpeMeHHU 110 MEHEKMEHTY U ClelUuaJIbHOCTH

Cpenxuit
YPOBCHB MEHEJLKMEHTA

Huzunrit
ypOBeHb MEHEIDKMEHTA
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B 3aBucuMocTH OT pa3Mepa U BUJA OpraHU3alMH, €€ OTPAaClIEBbIX U TEPPUTOPHUAIBHBIX OCOOCHHOCTEH,

Ipyrux pakTopoB XapaKTEPUCTHKA COCTaBa U (QYHKIMI MEHEIKEPOB Ha KaXXJIOM U3 TPEX YPOBHEH yNpaBiIeHUs
MOXET CYIIECTBEHHO MEHSThCS.

2.3. OcHOBHBIE CJIY:KOBI TOCTHHHUIIBI
Jljig ocylecTBICHHS 3aMKHYTOTO TEXHOJIOTUYECKOTO IUKIa 00CIyKUBaHus rocrei (puc. 2.8) B FOCTUHULE
MPEYCMOTPEHBI CIEAYIOIINE OCHOBHBIE CITY>KOBI:
* OpOHHPOBAHUS;
* 00CTY)KUBaHUS;
* IprieMa M pacueTHasl 4acTh;
* ciyk0a IKCIuTyaTaluu HoMmepHoro GoHaa.

/v BpoHupoBaHye

OxKoHYaTEIBHBIN Perucrpauus
pacyeT npy BHIOLITHU _ 10 IPUOBITHH
Pa3inyHble BUOBI TIpenBapuTensHas
oBCIy:KMBaHUA orara
PasMellleHre B HOMEpPE

Puc. 2.8. Texnosioru4eckuii UK/ 00cIy>KMBAHUS IOCTei

3T0 MUHUMAaJIbHBIM HA0Op ciTyxk0, 0OecreynBaroLUX MPEAOCTABICHNE OCHOBHBIX TOCTUHUYHBIX YCIYT.

Ha rocTuHUYHBIX MPEANPUATUSX Pa3IMYHbIX TUIOB M PAa3HOM BMECTUMOCTH YHCIO CIYyXKO MOXET OBbITh
0oJbIle WM MEHbIIE NpHUBEIEHHBIX BbIme. VX (yHKIuu Takxke moryr pasnuuathes. Hampumep, Tonbko B
CTPYKTYpEe KpPYIHBIX TOCTUHUYHBIX KOMIIJIEKCOB CIYXObl OpOHMpPOBAaHUS M OOCIY)KMBAaHUS SBISIOTCS
CaMOCTOSITENIbHBIMU CTPYKTYPHBIMM MOJpa3jieieHusiMU. Ha MalbIX e U CpelHuX NpeArnpusaTHsaX (QyHKUUU
OpOHUpPOBaHUS M OOCITYXUBaHUS KJIMEHTOB BBINOJHIIOT OTACIbHbIE COTPYJHUKU CIYKObl IpuemMa Hu
pa3MenieHusl. DTO OTHOCUTCS TAaKKE U K CIyX0e MapKeTHUHIa, WH)KEHEPHO-3KCIUTyaTalluOHHOM, (PMHAHCOBO-
OyXranatepckoi, KOMMepUYEeCKOU ciryx0am.

l OcHOBRbBIE CIYKOBI FOCTUHMIIB l

;
IlepBriit | ypoBeun
I I T —
Cnyx6a npuema Cryx6a
Cryxb6a Cnyx6a My:( acqupHaﬂ IKCIUTyaTaluu
6ponupoBaHus 06Ty XHUBaAHUS acTL HOMEpHOTo
donna
Bropoit | yposeHs
L .|
HuxeHepHo- PUHAHCOBO-
3KCIUTYaTaLlHOHHAs Gyxranrepckas KomMmepueckas
cnyx6a cyx6a cnyx6a

Puc. 2.9. OcHoBHBIE CIIy’KObI TOCTHHHIBI

Kak noxa3zano Ha pucyHke 2.9, TOCTUHHYHBIE CIY>KObl B 3aBUCHUMOCTH OT HAJIWYUS KOHTAKTa C T'OCTEM
pacmojio’)keHbl Ha JAByX YypoBHsAX. Ha mnepBoM ypoBHe — ciyXObl, MEpCOHad KOTOPbIX HMEET He-
MIOCPEJCTBEHHBI KOHTAKT C TOCTEM (KOHTAKTHBIE CIIY)KObI), HA BTOPOM YpPOBHE — CIIYKObI, MEpCcCOHal
KOTOPBIX MPAaKTUYECKH HE KOHTAaKTUPYET C IocTeM (HEKOHTaKTHbIE CIyxkObl). B roctuHm4YHON HMHIyCTpUH
0I00HOE pa3rpaHUyYeHHE CITYXKO SIBISETCS OUeHb BaXKHBIM, TaK KaK BJIMAET HAa TpeOOBaHUS, IPEIbIBISIEMbIE K
nepcoHany. Tak, BaxxHeHIInMU TpeOOBaHUSAMU, NPEAbIBIIEMbIMU K IEPCOHATY KOHTAKTHBIX CIYXO, SBIJISIOTCS
CIIEAYIOIIHE:

* ONPATHBIN U MPUBJIEKATEIbHBIM BHEUTHUI BUJ (COOTBETCTBYIOIIAs TPUUECKA, MAHUKIOP, MAKUSK, OJIEXK /A,
YKpaleHus 1 T.1.);

* Oe3ynpeyHas MaHepa IOBEICHMS;

* 3HAHHUE 3TUKU U TICUXOJIOTHU OOIIEHUS;
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* KOMMYHHKa0EIbHOCTD;

* 3HAHWE UHOCTPAHHBIX S3BIKOB;

* OrpaHUYCHHE BO3pacTa (HarmpuMmep, I MOPThe Mo mpueMy — Bo3zpact a0 30 jer).

Cpenu cieruaiiucToB B 00J1aCTH TOCTHHUYHOTO U PECTOPAHHOTO MEHEDKMEHTA MOMYJIsipHa KlacCuuKaIus
MepcoHaa KOHTAKTHBIX CIYX0, KOTOpast BKIIOYACT CJICTYIOIINE THIIBI:

1) "3amopokeHHBIE" — TEpPCOHAN, MENJICHHO pearupyromuil Ha oOpalieHus U MPOChOBI TOCTEH, HE
MIPOSIBIISIONINIM HUKAKOW JTMYHON WHUIIMATUBBI, YTOOBI YEM-TO TOCTSIM TTIOMOYb, OUY€Hb PEIKO YIIHIOAIOIIHIACS;

2) "ractpodabpuka" — nepcoHan, co3Maruii 00CTy)KUBaHUE TI0 TUITY KOHBEHepa, KOTJja MHEHHUE TOCTen
BOOOIIIE HE YUUTHIBAETCS,

3) "npyxeckuil xaoc" — HUYEro He JENALUi MO CYIIECTBY, HO OJJHOBPEMEHHO JIF00E3HbIN, BEKIUBBIA 1

yJIbIOAIOIIUICS [TEPCOHAT,

4) nepcoHaJ, NpeI0CTaBIISIIOIINA 00CTyKUBAHUE C BBICOKUM KaueCTBOM.

Baxnelmumu jxe TpeOOBAaHUSAMH, TPETBSIBISIEMBIMH K TEPCOHATY HEKOHTAKTHBIX CITYXKO, SBIISIOTCS
HaJU4He CIeIUaIbHOr0 00pa30BaHUs U OMBIT pabOTHI B JaHHOU cdepe.

Cayxba OpoHnpoBaHus

K ynkuumsam ciayx0b1 OpOHUPOBAHUS OTHOCSTCS:

1. [Ipuem 3asBok U ux oOpaboTKa.

2. CocraBieHue HEOOXOTUMOUW IOKyMEHTaluu: TpapUKOB 3ae3/a Ha KaXIbId JeHb (HEIENI0, MECHIl,
KBapTall, roJ1), KapThl IBWKECHUS HOMEPHOTO (POoH/A.

[Ipuem 3asBOK ocylecTBisieTcss o TenedoHy, (akcy, Telekcy, Ho mnoure (IMCbMO WIM Telerpamma), ¢
MOMOIIBIO KOMIIBIOTEPHBIX CHCTeM OpoHMpoBaHms. Kaxkmas 3asBKa JODKHA COJEPXKATh CIEAYIOIIYIO
uH(popMalHnio:

* JaTy U BpeMsl 3a€3/1a;

* IPUMEPHYIO JIaTy ¥ BpEeMs OThe3/a;

* KOJIUYECTBO TOCTEH;

* KaTErOpuI0 HoMepa (JIFOKC, arapTaMeHT, IKOHOMHYECKHH KJ1acc, OM3HEeC-KIacc);

* YCIIyTU B HOMeEpe (Halu4yhe BaHHbI, 1ylla, TeJIEeBU30pa, XOJIOIUIbHHKA, celida, MuHu-0apa U T.1.);

* YCIYTH MIATaHUS (TOJBKO 3aBTPAK, MOJIYNAHCHOH, MTOJIHBIA TAHCHOH);

* IeHy (TIpU yKa3aHWH IICHBI CIIEYeT TOYHO OMPEACIHTh, 32 YTO IUIATUT TOCTh: 3a BCE BpeMsi MpeObIBaHUS,
3a OJIMH JICHb MPEObIBaHMUs, 32 KaXJIOTO MPOKMBAIOLIETO, TOJBKO 3a pa3MeIleHHe, 3a pa3MeIleHHe U MTUTaHue,
3a pa3MeINieHne 1 3aBTPaK U T.11.);

* (paMuIIUIO U MHUIMAIIBI TOTO, KTO OYJET OIIaunBaTh CYET (WM Ha3BaHHE GUPMBI);

* BH/] OTUTATHI (HAJMYHBINA, OC3HATMYHBIHN, C HCIIOJIb30BAHINEM KPEIUTHON KapTOUKH);

* 0cOOBIC MOXKeTaHus (3apaHee 3a0pOHUPOBATH CTOJ B pecTopane, Tpanchep, BO3MOKHOCTh UMETh B HOMEPE
KUBOTHOE U T.JI.).

[Tocne cootBercTBYtONIEH 00PaOOTKU 3asiBKU COTPYIHUKOM CIY>KObI OPOHHPOBAHUS TOCTIO HAIPAaBIISETCS
MOJITBEPXKICHUE HITH OTKA3.

[TonTBepkaeHne 3asBKM — OSTO CHENUAIBHOE YBEIOMIIGHHE O TOM, YTO TOCTIO OyAET MpenoCTaBICHO
pasmemenue B roctuHune. OOBIYHO Ha YBEJIOMJICHHM YKAa3bIBAa€TCS HOMEp IONTBEPXKACHUS, Jara Mpe.-
MI0JIAraeMOT0 TPUOBITHS U BBIOBITHS TOCTS, KaTerOpus 3aKa3aHHOTO HOMEpA, KOJIMYECTBO TOCTEH, KOJIUYECTBO
KpOBaTeil U Jpyrue CrenuasbHO OroBapuBaeMble TpeOoBaHus. J{i1st TOro 4TOOHI emie pa3 yTOYHUTH BCE JACTalN
pa3MeIeHus], a TaKk’Ke UCKIIOYATh BOZHUKHOBEHHE CIIOPHBIX BOIPOCOB, JKEIATEIBHO, YTOOBI MO MPHOBITUU B
TOCTUHUIY YBEIOMJIEHHE OBbLIIO Y TOCTS C COOO0M.

B cBoell neqATenbHOCTH TOCTHHUYHBIC TPEANPUATHS OYEHb YacTO NPUOETAIOT K TapaHTHPOBAHHOMY
MOJITBEPKICHUIO 3asIBOK. JTO O3HAYAET, YTO OHH IOJATBEPIKIAIOT OPOHUPOBAHUE TOJIBKO TOCIIE TIOJTyYEHHS OT
KJIMEHTa COOTBETCTBYIOIINX TapaHTUN OIUIATHI HA CIy4ai, €CJId KIMEHT MpUOYAET C OMO3JaHHEM HJIH BOOOIIE
He npuOyner. TakuMu rapaHTusMU TpEeXJEe BCero SBISIIOTCS npenomiata B pasmepe 50% wmm 100%
CTOMMOCTH CYTOYHOTO Pa3MEIISHHsI WM pa3MeIICHHs B TeUESHHE BCETO CPOKa, a Takke nHpopMaIms 0 HoMepe
KPEIUTHON KapTOUKH KireHTa. OJJHAKO B 3TOM Cilydae He00X0IuMO, YTOOBI B 3aKOHOJATEIbCTBE TOCYIApCTBa,
B KOTOPOM pacIioJI0’K€HA TOCTHHHUIA, COJIEPIKAINUCH CTPOTHE HOPMBI OTBETCTBEHHOCTH 33 OTKa3 KJIIMEHTa OT
MOITBEPXKACHHOTO TOCTHHHUIICH OpOHHPOBAHHUSL.

[TerTasice CHU3UTH ymepd OT HESBKH TOCTEH, OCYNIECTBUBINNX OpOHHPOBAHWE, TOCTHHHUIBI NPUHUMAIOT
CIICAYIOIINE PEIICHHS:
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1. HesBka rocTsi cuMTaercs ONOJHHUTENbHBIM PAacXOJOM U YYUTHIBA€TCS IpPU BBIPAOOTKE LIEHOBOM
MOJIUTUKH.

2. TocTUHHULBI BBICTABISIOT TOCTSAM CUETa-HEYCTOMKU (CTOMMOCTh HOMEpPA 3a BBIYETOM COKOHOMIIEHHBIX
3aTpar).

3. Ilpu 6ponupoBanuu TpeOyeTCs MpeaoIiaTa Wik HHPOpMaIHs 0 HOMEPE KPEIUTHON KapTOUKH.

4. I'ocTUHUIIBI OCYIIECTBIISIOT "ABOMHOE OpOHHpPOBaHKE", TO €CTh OPOHUPYIOT MECTa CBEPX UMEIOIIMUXCS B
Hanuuuu (Ha 5%, 10%, 15%).

Cucrema OpOHHPOBAHUS MECT CBEPX UMEIOIUXCS B HAJTMYUU JOJDKHA OBITH TIIATENBHO MPOJyMaHa U YETKO
perynupoBaThcsi. Ecu roctTuHulla HE B COCTOSHUM BBINOJIHUTH 00s3aTeNbCTBA MO MPHUHSTHIM 3aKa3aM, OHa
PHUCKYET MOTEPSITh KJIMEHTOB, Ybsi OpOHb HE Obljla BBHINOJHEHA, a TAK)XKE PACTOPTHYTH JEJIOBBIE OTHOILIEHUS C
TYPUCTUUECKUMH KOMIAHUSIMHU.

MHeHne HEKOTOPBIX MEHEIKEPOB CBOIUTCS K TOMY, UTO JIy4llle OCTaBUTh HOMEpa HE3aHSAThIMU, YEM TIOTOM
HE BBINOJHUTH 3aka3. Kak mnpaBuio, 3TM MEHEIKephl OrpaHUYMBAIOT OPOHHMPOBAHHME TOJBKO HAJIUYUEM
cBOOOAHBIX MecT. OJJHAKO OHU YacTO OKAa3bIBAIOTCS B CUTYallUM, KOT/1a HOMEpPA OCTAIOTCSI HE3aHAThIMU. DaKThI
CBUJIETEILCTBYIOT, 4TO O0K0jo 20 % rocrtei, chenaBlIMX HerapaHTHpyeMoe OpOHUpOBaHHE, U OKOJo 5 %,
C/IETaBIINX FapaHTUPYEMbIN 3aKa3, HE BOCIIOJIb3YIOTCSI CBOEH OpPOHBIO.

[IponymanHas noJuTuka OPOHHUPOBAHUS MECT CBEPX MMEIOIIMXCS B HAJIMYUU COKpAILlaeT Cilydau HEsSBKU
rocted. Ho g aToro He06x0AMMO 3HATh YPOBEHb HESIBKM 10 PA3JIMYHBIM BHUJAM OPOHHMPOBAHMS, & UMEHHO:
UCCIIEIOBaTh Pa3HblE TPYIIbl KIMEHTOB, OpPOHHPYIOIIMX HOMEpA, 4YTOObI ONpEIeNuTh, KaKOH HPOLEHT OT
oOmiero ymciia 3aka3aHHbIX MMU HOMEPOB OHHM pealbHO 3aHMMalM paHee. Tak, OJHO U3 HCCIEAOBaHHM
MOKa3ajo, 4To OPOHWPOBAHUE 32 JCHB 0 MPUOBITHS WK B JIEHb MPUOBITHS UMEET O0Jiee BRICOKHM MOKa3areib
[0 IIKaje HEesBKH, 4eM Oosiee paHHee OpoHMpoBaHUE. AHAJIN3 BUIOB BPEMEHU OPOHMPOBAHUS U CETMEHTOB
KJIMEHTOB, JIENAMUX OpOHHPOBAHUE, MO3BOJIIET MOCTPOUTH MOJEIH HMOJUTHUKUA OpOHHPOBAHMS MECT CBEPX
HMMEIOLIUXCS B HATTMUUU.

HekoTopble TOCTUHHIIBI HUYEM HE KOMIIEHCUPYIOT MOPAJIbHBIM YPOH IOCTIO, KOTOPOMY OBLIO OTKa3aHO B
[IPeIOCTaBICHUN 3a0pOHUPOBAHHOTO MecTa. OJTHAKO MHBbIE HAXOAST MECTa B JIPYrod rOCTUHUIE HA OJHHU-/IBOE
CYTOK M 00ECTIEUHBAIOT MOCICAYIONINI Tepee3 s ToCcTa K cede. OHM TakKe MPEJIOCTABISIOT €My BO3MOYKHOCTh
OecryiaTHO IMO3BOHUTH MO TeNedoHy, YTOObl COOOLUTH POAHBIM 00 3ToM H3MeHeHuH. Crapasch BEpHYTb
BBIHYX/ICHHOT'O OCTAHOBUTHCS B JAPYroil OCTUHUIIE KJIMEHTAa, MEHEKEPhl IIPEUIaraloT eMy peObIBaHUE B UX
TFOCTUHULIE B TEUEHUE CIIEAYIOLUIUX CYTOK OECIUIaTHO.

[lupokoe pa3BUTHE FOCTUHUYHBIX LIEMEH C UX CEThIO COOCTBEHHBIX M (hpaHUaNH3MHIOB WIEHOB MOPOJAUIIO
HOBYIO CHCTEMY IICHTPAJIM30BAaHHOTO OpOHMpOBaHUsA, B pe3ynbrare koTtopodr 60—70 % nHomepHOTro (oHma
HAXOJUTCSI MOJ KOHTPOJIEM IIEHTPAIM30BAHHON CUCTeMbl OpoHMpOBaHHMS KoMmaHui. Octaroiieecss 4HCIIO
MOXXET OpOHMpOBAaTHCSI HEMOCpPeNCTBEHHO roctuHuieil. Takas cucrema mnpenocraBiseT OoJbLINE
MPEUMYIIECTBA TOCTUHUIIAM, TaK KaK B 3HAUUTEJIHbHON CTENEHH YMEHBLIAIOTCS UX YCHIUS MO MPUBJICUYEHUIO
KIIUEHTOB.

Cay:x0a o6cry:KUBaHUSA

C ToukM 3peHus rocreil ciy:xxba OOCIy)KUBaHHS SIBJISETCS Ba)KHEHIIEW B MOCTHHUIE, TaK KaK MEpCOHal
MMEHHO 3TOH CITy»XObI paboTaeT C KIIMEHTaMH B MTOCTOSTHHOM KOHTAKTE€ M BBHITMOJHSAET Bce (DYHKIIUU, CBSI3aHHBIS
C X HEMOCPEACTBEHHBIM 00CITYKUBAHUEM.

BosrnaBnsier cnyx0Oy o0OcinyXuBaHUS MEHEIKEp, KOTOPOMY IOJYMHEHBbI IIBEHIapbl, KOPUIOPHBIE,
MMOJTHOCUMKH Oaraxka, JU(Tepbl, KOHChEPIKH, PACCHUIBHBIC, BOTUTENH (OOCIY)KHBAIOT apeHI0BAHHbBIC MAIIHHBI
Y NapKyIT aBTOMOOMIIM rOCTel).

B cBs31M ¢ BaXXHOCTBIO NIEPBHIX BIIEYATIEHUIN KIMEHTOB O TOCTUHUIIE HA MEPCOHAI CIYXObl 00CITYyKMBaHUS
BO3JIaraercs 0codast OTBETCTBEHHOCTh. Kak mpaBuiio, MepBbIMU BCTPEUAOT FOCTEH IMIBEHLIapbl, KOTOPHIE CTOSIT
y BXxoJ1a B TocTUHHIY. OHU JTOJDKHBI TIONIPUBETCTBOBATH TOCTEM, MOMOYh UM BBHIWTH W3 MammHbl. [1IBewapsl
NOJKHBI BIIaAeTh MH(opMaimeil o0 yciayrax, MMEIOLIUXCS B TOCTUHHIE, O TOCTUHUYHBIX MEPOIPUATUAX
(koH(pepeHnusx, 6aHKETaX), 0 MECTE PACTIOTIOKECHHS TOCTUHHUIIBI M €€ OKPECTHOCTSIX.

ConpoBok/ieHHEM TrocTell B HOMEpa, a TaKKe JOCTaBKOM Oaraxka 3aHMMAIOTCS KOpuIopHble. Bo Bpems
COIMPOBOXKICHUSI UM PEKOMEHJYETCSl MOJJEPKUBATh C rocTsMU pa3roBop. IIpu 3TomMm 0coGeHHO BakHO AaTh
MH(POpPMAIIUIO O UMEIOIIMMCSI B TOCTUHHMIIE YCIIyraM: HaJIMYMH U pekuMe paboThl pectopana, kade, Oapa,
Mpav4evyHor, XUMYHUCTKH, OacceiiHa, CIIopT3aJioB  T.I.

[Io mpuObITHIO B HOMEpP KOPUIOPHBIA JOKEH B HEKOTOPOH CTENEHH IMOMOYb TIOCTIO PAa3MECTHTHCS:
00BSACHUTH (M OJJTHOBPEMEHHO IIPOBEPUTH MCIPABHOCTH), YTO U Kak paboTaeT (OCBEUICHHE, paAuo- U TB-IPH-
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€MHHKH, KOHIUIIHOHEPHI, Tee(hOoH, MUHU-0ap U T.1.). Eciy y TOCTS He BOSHHKIIO JIOTIOJTHUTEILHBIX BOIIPOCOB,
KOPHUJIOPHBIN JOJHKEH BEXKIMBO IOMPOIIATHCS (HAIpUMeEp, CKaszarh cienyromiee: "f skemaro Bam mpustHOTO
npeObIBaHUS B Halllel TOCTUHUIIE") ¥ IOKUHYTh HOMED.

MHOXECTBO Ba)XKHBIX YCIYI' OKa3bIBAIOT TOCTSAM KOHCBEPKH. KX MOXHO YBHIETh 3a CHEIHATIbHBIM
CTOJIMKOM B BECTHOIOJIE TOCTHHUIIBI WM HEMOCPEICTBEHHO Ha JTaxax. Jlo ompeneneHHOTO BpeMEHH
KOHCBhEPIKH HE OBUIN CITy)KAIlUMHU TOCTHHUIL. DTO OBLIM HE3aBHCHUMBIC TIPEANPUHIMATEIH, TIOKYITAIONIUE TIPABO
OKa3bIBaTh YCIYI'H KJIMEHTaM rocTHHUIl. K Hambosiee THIMHWYHBIM YyCIyraM, OKa3bIBaeMbIM KOHCBHEPKAMH,
OTHOCSITCS:

* IPHOOPETEHNE U IOCTAaBKa OUJIETOB B T€ATPHI,

* 3aKa3 CTOJIMKA B FOPOJICKUX PECTOpaHax;

* 3aKka3 W JOCTaBKa aBHa-, XK.-1., ABTOOYCHBIX OWJIETOB, CIpPaBKH O paboTe MEXKIYyHAPOIHOTO,
MEXIyTOPOTHOTO ¥ BHYTPEHHET'O TPAHCTIOPTA;

* pe3epBUPOBAHUE MECT B MMAPHKMAXEPCKYI0, KOCMETHYECKH CAJIOH, Ha TIPHEM K Bpauy,

* nH(pOPMAIHSI O MECTHBIX JOCTOIPHMEYATEIBHOCTSX, paboTe My3eeB, BEICTABOK, Mara3uHOB;

* IOMOIIIb B AKCTPEHHBIX CIIydasx (Hampumep, BBI30B Bpaya, IOPHCTa, HOTAPHycCa);

* BBITIOJTHEHUE CYTy0O0 JTMYHBIX MIOPYYSHHA KIIMEHTOB (OCYIECTBICHUE IMIOKYIIOK, 0(hOpMIICHHE BHU3 H T.JI.).

O BaxXHOCTH (DYHKIIMH, BBIIOJHSEMBIX KOHChEP)KaMM, CBHUJAETENBCTBYET CO3JaHHE IPO(ecCHOoHaIbHOM
opranuzanun koHcbepiked — UPPGH (Union Proffessionalle des Portiers des Grand Hotels), oOprunO
umenyemoit Clefs d'Or ("3010Thie KIH0UM" — CKPEIIEHHBIE 30JI0ThI€ KJIIOYM SIBISIOTCS 3MOJIEMOM, KOTOPYIO
KOHCBEP)KHM HOCAT B NeTIMIax yHHU(POpMBL). B 3Ty opranusauuio Bxoasr okosio 4000 wieHoB u3 24 crpan
MUpA.

Cay:x0a npuemMa M pacyeTHasi YacThb

Cnyx0Oy mpuema yacTo HaspiBarOT "cepaueM' win "HepBHBIM meHTpoM'" otensi. C 3TOW Ciy’k00# rocTh
KOHTAKTUPYeT OOJbIlle BCEro, Croja Xe OH oOpamraercs 3a mH(opmanuend W ycilyraMd BO BPEMSI CBOETO
npeObIBaHUS B TOCTHHHUIIE.

K Baxneimum QyHKIUAM CayXObl IIpUeMa OTHOCUTCS NMPUBETCTBUE T'OCTS U BBINOJHEHUE HEOOXOAUMBIX
¢dopmanpHOCTEN NpU ero pasmernieHud. COTpyIHUK CiykObl mpuema (IOpThe) sIBIsSIeTCA MOcie IBeiiapa,
CTOSIILIETO Y BX0/1a, IPAKTUYECKU MEPBBIM COTPYTHUKOM TOCTUHHIIBI, C KOTOPBIM KOHTAKTHPYET rocTh. OT TOTO,
KaK IPUMYT TOCTS, KaK €ro MONPUBETCTBYIOT, KaK ObICTPO OyAyT BBINOJHEHBI HEOOXOAMMbIE (POPMAILHOCTH
(mpoBepka OpOHUPOBaHUS, 3aMI0JTHEHNE aHKEThI, IPEoIIaTa), BO MHOI'OM 3aBUCHUT IIE€PBOE, YaCTO CaMO€ CHJIb-
HOE BIIEYATJICHUE OT T'OCTUHUIBI B LEJIOM. B 3Toil cBA3M K ciykOe mpuema HpeabsSBISIOTCS CIEAYIOLIUe
TpeOOBaHUsA:

* ciyk0a mpuema J0JKHa OBbITh PacIoio’KeHa B HEMOCPEICTBEHHOM OJM30CTH OT BXOJa B ToCcTUHMIY. B
ciydae OoOJIbIION IUIOMIAJAM TOCTMHUYHOIO BECTHOIONS JUHAMHUYHBIA XapakTep HMHTEpbepa JOJDKEH
COPUEHTHPOBATH TOCTS B HANIPABJICHUU PACIIOJIOKEHHUS CTOMKH CITyKObI IipreMa (CTOMKU MOPThE);

* CTOIKa NOPThE JI0JIKHA ObITh YUCTOU, 6€3 OecropsA0uHO pa30pOoCcCaHHbIX OyMar U HEHY)KHBIX [IPEIMETOB;

* COTPYIHUKU CIIY>KObI NpuemMa J0JDKHbl UMETh Oe3ynpeyHbld BHEUIHMM BUJ U COOTBETCTBYIOIE ceOs
Bectu. C roctsiMu HEOOXOAMMO pa3roBapuBaTh TOJbKO cTosl. Henb3s 3actaBisarh rocreit xnaarb. Cruenyer
BCEr/la IOMHUTb, YTO Ul OPThE HET 0oJiee BXKHON pabOThI, YEM MPUEM TOCTEM.

[Ipu pa3melieHuu cieayeT elie pa3 corjiacoBaTh YCJIOBHS MPEABAPUTEIBHOIO OPOHUPOBAHUS (KaTErOpHUIO
HOMEpa, HalIW4yhe yA0OCTB, BHJ OIUIAThl, LIEHY, CPOK MpeObIBaHUs, MPEIIOoJaraéMyro Jary oThe3fa U T.1.).
Ecnu roctio HEOOXOOMMO 3amoJIHUTh aHKETY, CIeAyeT clieNaTh ATy MNpPOUEeAypY HauMEHEe HENpPUSTHOM.
Hanpumep, eciiu rocts yxe ObIBai B 3T0I TOCTUHHULIE, TO JOCTaTOYHO TOJIBKO €ro MOANKCH Ha aHKeTe (MMeeTcs
B BUJly, YTO HH(OpPMaLIKs O TOCTE€ COXPAHEHA CO BPEMEHU €ro MEepBOro NpedbIBaHUs B TOCTUHUILIE).

K ¢ysximusam cioyx0bl nmpueMa U pacyeTHOW 4YacTU OTHOCATCSA TAaKKe paclpe/eleHHe HOMEPOB U y4eT
CBOOOJHBIX MECT B TOCTUHMUIIE, BBIIKCKA CUETOB U IIPOU3BOJICTBO PACUETOB C KIMEHTAMHU.

Jlo mpubbiTus rocTs ciayx0a mpuema NoJy4daeT U3 CiayxObl OpoHUpOBaHHS 00pabOTaHHbIE 3asBKH, B
COOTBETCTBUU C KOTOPBIMHU COCTaBJISI€T KapTy IABMKEHHS HOMEPHOTO (OHJA, MOMOTAIOUIYI0 BECTH Y4YeT
CBOOOJHBIX MECT B IOCTHHHUIIE. B GOJBUIMHCTBE KPYMHBIX TOCTHUHHI] Y4E€T CBOOOJHBIX MECT MPOU3BOIUTCS
aBTOMAaTUYECKH C UCIOJIb30BAHUEM CIELMAIbHON KOMIIBIOTEPHOM MporpamMmbl. B ManelX U cpeaHux
TFOCTUHULAX JI0 HEJAaBHETO BpPEMEHM (B OTIENbHBIX F'OCTHHHIIAX M ceidac) JUisl 3TOW LIeTU HCIOJIb30BaJIC
crenuanbHbli HOMepHOU muT. HoMepHO! KT nMeeT ss4elKH, KyJ1a BCTABIISIFOTCS Pa3HOLIBETHBIE KAPTOYKHU B
COOTBETCTBUU C KOJMYECTBOM JHEH MpeObIBaHMS KIMEHTa B TOCTUHUIE. Pa3Hble LBeTa MO3BOJISIIOT BUJAETH
pasnuuHble Karteropuu rocredl. Hampumep, 3eneHbli LBET HCHOJB3YeTCs s 00O3HAUEHUs TPYHIOBBIX
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TYpPHUCTOB, JKEITHIH — YYaCTHUKOB KOHI'Pecca, KpaCHbI — MHAWBHIYaJIbHBIX, O€blii — JENOBBIX U T.J. Takoi
HOMEPHOM IIUT JaeT HarJIAIHYI0 KapTUHY 3arpy3KH HOMEpHOro (poHAa U Halnu4uus cBOOOIHBIX MecT. CBeieHus
O Hajgu4uu CBOOOJHBIX MECT B TOCTHHHIIE U KOJUYECTBE IPOXKUBAIOIIMX TOCTEH YETKO M ONEpPaTUBHO
MepeAaroTcs CIy)00# mpremMa BCeM JPYTUM CIIy>KOaM TOCTUHHIIBL.

B cnyx0e nmpuema Takyke pacIoyioKeH HIUT Juid Kitodedl oT HomepoB. Kak mpaBuio, oH cHaOxkaercs
CHEIHAJbHBIMU  STYEHKaMM U1 KOPPECHOHJEHIUH TocTeil, TenedoHOrpaMM U JpYrod MUCbMEHHOU
nH(popMaLnH.

Cpa3y ke nmociie pa3MeleHus ToCTs B OTeJI€ PacyeTHAsl YacTh OTKPHIBAET Ha ero uMs cyeT. OObIYHO roCTh
MOJIb3YETCSl yCIyraMu Pa3jMuYHbIX CIIYXKO MOCTHHUIIBI, IPEIbBISAS BUSUTHYIO KapTOUKY WJIM Ha3bIBas HOMEP
KOMHATBL. DTH CIIyXObl JAalOT CBEACHUS O pacXoJax IoCTs B paCUETHYIO 4acTb, KOTOPAsl BKIIOYAET UX B 0OLIUI
cuer. B KoHIle mpeObIBaHUS TOCTS pacyeTHasl YacTh PACCUUTHIBAECTCS C HUM M MHPOPMHUPYET 00 3TOM BcCe
TOCTHHUYHBIE CITYXKOBI.

Opna u3 ¢yHkuui cinyxObpl IpuemMa — BeJIeHHE KapToTeku rocre. Ha kaxaoro rocts mocne ero
npeObIBaHUS B TOCTUHMIIE 3aIlOJIHSAETCS CHEelUallbHAasg KapToyka, B KOTOPOW COAEPKHUTCS HHpOpMaius,
coOpaHHasl CO BCEX CIYXO TOCTHHUIIBI, UMEBIIUX C TOCTEM KOHTAakT. [Ipu moBTOpHOM mpues3ze rocts sTa
nH(popMalys JaeT BO3MOXKHOCTh NEPCOHALY 3HAUUTEIbHO MOBBICUTH KAYECTBO OOCIYKMBaHHUS, MO3BOJISET BO
MHOTOM MPEIBOCXUTUTH MNPEAnoyYTeHuss U mnokenaHus rocts. [logoOHas paboTa oueHb BakHa Ui Lelel
pHOOpPETEHNUsI TOCTOSTHHBIX KJIMEHTOB U SIBJSETCS JOMOJHUTEIbHON pekyiaMoil rocTuHulbl. Ha coBpeMeHHbIX
TOCTUHUYHBIX MPEANPUATUSAX 3Ty PaOOTY BBIIIOIHSAIOT C TOMOIIBIO KOMIIBIOTEPHOM NMPOrpaMMBbl, TIO3BOJISIOLIEH
co371aTh OOIIMPHBIN OAHK JAHHBIX O KIMCHTAX.

Cay:x0a 3xkcniiyaTalium HOMepHoOro ¢gpoHjaa

Baxneiiment pyHkiueit ciayx0bl 3KCIUTyaTallud HOMEpHOTo (poHAa ABISETCS MOAJEp)KaHuEe HE0OOX0IUMOT0
ypOBHS KOM(pOPTa U CAHUTAPHO-TUTHEHUYECKOTO COCTOSIHUS TOCTUHUYHBIX HOMEPOB, a TAKKe OOIMIECTBEHHBIX
moMenieHni (XosuioB, (oiie, mepexoa0B, KOPUIOPOB)

[lo yucClIEeHHOCTH 3aHATOTO MEpPCOHAja 3Ta Ciayx0a sBIsSETCS caMOM KpYHHOU ciyx00# roctunuibl. Kak
MpaBUJIo, 371eCh padoTaeT 10 50% BceX CIyKaluX OTEIIA.

Cnyx0y 5KCIuTyaTallud HOMEpPOB BO3IJIABJISIET MEHEIXEp, KOTOPOMY MOJYMHEHbl TOPHUYHBIE, JIeKYpPHBIE
I10 3TaXy, CylepBai3epbl, CTIOap/Ibl U HEKOTOPbIE APYrue KaTeropuu pabOTHUKOB.

OCHOBHO# 00S13aHHOCTHIO TOPHUYHBIX SBJISIETCS YOOPKAa HOMEPOB, HE3aBUCHMO OT TOTO, 3aHATHI OHH WU
CBOOOJHBI. YOOpPKa HOMEpPOB OBIBAET: €KEIHEBHAsl, MOCJIE BbI€3Aa MPOKUBAIOILErO, reHepaibHas. Kaxkaplii
JICHb TOPHUYHASI BBITIOJTHAET TEKYIIYIO H POMEKYTOYHYIO YOOPKY HOMEPOB.

Y6opka HoMepHOTO (POHAA OCYIIECTBIIAETCS B CIEAYIOLIEH MOCAEA0BATEIbHOCTH: BHaYaIe paboThl BELyTCs
B 3a0pOHMPOBAHHBIX HOMEpax, 3aTeM YOMpaloTCSd HOMEpA, TOJIbKO YTO OCBOOOJMBIIHMECS OT MPOKUBAIOIIMX
rocTel, B MOCJEIHIO OYepe/ib BBINOIHIETCS YOOPKa B 3aHATHIX MOMEUICHUSIX. Y OOpKY CllelyeT NpOU3BOIUTh
B oTcyTcTBHE rocts. Eciu ke rocTb HaXoAUTCsl B HOMEpe, HE0OX0AUMO MPEXKE MOMYyYUTh Yy HETO pa3pelieHue
Ha yOOpKY.

[Ipouecc mekyweti yoopku COCTOUT U3 MPOBETPUBAHUS MOMEIICHUS, YOOPKH M MbIThs MOCYAbI, YOOpKH
KpoBaTeil, TYMOOUKH, CTOJIa, YAAJEHUS NbUIM, YOOPKH CAaHUTApHOTrO y3ja. B 00f3aHHOCTH FOPHUYHOM TaKxke
BXOJIUT IIPOBEPKA COXPaHHOCTH 000PYAOBaHMs HOMEpA.

Ecnu HOMeEp cocTOMT M3 HECKOJIbKMX KOMHAT, MpoliecCc YOOpPKM BCerja HayMHaeTcs B CHallbHE, 3aTeM
MPOI0JKACTCS B TOCTUHOM M IPYTUX OMEMICHUIX. 3aBepiiaeTcst padoTa yOOpKoil CaHUTapHOTO y3Ja.

ExenneBHast npomeosxcymounas ybopka B HOMEpax MPOU3BOJUTCS M0 MEpe HAZOOHOCTU U MpPU HAIUYUU
YCIIOBUH IS YOOPKH.

IIpu yOopke HOMepa nocie 6vle3da TOCTS B JONOJHUTEIbHbIE (YHKIMM TOPHUYHOM BXOAMT: NMpHUEMKa
HOMEpa, CMEHa MOCTEJILHOTO O€JIbs U MOJIOTEHEll, 3aMeHa HH(OpPMAaLIMK, UMEIOIIEHCS] B HOMEDE.

I'enepanvnas ybopka HoMepHOTro (POHAA U BCEH >KMIION YaCTH TOCTUHULIBI IPOU3BOAUTCS HE PEXE OJHOrO
pa3za B 10 guen.

B 3aBHcMMOCTH OT THIIa TOCTHHHUIIBI KaXIas TOPHUYHAS YOUpaeT M MPHUBOIUT B MOPAIOK OT 16 mo 20
HOMEpOB B JieHb (17 HOMepoB — HopMma Ha ofHy ropuuunyto B CIIIA). Bpems, 3aTpaunBaemoe Ha yOOpKY,
3aBUCUT OT COOTHOLIEHHUS OCBOOOKIAIOIIMXCS M 3aHATHIX HOMEpPOB, TaK KaK yOOpKa OCBOOOKIAIOLIUXCS
HOMEpOB 3aHMMaeT Oousibiie BpemeHu. [lo HopmatuBam IlIBeiinapckoro coro3a BiajenblieB TOCTUHUI[ Ha
yOOpKy HOMEpa, B. KOTOPOM €lIe IPOXKHUBAET IocTh, OTBoAUTCA 20 MHMHYT, Ha yOOpPKY OCBOOOIMBIIEroCs
HoMepa — 30 MUHYT.
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B HEKOTOPHIX TOCTHHHIIAX HMEETCS JOJDKHOCTh CMEHHOTO CyIep-Baif3epa, KOTOPBIA OCYIIECTBIISCT
KOHTPOJIb 32 pab0TON CMEHBI TOPHUYHBIX, C TEM YTOOBI OBITH MOJHOCTHIO YBEPEHHBIM, YTO IMOMEIICHUS yOpaHbI
B COOTBETCTBHMHM CO CTaHAapTaMu. B o0s3aHHOCTH cymepBaiizepa Takke BXOAUT Iepegada B CIIyxOy mpuema
nH(pOopMaLUK O CBOOOTHBIX U 3aHATHIX HOMEpPAX.

B roctuHmMIax BRICOKMX KaTEropwii 00CTy)KHUBaHUS (OTENSIX JIFOKC) UMEIOTCS CTI0AP/Ibl, KOTOPhIEe HAYHMHAIOT
CBOIO padOTy BO BTOPOW MOJIOBHMHE JHA. B 00s3aHHOCTH CTHOApJOB BXOJUT OOEcleueHHe KakJ0ro HoMmepa
CBEXXHMMH TOJIOTEHIIAMH, IPUAHNE HOMEPY HapsTHOTO BHJIA, & TAK)KE YCTAHOBKA yOHMparomeics: KpoBaTtu. ITo
TPAIMIUS JUIs OTEJICH BBICIIEro Kinacca B AMepuKe, KOTOpasi HEyKOCHUTEIIBHO COOIIOIAaeTCsl.

2.4. ®opMbl ynipaBJIeHUS

K naubosee pacrnpoCTpaHEHHBIM B MEKIYHAPOJIHOW IMpakTUKe (popmaM ympaBieHUs NPEANPUITUIMU
rOCTENPUUMCTBA OTHOCSTCS:

* YIIPaBJIEHUE 110 KOHTPAKTY;

* yIIpaBJIEHUE Yepe3 JOroBop (ppaHuaii3uHra;

* apeH/a.

B uHaycTpuM rocTenpuuMCTBa TAaKKEe MOJIyYHJIM PACIpPOCTPAHEHUE U JPYIHMe OpPraHU3aLUOHHBIE (OPMBI
ynpasneHus (akunoHepHsie oouiecta (AO), coBmecTtHble npeanpusatus (CII), cunauKaThl, KOHCOPLUYMBI U T.
1.), OTJIMYAIOLIUECS COJAEPKAHMEM M MPONOPUUAMHU (DYHKIMM, CTPYKTYpOHl M CTENEHbIO LEHTPaIN3aLUuu
yIpaBJICHUS.

YnpasiieHue 110 KOHTPAKTY

OpHolf W3 OCHOBHBIX (DOPM YHpaBi€HUS NPEINPUATUAMU HHIYCTPUU TOCTENPUHMMCTBA, MOJy4YUBLIEH
HIMPOKOE pacipocTpaHeHue ¢ Hadana 1970-X ronos, sSBISETCS YIPABICHUE 110 KOHTPAKTY.

Ilon kommpaxmom ha ynpasénenue TIOHHUMAETCS INHUCBMEHHOE COINIALICHHE, 3aKII0OYaEMOE MEXAY
BJIAJIETIBLIEM MIPEANPUATHS (TOCTUHUIIBI, PECTOPAaHA) U MEHEIKEPOM WJIM KOMITaHUEH, CHeUaIn3UPYIOILENcs B
YIpaBJIE€HUU COOTBETCTBYIOIMMU TUIIAMH NPEATIPUATUH.

Jlo HacTosIIero BpeMeHHU CIENUAIMCThl B 00JaCTH TOCTUHUYHOIO MEHEKMEHTa HE MPUILIM K €AUHOMY
MHEHUIO O TOM, IJIE€ U KOTJja BIIEPBbIE B UHIyCTPUH TOCTEIPUHUMCTBA OB 3aKJIF0UEH KOHTPAKT Ha YIpaBJICHUE.
OpHu nonararoT, 4To MEepPBbIIl KOHTPAKT Ha yIpaBiieHHe ObLT Mojnucad B Hayane XX Beka kommnanuel "Lle3app
Pun I'pyn". [pyrue cuuraror, 4yTo HepBOi ympasisiouiell komnanue Obuta xommanus "Tpamysit Xotan",
KOTOpasi Havajia CBOIO paboTy, B3sSB B YyIpaBJieHHE HEOOJBIIYI0 TOCTUHHIYY B OJHOM u3 koyuiemken CIIA.
MHeHue TpeTbuX CBOJUTCS K TOMY, YTO IIEPBOM yNpaBJIstollel koMnanuen Oba kommanus "Yactun XoTan3",
HayapIllasl CBOIO JEATENIBHOCTh B 30-X ronax.

K nauvany 90-x rogoB KpymHEMIIMMM KOMIIAaHHSMHU IO YIPaBJICHUIO TOCTUHHUIIAMH SBJSUIMCH '"Puuduig
xoyren meHemkmet", "lanOtpu xoyren", "UuTepcrelT X0yTens".

B conepxaHny KOHTPaKTOB Ha yIpaBJieHHE BKIIOUYEHBI, KaK IPaBUJIO, CEMb OCHOBHBIX MOMEHTOB:

1. Hanenenue ymnpasisoomiell KoMIaHud (omepaTropa) IpaBOM YyHOpaBieHUs mnpennpustueMm. llpu stom
COOCTBEHHUK JIMIIIAETCS IIPaB BMEIINBATHCA B IIPOLIECC YIIPABIICHUS.

2. Bo3znoxeHue Ha COOCTBEHHUKA BCEX PACXOJ0B IO PA3JIMYHBIM ONEPALUSIM, a TAKXKe BCEX (PMHAHCOBBIX U
OTEPaTUBHBIX PUCKOB, BBITEKAIOIINX U3 €ro IIpaBa COOCTBEHHOCTH.

3. 3amuTa uiM 0CBOOOXKICHUE ONepaTopa OT OTBETCTBEHHOCTH 32 JIFOOBIC ICUCTBUS, 32 UCKIIFOUCHHEM TEX,
KOTOPBIE COBEPILEHBI C YMBICIIOM WJIM B PE3yJbTaTe Irpy00il HEOCTOPOKHOCTH.

4. Cpok ympaBieHHUsI COOCTBEHHOCTbIO TOCTUHUYHBIX NpeAnpusatuii. OObIYHO KOHTPAKT Ha YIpaBlieHUE
3aKJIFOYAETCs Ha MSTh, JECITh WU JABaILATh JIET.

5. YnopaBiieH4ecKkoe BO3HArpaXKJIEHHE, pa3Mep KOTOPOro OIpeAeNseTcs UCXOJsS U3 Pa3MEpOB BaJOBOIO
70X0/1a UM YUCcTOU npubbuin. O0b14HO 310 2—4,5% OT BajOBOIrO J0X0Ja WM 4uCcTOl npuodbuin. Hekotopsie
KOHTpPAaKThl MpeaycMaTpUBatoT B nepBbld rox 2%, Bo BTOpoil — 2,5%, B TpeTuil U MOCIeAYIOLINI roapl —
3,5%. Ycunuplasics KOHKYPEHLIMSI MEXIY YIpaBICHUECKUMHU (upMaMu IpHUBeNIa K YMEHBUICHUIO pa3Mmepa
KOHTPAaKTHOI'O BO3HATPAXKICHHUSL.

6. VYcinoBus BO300OHOBJIEHMSI KOHTPAKTa. bBOJNBIIMHCTBO CYIIECTBYIOIIHUX YCJIOBUM MPEIOCTaBISAIOT
[IPEUMYIIIECTBEHHOE IIPAaBO IMPUHATHS PELIECHUS YIIpaBleHYecKol koMmmnaHuu. Eciin cOOCTBEHHUK pacroJiaraet
CepbE3HBIMU  CpEACTBAMM  BO3ACUCTBHUS HA  YHPABIAIOLIYI0 KOMIIAHHIO, OH MOXET IOJIY4UTh
MIPEUMYILIECTBEHHOE IIPABO MIPUHATHUS PELIEHUS O BO3OOHOBIEHUU KOHTPAKTA.

7. YcnoBus npekpaiieHus KoHTpakTa. CylIecTBYIOT Kak MHHMMYM YEThIpE€ BapuaHTa NPEKpalleHUs
KOHTpAaKTa, Jaroliie NpeuMyliecTBa JIMO0 COOCTBEHHUKY, TMOO yIpaBIIsiOIeld KOMIIAaHUU:
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* €CJIM OJIHA U3 CTOPOH HE BBIMOJIHAET YCJIOBHUS KOHTPAKTa B TEUEHUE 3aKOHOJATENIbHO YCTAHOBJIEHHOIO
BPEMEHHU C MOMEHTA YBEJOMJICHHS O BBISIBJICHHBIX HAPYIICHUSIX, CIETAHHOTO IPYroi CTOPOHOI;

* €CJIM OJIHA U3 CTOPOH MpU3HaeTcsa 0aHKPOTOM JIMOO MepeacT UMYILECTBO KPEIUTOpaM 3a J0JTH;

* €ClIM OJHA U3 CTOPOH CTAHOBUTCS NPUYMHON NPUOCTAHOBJIEHUS WJIM OT3bIBA JHUIEH3UU Ha IPaBO
OCYILIECTBIIEHUS IPEAIPUSITUEM COOTBETCTBYIOIUX (PYHKIIMIA;

* KOHTPAKT MOKET ObITh MPEKPaILeH [0 0000 THOMY >KEJIaHUIO.

VYnpasinsonias KOMIIaHUs, KaK IPaBUIIO, HE MOIy4aeT HUKAKUX [PaB Ha UMYILLECTBO mpeanpustus. OgHako
Ha IMpaKTUKE HMEIOTCSA Cllyyau, KOIJla 3aKI4YEeHHE KOHTpPAaKTa COIPOBOXKJIAIOCHh YAaCTHUHBIM Yy4YacTHEM
VOpaBISOLEH KOMIIAHUM B COOCTBEHHOCTU. Takue ciaydam XapakTepHbl [UIsi TpaHCHAIMOHAJIbHBIX
roctuHnyHbIX koMmnanui (THK).

VYnpaBiieHue 0 KOHTPAKTY UMEET CBOU Ciladble M CUJIbHBIE CTOPOHBL. [Ipen My e c TBa ymnpaBieHUsS
10 KOHTPAKTy AJ1 5 BJI A/ €J b1l a NPEANPUITHS COCTOST B CIEAYIOIIEM:

1. Ilpy KOHTpakTHOW CHCTEME YIpaBisioniass KOMIAHWS WIM MEHeKep OObIYHO He BIIAJZIeeT J0Jjel
HUMYIIECTBA.

2. CBoOo/1a BEIOOpA YIPABIIAIONICH KOMIIAHUH UITA MEHEKEPA.

3. BO3MOKHOCTb OCYIIIECTBIEHUS! UHBECTUIINH B MPEANIPUATHE, HE3aBUCUMO OT MHEHUS YIIPABJISIFOILIETO.

4. MakcumanpHasi IpUObLIb 32 BEIUETOM YIPABIEHYECKOTO BO3HAIPAXKICHHUSL.

HenocTtaTku KOHTPAaKTHOTO YIpaBi€HHs JNJs8 BiaJedblla MNPEeAIpUATHNA 3aKIIOYalOTCS B
CIIEYIOILEM:

1. OrcyrcTBHE ONIEPAaTUBHOCTH KOHTPOJISL.

2. MakcuManbpHBIM PUCK U HEOOXOAMMOCTH BBIILIATHI YIIPABICHYECKOT0 BO3HATPAXKICHUS.

3. OrcyTcTBUE IIpaBa BMEIINBATHCS B IPOLIECC YIIPABICHHUS.

4. TpyaHOCTHU C JOCPOYHBIM PACTOPKEHUEM KOHTPAKTA.

[IpeumMym ecTBa KOHTPAKTHON CUCTEMBI 1JI1 1 Y paBl gl el KOMIaHUU (MEHEIKEpa):

1. Pacummpenue cdepbl BAUSHUSL.

2. YBenu4eHue T0X0J0B C MUHUMAJIbHBIMU 3aTpaTaMHu.

3. IlomHOE OTCYTCTBHE HEOOXOAMMOCTH BBITIIAT BIIAICIIBITY.

Henocrtartku ynpaBieHUs [0 KOHTPAKTy [JI1sl yOpaBiglU e KOMIaHUU (MEHEIKEpA):

1. OrpannyeHue 10X0/1a CYMMOM YIPaBIECHYECKOTO BO3HATPAYKICHHS.

2. 3aBUCUMOCTb OT (PUHAHCOBOTO MOJIOKEHHUSI BJIaJIEIIbLIA.

3. IlpekpaieHue IesTeNbHOCTH, TOTEPsI pabOThl IO OKOHYAHUM (MCTEYEHHM) CPOKa KOHTpakKTa (B ciydae
HEBO300HOBJICHUS KOHTPAKTA).

YnpasJieHue yepe3 10roBop (ppaHyaii3zuHra

OTuMosioruyecKu TepMuH "'panuaiizune’ umeer ppannysckue kopHu (franchise — npusumiierus, abrora)
U O3Ha4yaeT B COBPEMEHHOM NOHMMAHHUU CHUCTEMY JOTOBOPHBIX OTHOIIEHHUN MEXAY KPYIMHBIMH M MEIKUMHU
CaMOCTOSITENIbHBIMU TPEANPUATUAMH, HPU KOTOPOM MOCIEAHHME IIOJyYaloT IpPaBO Ha IPOU3BOJCTBO H
peayin3aluio OT UMEHH U 01 TOPrOBOM MapKoW KpYIHOM (UPMBI OIIPEIEIEHHOTO BUa TOBAPOB U YCIYT.

B coBpemeHHOIl mnpaBOBON TeopuH HApAAY C TEPMUHOM "(QpaH4dal3uHT" HCIOJB3YIOTCS TEPMHUHBI
"(panmmszuHr", "gorosop gppanmuss" u "ppanuanz".

Haubonee  pasBepHyroe  omnpeneneHue  (QpaHUaif3uHra jgaeT  MeXIyHapoJaHas  acCOIHaIus
(¢bpaHuali3uHroBbIX opranuzauuil. OHa onpenenser GpaHUyal3UHT KaK JUISIIHECS BO BPEMEHHM B3aUMOOTHOIIE-
HUS, 110 KOTOPBIM (ppaHyaiizep ((paHIIU30aTeNb) MPEIOCTABIAET 3aALUIUIICHHOE B 3aKOHHOM IOPSJIKE MPaBoO
3aHUMATbCS ONPEENIEHHON NMpEeANPUHUMATENLCKON AESITEIbHOCThIO, a TAaKXKE MOMOIb B OpraHu3alud 3TOi
NeSTeNbHOCTH, OOy4eHHM, peajlu3alud U  YOpPaBJIEHUWHM 3a  BO3HarpaxjaeHue OT  (paHuaiizu
(bpanmm3zomnorydares).

HecmoTps Ha dpaHIiy3ckoe MpOUCXOKIEHUE TepMUHA, (paHYal3UHT Kak crenuduyeckas pa3sHOBUIHOCTh
norosopa 3apoauiics B CHIA. Orta cucrema Havajna UCMOIb30BaThCS B TOCTUHUYHOM uHAYycTpuu B 1907 rony,
korjaa Ritz Development Company kynuia y Hpto-HOpPKCKOI ¢pupMbl mpaBo Ha3biBaThes Ritz-Cariton.

Xoypa I0oHCOH Havall ypaBisiTh CBOMMH OTEJISIMH, 3aKI04as 1oToBop (ppanyaiizunra, B 1927 roxy. 310
MO3BOJIMJIO €My OBICTPO pacHIMpHUTh N1eJ0 — CcHavasa Ha Boctounom moGepexne, 3ateM — Ha CpeaHem
3anane, u B 60-x rogax — B Kanudopuuu. Ceituac ero cetb BkiodaeT 6osee 900 npeanpustuil.

B 60-e roasl ¢paHuyaii3uHr craj cTpaTeruell pocra W pa3BUTHUS rOCTHHUIL U MoTenei. B 90-e roael sTa
TEHJICHIIUSI COXPaHWIIACh.
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Kpynueiimeil koMmmaHued, 3aHMMarollelcs (QpaHYaifi3MHIOM B TOCTUHHYHOM WHIYCTPUM, CUHUTAETCS
Hospitality Franchise System B Ilapcunmnanu (mrat Hero-/Ixepcu) (3413 orteneit). 3a neii ciaenyer Choice
Hotels International (2487 oTeneii, nouepHss kommanus Biaskcroynckoii rpymmsl — Heio-Hopk). Tperbst B
stoMm cnucke — Holiday Inn Worldwide. B pectopannom 6usnece — McDonald's, Burger King, Kentucky
Fried Chicken, Pizza Hut u T.G-.1. Friday's.

B xaxnoMm noroBope ¢ppanHyaiizunra ¢ppanyaiizep npeaocTaBiseT (ppaHyaii3u MpaBo UCHOIb30BaHUS CBOETO
(GUpPMEHHOIO 3HAaKa, TEXHOJIOTMM U METOJOB pabOThl, CHUCTEMbl pPE3EpBUPOBAHMS, OTPAOOTAHHBIX
MapKETUHIOBbIX MPOLEAYpP, CUCTEMbl CKMIOK M T.A. OOBIYHBIM YCIOBUEM SBJISIETCSI y4acTHE€ B PHIHOYHOM
cTpaTeruu gppanyaiizepa.

@®paHyaiizep 3aMHTEPECOBAH B MPUBJICUYECHUU B CBOIO PHIHOYHYIO CETh HOBBIX WiIeHOB. C 3TOH 1LENbi0 OH
OOBIYHO CHEIUAIBHO TOTOBUT Ul 3aWHTEPECOBAHHBIX JIHUI JOKYMEHTHI, HauOoyiee BaKHbIM U3 KOTOPBIX
aBisgercsd 3asBieHHe 00 yCIOBHSX. OTOT JOKYMEHT MpeAOoCTaBiseT IMpeanoiaraeMeiM (paHuaizu
nH(poOpMaLIMI0O O TOM, K€M sBIseTcs (ppaHuaii3ep, Kakoll XapakTep HOCHUT OCYyHIeCTBiIseMbld UM OusHec. B
3asBieHMH 00 YCJIOBHSX TaKK€ TIOBOPUTCS O KBAIM(PHUKAIMM DPYKOBOJSILIErO COCTaBa NPEINpUATHS —
(dbpanyaiizepa, o ero (UHAHCOBOM CTAOMILHOCTH, HEMIOCPEICTBEHHO 3aTParuBarOTCsl BOMPOCH! (DpaHUai3uHTa: B
yeMm OyJzieT 3aKJto4aThCsl CyTh OTHOUICHHUH B Cly4yae 3aKIIOYEHMs] KOHTPAKTa; B KaKMX KOHKPETHBIX BOIpOcax
(dbpanyvaiizep Oymer mnomoraTh (paHyaiizm; Kakoe AOMOJHHUTEIIBHOE 000pymoBaHue o0s3aH MpuodpecTu
¢dbpaHyaiizu U T.J.

[IpaBooTHOLIEHUsT MexAY (paHuaiizepoM U (PpaHYaii3u 3aKpEIISIOTCS MOANKMCAHUEM JloroBopa. Jlorosop
MOXKET KacaTbcs pabOThl MPEANPUATUN B KOHKPETHOM reorpaduueckodl WM phIHOYHOW cpelie, KOJM4yecTBa
MPEeaNpUsATHI, OXBaThIBaeMbIX (hpaHUal3UHIOM, CPOKOB JEHUCTBUS JIOTOBOpPA M psifa APYrUX MOMEHTOB. Jlis
TOCTUHUYHON HMHIYCTPHUM JOTOBOp (paHuaii3uHra omnpenenser TpeOOBaHUS K BHEIIHEMY BUAY MOCTUHUYHBIX
3/1laHuM, UHTEPhEPY HOMEPOB, XOJUIOB U JIPYrUX NOMEIEHUH; KOJIMYECTBO HOMEPOB U IpeajaraéMble yCIyru;
ypoBeHb o00ciyxuBaHus. OueHb CIIO0XHO B JIOTOBOPE W3JIOKUTh BCE HIOAHCHI, KOTOpbIE€ MOIJIM Obl
rapaHTUPOBATh YCTAHOBJICHHbBIE CTAHIAPTHI KaUeCTBa.

Baxneimmm snemMeHToOM J1oroBOpa (hpaHyaiizuHra SBisieTcsl corjacoBanue Gopm oratel. B 3apybOexHoi
[IPaKTUKE HCIOJb3YIOTCd Takue (OpPMbI OIUIaThl, KaK BCTYHNUTENbHBI B3HOC, OTYUCIIEHHS WIH TOIOBbIE
(uKcHpOBaHHbBIE BBIILIATHI (POSIITH) U IUIaTa 32 MAPKETUHIOBbIe YCIyrd. C rOCTUHMI, KPOME TOTO, B3UMAETCS
I1aTa 3a 1oJb30BaHUe LEHTPATN30BAaHHONW CUCTEMOM OpOHUPOBAaHUS HOMEPOB.

B3Hoc sBisieTcs eIMHOBPEMEHHON (PMKCUPOBAHHOM BBIIUIATOM 3a MPEJIOCTaBJICHHBIE MpaBa U OKa3aHHbIE
ycayru. Kak mpaBuiio, oH BKIIIOYA€T CTOMMOCTh KOMIUIEKTAa IPOEKTHBIX JOKYMEHTOB, IOJHOro Habopa
UHCTPYKUMH 10 YOPABIEHUIO MPEANPUATHEM, MOBBIIIEHUS KBAIM(UKALKUKU BBICIIETO U  CPEAHETrO
PYKOBOJISILIIETO 3B€HA, OOYy4YEHHs OOCIY)XMBAIOILIErO I€pCOHATa JI0 OTKPBITHS MPEANPUATHS, a TakkKe
CTOMMOCTh MEPHOJUYECKON IMOATOTOBKH IEpcoHaNa OOCIY)KMBaHUS B TEUEHUE BCETO BPEMEHH JAEHUCTBUS
noroBopa. Belmiata BCTYNUTEIBHOTO B3HOCA OCYIIECTBISETCS Cpa3y K€ [0 MOANHMCAHWU JOroBOpa
¢panuaiizunra wim genutcs Ha 18e yactu: 50 % 1o oOyuenus, 50 % Bo Bpemsi oOyueHusl.

B nmomonHeHwe K BCTYNMUTETRHOMY B3HOCY (paHYaii3u 005S3aH OCYIIECTBIISTH POSUITA (OTYUCICHUSA),
pa3Mepbl KOTOPBIX HANpPSMYIO 3aBUCST OT 00beMOB onepanuii. [y rOCTHHUYHON UHYCTPUU OHHU COCTABJISIOT
B cpeaHeM 3—4 % oT 1oxo/a ¢ KakA0ro CIaHHOTO HOMeEpa.

[lepBoHauanbHBIM B3HOC U POSUITH 3aBUCAT OT M3BECTHOCTU Mapku (ppanuaizepa. Hanmpumep, McDonald's
MpPU3HAH KaK pecTopaH ObICTporo oOciyxuBaHus BO BceM mupe. Ero 3naror u B Jlonnone, u B Ilapuxe, u B
Mockse, 1 B MuHcke. UeM cuibHee phIHOYHAS MO3ULUS (PUPMBI, TEM OOJbBIIYIO LIEHY UMEET €€ (PUPMEHHBbIH
3HAK.

B nensx momyyeHus 60JbIMIMX POSATH (paHuyaiizep MNPOBOAUT MEPHUOIUYECKHE MPOBEPKU MPEIIPUITUH,
OCMOTpP HpPOM3BOJCTBA W BbIJAUy PEKOMEHAALMNA O MYTAX MOBBILIECHHUS MPOU3BOAUTENIbHOCTH. DpaHuaiizep
MOXKET MOPEKOMEHI0BATh HOBBIE IPOAYKTHI MM BUIbI OOCTYKHUBaHUS, HOBOE 000pyIOBaHUE WM U3MEHEHUS
BO BHEIIHEM O(OPMIICHUH MPEANPUATHS ISl CO3/1aHUSI HEOOXO0AMMOI0 UMUTKA.

beiBaroT cityyau, Korja IpoBOJAUTCS AOMOJHUTENbHBIN PEKIaMHbBIN cOOp, KOTOPBIM OOBIYHO HE MPEBBILIACT
1—5 % BanoBoro noxona. Ha cpeactBa u3 pekinamMHOTO (oOHJA NPOBOASTCS pPEKIAMHbIE KaMIIaHHH,
OCYILIECTBJISIETCSl CTUMYJIUPOBAHHE NPOJaXK M OPraHU3yeTCs OCYLIECTBICHHE CHEIHAIbHBIX MPOTrpamMM.
HabGmonatenbHblii  coBer (paHuaiizepa CIEAUT 3a MPOBEAECHUEM PpEKJIAMHOM MporpaMMbl U JaeT
COOTBETCTBYIOIIME pekoMeHaauuu. CTano HOPMOW NpU MPOBEIECHUH PEKIAMHBIX KaMIaHWM HE yKa3blBaTb,
SBIJIETCA JIM MPEANpPUATHE COOCTBEHHOCTHIO Ienu (paHyaiizepa WIM TOJBKO €ro JOTOBOPHBIM UJIEHOM. OJTO
JeNlaeTcsl € LEeIbl0 TNPENOTBPALICHUS 3JI0YNOTPEOJICHUH pPEeKIaMHBIMU CpEeACTBAMM, IPHHAIJICKAITUMU
(bpaHuaiizy, B HHTEpecax COOCTBEHHBIX MPEANPUATHI PpaHyaiizepa.
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JloroBop (ppaHuaii3uHra npeaycMaTpuUBaeT TaKKe YCJIOBHUS ero pactopkeHus. IloTeHuunanbHble TPUYUHBI
pacTopKEeHUs JOroBOpa MOryT ObITh paznuuHbiMU. Hanbosee yacto BcTpeuaroTes cilydau, KOrja:

1) HEBO3MOKHO JOCTUYb YPOBHS CTaH/IapPTOB, YCTAHOBJICHHBIX (paHUaiizepom;

2) UMeEITCAd OTKJIOHEHHUS OT YCTAaHOBJIGHHBIX TEXHOJIOTMM 0O0cioyxuBaHus, HaOopa yCiIyr, MEHIO B
pecTopasne;

3) OTCYTCTBYIOT IUIATEKU 110 JOTOBOPY.

[IpakTuka mokasaja, 4TO HeyIUlaTa IJIaTeKEH W HEBBINOJHEHHE HMHBIX (DUHAHCOBBIX O00S3aTENILCTB IO
JOTOBOpPY ObUIM TIJaBHBIMU IPUYMHAMHM  pAcCTOP)KEHHUS JOTOBOPOB  (PpaHUai3MHra MNpearnpHUsITHIMU
oOuiecTBeHHOro mnuTaHus. J[isi rocTMHMYHONW MHAYCTpUU Oo0Jiee XapaKTepHOM MNPUYMHON pacTOpKEHUS
JIOTOBOPOB (ppaHyaii3uHra ObLJI0 HApYIIEHWE KaYeCTBEHHBIX MOKa3aTeleH.

B mnocnegnue roaml knaccuyeckas Mojenb ¢panyaiizunra (puc. 2.10) u3MmeHunach B HampaBiIeHUHU
obOecrieueHust (paHyaiizepa JOMOIHUTEILHBIMU BO3MOKHOCTSIMH OBICTPOrO pa3BUTHS C HAWMEHBILIUMHU

3aTpaTamH.
[ oo

Puc. 2.10. Kitaccuyeckast MmoaeJsib (ppaHyaii3uHIa

Bo3nukiiee MHOroo6pasue BapuaHTOB (hpaHuUali3uHra OTJIMYACTCS OJAMH OT JPYTrOoro CleAyHOUIMMU
MOMEHTaMH:

* [IPOJIOJKUTENILHOCTBIO OTHOILIEHUH (paHuaiizepa u ppaHuaiisy;

* K KoMy ¢paHuaiizu obpamaercs 3a MOMOUIBIO;

* KOMY (ppaHyaif3u IIATUT YCTAHOBJIEHHbIE B3HOCHI.

Hapsiny ¢ xmaccuyeckod Mojenblo (paHuaii3MHTa TOJYYWIIM pPa3BUTHE TaKUE €ro BapUaHThI, Kak
peruoHanbHbIN ¢panyaiizunr (puc. 2.11) u pa3BuBaronuiics ppanyaitzunr (puc. 2.12).

'naBHbIi
dpanyaiizu

e

Puc. 2.11. PeruoHajbHbIH (paHYAd3ZHHT

BriOupas pecuonanvuwviii gppanuatizumne, pandaiizep pemacT OXBaTHUTh CBOCH IEATEIBHOCTHIO KAaKOU-TO
reorpaduueckuil paiioH, KOTOPbIM MOXET OBbITh CTOJMYHAs 00JIacTh, IITAT WK CTpaHa B ueiaoM. dpanuaiizep,
OCO3HaBasl, YTO HEe OO0JIaJaeT TaKUMM CPEICTBAMU U KOJUJIEKTUBOM, YTOObI pa3BUBAThCS TaK OBICTPO, Kak
XOTEJIOCh OBI, OTIMPAETCS HA MOACPKKY TJIaBHOTO (paHYaii3u. B cBoro ouepenp, riaBHbIN (paHUai3d UMEET
[IpaBO HE TOJILKO MPUCOEIMHUTH HOBBIX ()paHyaii3u B U30paHHOM reorpapuueckoM pailoHe, HO U oOecreuu-
BaTh WX IME€pBOHayallbHOE OOy4YEHHE, a TaK)K€ OKa3blBaTh IPOYUE YCIYrd, KOTOpble OOBIYHO MAENAET caM
(dbpanyaiizep.

I'maBHBIN (QpaHyaii3u BKIIOYEH B pa3/elieHue IUIaTeXel M, 3a4acTylo, B3HOCOB B pekjamMHbIi (ona. OH
MOJIb3YETCSl BCEMU MPEUMYIIECTBAMHU, KOTOPbIe OOBIUHO JaeT ppaHyaii3uHr. /i 3Toro oH Takke IJIaTUT He-
MOCPECTBEHHO (hpaHuaiizepy He0OX0IMMbIE B3HOCHI M OTYUCIICHUS.

KontpakTt ¢ ¢paHuaif3epoM yCcTaHABIMBAET, YTO OKHUJAETCSA OT KaKJIOW CTOPOHBI M KaKOW OIpeAeSICHHBIN
nepuo]i ¢paHyaiizu OyJIeT BBINOJIHATH 3Ty cHelU(pUYECKyl0 posib. B OTBeT Ha NepBOHAYAIbHYIO YIJIATy
(dpaHuaiizepy B3HOCOB 3a JAEATEIbHOCTh HAa HCKIIOUHUTEIbHOW TEPPUTOPUHU DPHIHKA TJIaBHbIM (paHyaii3u B
OynymeMm mojydaeT OT (paHYaiizepa pOsUITH, BEJIMYMHA KOTOPBIX 3aBHUCUT OT JOJM B 00meM o0beme
peain3alyy TeX HOBbIX (hpaHuaii3u, KOTOPBIX OH BOBJIEK B ATY (paHUYA3UHIOBYIO CUCTEMY.
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[ ®paHyaizep J
+

I'pynna, obnagaromas
HCKIKYUTEABHBIMM
npaBaMM Ha pa3BHUTHE
TEPPUTOPHH (PETHOHA)

Puc. 2.12. PazpuBarommiicss ppaHYai3HuHT

[Ipu pazsusarowemcs gpanuaiizunce GyHKIUU TIABHOTO (paHYaii3u BBIOJIHAET Tpymmna, oOajgaromiast
UCKJIIOYUTENbHBIMY NPaBaMU Ha pa3BUTHE TEPPUTOPUH (PETHOHA).

Cucrema ¢paHuaii3uHra coiepX uT g o0eux CTOpoH — (QpaHuaiizepa U (QpaHyaiisu — Kak
MIPEUMYILECTBA, TAK U HEAOCTATKHU.

[IpeumymecTtBa ¢panuaiizurains GpaHuazu:

1. [Taker nnaHoB U cnenuuUKanuii, IOMOIb B IEPUO]] HaYaJla Pa3BUTHUS JESTEIbHOCTH.

2. Pexnama 1o Bcell cTpaHe, MUpY.

3. LlenTpanuzoBaHHas cucTreMa OpOHUPOBaHUSI.

4. BO3MOKHOCTb I0JIb30BAThCA CKUJKaMU MpPU NMPUOOpeTeHn: Mebenu, 000pyAoBaHUs U JPYTUX TOBAapoOB,
HCIO0JIb3YEMBIX IIPU 00CTY>KUBAHUHU TOCTEN.

Henocrtartku ¢panvaiizudrannsg gpanuaisu:

1. HeoOxommMocCTh OCYIIECTBICHUS BIIIAT (hpaHUaii3epy (BCTYNUTEIHLHOTO B3HOCA, POSUITH).

2. Heo0X0IMMOCTh CTPOTO COOTBETCTBOBATH CTAHIAPTAM, YCTAHOBJICHHBIM (hpaHUIa3EPOM.

3. Bo3moxHOCTh MNpHOOpETEHUsT HEraTHBHOTO HMMUKAa B CJIydyae HEYIOBJIETBOPUTEIBHON pabOThI
(dbpanyaiizepa.

[IpeumymecTBa dpanvaiisuaragns dpanvyaizepa:

1. Bo3moxHOCTh 6osiee IiIyOOKOro IPOHMKHOBEHHUS Ha PBIHOK, pacUIMpeHUs OH3HEca ¢ MUHUMAJIbHBIMU
MHBECTULIUSAMU.

2. JlonoaHUTENbHBIA JOXO/ OT HOJYyYEHHs! BBIILIAT OT (paHyaii3u.

HenocTtatku ppanvaiisuaranns ppanuaiizepa:

1. loxo orpaHMYMBaeTCs TOJIbKO BBIIJIATAMH OT (ppaHUaii3u.

2. OnacHOCTh NPUOOPETEHHS] HETATUBHOTO UMUKA B CiIydyae HEecOOMI0JeHHs (ppaHyaii3u yCTaHOBIEHHbBIX
CTaH/IapTOB KauyecTBa.

HecmoTps Ha umeromuecst HeAOCTaTKU, (opMa ynpaBieHUs NPEINPUIATUIMU UHIYCTPUU TOCTEIIPUUMCTBA
yepe3 A0roBop (paHuaii3uHra sBisercs OJHOW M3 Hambosee nmepcrneKTUuBHbIX. VccnenoBanus, npoBeneHHbIE
aMEpUKaHCKUMHU YYEHBIMH, CBUAETEIbCTBYIOT, YTO IIOJIOBUHA HOBBIX KOMIIAHMI MpPEKpallaeT CBOE
CYLIECTBOBaHHUE yXe 4epe3 2—3 rojia Mocie OTKPBITUS, a YK€ uepe3 5 JIeT YpOBeHb OAHKPOTCTB JAOCTUTAET
70%. Ins xoMmaHui, paboTarolIKUX B CUCTEME (ppaHUai3uHra, BEpHbI JAPYrHe JaHHbIE. 3aKpbITUE MPEIpHs-
TUl-(paHyaiizu B NepBbIe MATh JeT uX paboThl coctaBiser 4%. OOmee uccienroBaHue, ITPOBEICHHOE
MexnyHapoaHON oOpranu3zanueid (paHyali3WHIOBBIX OpraHU3alUM, II0Ka3ajlo, 4YTO CpPEJu €€ UJICHOB
KOJIMYECTBO OAHKPOTOB cocTaBisieT meHee 1%.

Apenaa
Kak opranuzanuonHas gopma ynpaBiieHUs NPEANPUSTUSMU HHAYCTPUU TOCTEINPUUMCTBA, apeHjaa crajia
nonyssipHoit B 1950—1960-¢ roapl. B HacTosimee BpeMs OHa NMPUMEHSIETCS 3HAYUTEIBHO pexe. CyIHOCTh
apeH/Ibl COCTOUT B TOM, YTO OTEJIb APEHIYETCS Ha ONPEAEICHHBIH CPOK 32 OTOBOPEHHBIN MPOLIEHT ¢ MPOJaX
(o6pryHO OT 20 MO 50%). Hampumep, MexayHapoHas SKCHAHCHST aMEPUKAHCKUX OTeNIeld Hadanaach C apeHabl
kommnanuedt Hilton onnoro u3 oteneit B Can-Xyane (Ilyspro-Puko). Ocobyto nomynsipHOCTb cliada B apeHly
roCy/lapCTBEHHBIX NMPEANPUATUI pUoOpena B pa3BUBAIOIINXCS CTpaHAaX.

Bonipocs! 1uis1 nOBTOpPEeHUs
1. B ueM cyTh OpraHM3aliOHHON CTPYKTYpbI YIIPABJICHUS FTOCTUHULEH?
2. HazoBuTe 1 naTe XapakTepUCTUKY OCHOBHBIX 3JIEMEHTOB OPICTPYKTYPBI YIIPABICHUS TOCTUHHIICH.
3. Belgenure M TNOSACHUTE TOPU3OHTAIBHBIE W BEPTHKAIBHBIE CBSI3W B OPICTPYKTYpE YIIPABIICHUS
TOCTUHULEH.
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4. TlosicHute 0COOEHHOCTH TIOCTPOEHUS, IPEUMYILECTBA M HENOCTAaTKH JIMHEHHOW OpPrecTpyKTYpHI
YIPaBJIEHUS TOCTUHUIIEH.

5. B uem cyTb 1 Korja npumeHsieTcss GyHKIHOHAIbHAS OPICTPYKTypa?

6. Kakue Henocrarku uMmeer (yHKIIMOHAJIbHAS CTPYKTYpa YIPABJIEHUS TOCTUHULEH?

7. JaiiTe XapakTepUCTUKY TUHEMHO-(YHKIIMOHAIBLHOM OPTCTPYKTYPBHI.

8 B uem cyTh THUIOBOM NUpPaMUIAIbHON CTPYKTYpPBI YIIPaBISHHsI TOCTUHULIEH ?

9. [aiiTe XxapakTepUCTUKY TUIIOBOU CTPYKTYpPHI JIFOOOTO U3BECTHOIO BaM FOCTUHUYHOI'O KOMILIEKCA.

10. HazoBuTe OCHOBHBIE CIIY>KObl TOCTUHUYHOTO MPEANPUATHSL.

11. Kakne TpeGOBaHHMS IPEIBABIAIOTCS K IIEPCOHATY KOHTAKTHBIX CIY’KO FOCTHHAYHOTO TPEAIPHITHS

12. Kakyto unpopmMaiuio J10JKHa coAepKaTh 3asBKa Ha OpOHUPOBaHUE TOCTUHUYHOIO HOMepa?

13. Yto o3HayaeT rapaHTUPOBAHHOE IMOTBEPKACHUE 3asBKH HA OPOHUPOBAaHKE HOMEpa?

14. KTo oTHOCHTCS K TEPCOHAILY CIIY>KObI 00CITY>KHBAHHS TOCTUHUIIBI?

15. Kakue TpeOoBaHus NPeabIBISIIOTCS K City:k0e npuema?

16. HaszoBute opraHu3alnyoHHbIE (OPMBI YHpaBIEHUS NPEIIPUITUSIMU UHAYCTPUU TOCTEHPUUMCTBA,
ITOJIY4YMBIINE PACIIPOCTPAHEHUE B MEXYHAPOHOMN ITPAKTHKE.

17. B 4em cyTb, IPEUMYIIECTBA U HEJOCTATKU YIIPABJICHUS 110 KOHTPAKTY?

18. B uem cyTh, mpeumMyIiecTBa U HEJOCTATKH YIIPABIICHUSI Yepe3 T0TOBOP dpaHUaii3uHTa?

I''TABA 3 METOJAbI U CTHUJIb YIIPABJIEHUSA

3.1. MeToabl ynpaBJieHUA

IlonsaTHe M KIaccuukanus MeTOA0B MeHEI)KMEHTa

Memoo ynpagnenus — 3T0 COBOKYITHOCTh MPHUEMOB U CITIOCOO0B BO3JCUCTBHS Ha YIIPaBIsIEMbI OOBEKT s
JOCTUKEHHS LIETIEH.

[Ipn pemeHMn MeEHEHKEPOM TOM WIM HMHOW 3aJadyd  pa3jM4yHble METOJbl IMPENOCTAaBISAIOT B €ro0
pacrnopsiKeHHe CUCTEMY IpaBuJl, IPUEMOB U MOJIX0JI0B, COKpAIAOIINX 3aTpaThl BPEMEHU U JPYTUX PECYpPCOB
Ha [TIOCTAaHOBKY M pPEAIN3ALUIO LIEIEH.

PaccmaTpuBaemble HAMH METO/IbI MEHEDKMEHTA IPUMEHSIFOTCS 110 OTHOLLIEHUIO K TPYJOBBIM KOJUIEKTHBAM
B IIEJIOM M OTJAEITHHBIM paOOTHHUKAM B YaCTHOCTH. TakoW MOJXOJ CBsA3aH C 00IIel KOHIETMEeH MEHEHPKMEHTA
KaK IeJICHAIIPaBJICHHOI0 BO3/IEHCTBUS HA YIpaBiisieMble OOBEKThI, B KAUECTBE KOTOPBIX BBHICTYNAIOT TOCTUHUY-
HbI€ NPEANPUATHUS, OPraHNU3aLNUN, OOBEAUHEHUS U KOJIJICKTUBbI TPYISIINXCS.

MHO0K€CTBEHHOCTh METOJIOB MEHE/DKMEHTA U pa3Hble MOAXO0Jbl K UX KJIACCU(UKALUU OCIOKHSIOT 3a1a4y
BbIOOpa TEX M3 HHUX, KOTOpbIe OKaXyrcs Haubonee HPPEKTUBHBIMU MpPU PELUIEHUH KOHKPETHBIX
yhpaBiieHYeCKHX 3a/1ad. PazHooOpa3ue METO0B yIpaBJIEHUSI BbI3bIBAET HEOOXOAUMOCTh YIOPSI0UEHUS BCEH
X COBOKYIHOCTH IpH NOMOIIM KJIAaCCU(PHUKAIUHU IO ONPECIICHHBIM KpUTEpUSM. XapaKTepU3ys MeETOJbl
yhpaBiieHus, HEOOXOAMMO PACKPBITh UX HAPaBIEHHOCTh, COJEPKAHUE U OPraHU3aMOHHYIO GOpMY.

Hanpagnennocme MeTOI0B ynpaBiieHUs! 03HAYAE€T UX OPUEHTALMIO Ha OIpe/eIeHHbI O0OBEKT YIPaBICHUS
(bupmy, oTaen, nmoapasaeneHue, KOMIIAHUIO U T.1T.).

Cooepoicanue METONOB YIPABICHUS — 3TO COBOKYIHOCTh CIEUU(UYECKUX TNPUEMOB U CHOCOOOB
BO3/ICUCTBUSI.

Opeanuzayuonnas ¢opma METOJIOB YIPABICHUS — CIIOCOObI BO3JIEHCTBUS Ha KOHKPETHO CIIOXUBILIYIOCS
cuTyanuio. Bo3neiicTBue MOXKeT ObITh IPSIMBIM (HEMOCPEICTBEHHBIM) MJIM KOCBEHHBIM (IIOCTAHOBKA 33/1a4 U
CO3JJaHHE CTUMYIHPYIOIINX YCIOBUI).

B npaxTuke ynpaBiieHUsi TOCTUHUYHBIMH MPEANPUSITUSIMU OJTHOBPEMEHHO MPUMEHSIOT Pa3IU4YHbIE METO/IbI
U UX COUYETaHUsl.

Crnenyer OTMETUTh, YTO B SKOHOMHYECKOH JIUTEpPAType HET €IMHOT0 TOJKOBAHHS COJEpXaHUs, 00beKTa
BO3JICHCTBUS U KJIacCU(pUKAllMU METOJIOB yrpaBieHus. Ho BHe 3aBucuMoOCTH OT criocoba Kiaccu(UKaIuu Bce
METO/Ibl YIIPaBJICHUsS OPraHUYECKU IOTMOJHSIOT ApPYr Apyra. Beap MX HampaBiIeHHOCTh BCErJa OJHA — Ha
JOJIEH, OCYIIECTBIISIONUINX Pa3IHMuHble BUIbl TPYAOBON NEATENBHOCTH. B KOHKpEeTHOM MeTojie ynpaBieHUS
OTpeJIeNIEHHBIM 00pa30M COYETalOTCA U COAEpIKaHKUE, U HANPABICHHOCTh, U opraHu3anuonHas ¢opma. C yue-
TOM 3TOTO MOYKHO BBIJIEJIUTH CJIEYIOLIUE METOIbI YIIPABICHHUS:

1) SKOHOMHUECKUE;

2) opraHu3alMOHHO-aIMUHUCTPATUBHBIE;

3) couManbHO-MICUX0JIOTHUECKUE.
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JKOHOMHUYECKHe MeTOAbl YIIPaBJIeHUS

OTHoOLIEHUS yIIPaBJIEHUsI ONPEAEISAIOTCS B MIEPBYIO OUEpe/lb SKOHOMUUYECKMMU OTHOLIEHUSMU U JIEKAIIUMHU
B UX OCHOBE OOBEKTHBHBIMU MOTPEOHOCTAMHU W MHTepecamu Jitojeil. [loaToMy SKOHOMUYECKMM METOJaM B
yIpaBJIE€HUU OTBOJUTCS LIEHTPAIbHOE MECTO

O mnpuUMEHEeHMM J3TUX METOJIOB CJelyeT TOBOPUTh TOTNA, KOIJa IIOCTaBJICHHAs IeJb JOCTUTraeTCs
BO3JICHICTBMEM Ha SKOHOMHYECKHE UHTEPECHI YIIPABISIEMOI0 O0OBEKTA.

UToOBbl HSKOHOMHUYECKHE METOJbl YIpaBJIEHUS ObUIM JEHCTBEHHBIMHU, HEOOXOAMMO, KaK MHUHHUMYM,
obOecrieuuTh "OT3BIBUMBOCTD'" OpraHU3al[Mi Ha SKOHOMHYECKHE CTUMYJbL. TOJIBKO B YCIOBUSAX 00OOCHOBAaHHOM
CaMOCTOSITEIBHOCTH BO3MOKEH DPEaJIbHBIM Mepexo]] K AKOHOMUYECKUM METOJaM PYKOBOJCTBA: KOJUJIEKTUB
pacrnopsiKaeTcsi MaTepHalbHBIMU (POHIAMH, OTYYEHHBIM JJOXO0JI0M (IIPUOBLIbIO), 3apIlIaToi U peanu3yeT CBOU
SKOHOMMYECKHE HHTEPEChl. DKOHOMUYECKHE METO/bl CIOCOOCTBYIOT BBISBJIIEHHIO HOBBIX BO3MOXHOCTEH M
PE3epBOB, YTO OCOOEHHO BAYKHO B MEPEXOHBIA K PHIHOYHBIM OTHOILIEHUSAM nepuosl. Peub uner 06 naMeHeHuu
CUCTEMbl MAaTEpUAIbHOIO CTHUMYJIUPOBAHUS C YYETOM OHKOHOMHMYECKHX HHTEPECOB BCEX YYACTHHUKOB
IIPOM3BOJICTBEHHOTO IpOliecca.

[lepectpoiika 3KOHOMHYECKOTO MEXaHHM3Ma II0 COBEPLIEHCTBOBAHMIO IJIAHUPOBAHHUSA, CTUMYJIMPOBAHUS U
yIOpaBieHUuss JOJDKHa OOEeCHeunTh HEOOXOIMMBIE COLMAIbHO-IKOHOMUYECKUE MPEINOCHUIKU pealu3aluu
MIpOrpaMMbl Mepexoja Ha padoTy B yCIOBUAX phIHKA. [[JIsl 3TOr0 KOpEHHBIM 00pa3oM JOJDKHBI M3MEHHUTHCS
METO/IOJIOTHUSI U TEXHOJIOTHS IJIAHUPOBAHUS, B OCHOBE KOTOPBIX JIEKUT HOpMAaTuBHBIM Meroa. C ydeTom
HOPMAaTUBOB (POPMUPYIOTCSI B3aUMOOTHOILIEHUS! OpraHU3allii KaK C BBILIECTOSIIMMU OpraHaMu YIpaBJeHUS,
Tak U c OrwmxeroM. [IpumeHeHHe CTaOMIBHBIX HOPMAaTHBOB IO3BOJIMT TOYHEE YUUTHIBATh CPE/CTBA,
OCTAIOIIMEeCs B paclopsiKeHWH opraHu3anuu. llociie ocyimiecTBieHus 00s3aTEIbHBIX OTYUCICHUM W 00-
pa3yrorcst (GOHIbI MPOU3BOACTBEHHOTO U COLMAIBHOIO Pa3BUTHS M OIJIATHl TpyJa. B HEKOTOPBIX PHIHOYHBIX
CTPYKTypax 3TH (OHIbI HE BBLAEIAIOTCSA, a oOpa3oBaHHasl MPHUObUIb MO PEUICHHIO TPYAOBOIO KOJUIEKTHBA
HaIpaBJIIETCS HA Pa3BUTHE MPOU3BOJICTBEHHON U MaTepuanbHOU cdep.

OcHOBHOM cMbICT Bceil pabOThl B 3TOM HAIIPaBJICEHUU CBOJUTCS K TOMY, YTOOBI MOCTAaBUThb OPraHbl
PYKOBOJICTBA U TPYAOBbIE€ KOJUIEKTUBBI B TaKHE YCJIOBHSI, MPU KOTOPHIX OHU MOTJIM Obl MAaKCUMAJIbHO IOJIHO
YUUTBHIBATh IKOHOMUYECKHE MOCIIE/ICTBUS CBOEH YIpaBIe€HYECKONW U POU3BOJCTBEHHOMN AESITEIbHOCTH.

B ynpaBiienueckoil npakTuke SKOHOMUYECKHE METOAbl PYKOBOJICTBA Yallle BCEIO BHICTYNAIOT B CIEAYIOLUIUX
¢opmax: TIaHUpPOBAHWE, aHaJIW3, XO03pacyeT, IeHooOpa3oBaHue W (uHAHCHUpOBaHWe. B oTimume ot
OpraHU3alMOHHO-aIMUHUCTPATUBHBIX 3KOHOMHYECKHE METOJbl PYKOBOJACTBA NPEIIOJIAraloT pa3paboTKy
o0LIMX IUTAHOBO-KOHOMHMYECKUX IIOKa3aTeled M CPEeACTB HUX JOCTIWXKEHUs. B pesynbraTe MNOBBINIEHUS
JNeMCTBEHHOCTH SKOHOMMUYECKUX PbIYaroB U CTUMYJIOB (POPMUPYIOTCS TaKU€ YCIOBHS, IPU KOTOPHIX TPYI0BOM
KOJUIEKTUB U €r0 WICHBI MOOYKIalTcs K 3(pPekTuBHON paboTe HE CTOJBKO aIMHUHUCTPATHBHBIM BIIMSTHUEM
(mpuka3amu, TUPEKTUBAMH, YKa3aHUSIMU U T.I1.), CKOJIbKO SKOHOMHMUYECKUM CTHUMYJIHpoBaHueM. Ha ocHoBanuu
SKOHOMMYECKHX METOJIOB  YNpaBIEHUS [JOJDKHBI DPa3BUBAThCA U YKPEIUIITHCS  OpraHU3alMOHHO-
aJIMMHHUCTPATUBHBIE U COLIMATIBHO-TICUXOJIOTHYECKUE METO/Ibl, MOBBIIATHCA MPOPECCHOHATU3M U KYJIbTYypa UX
MIPUMEHEHHUSL.

Opranu3zanoHHO-aAMMHUCTPATHBHbIE MeTO/AbI YIIPaBJIeHUSA

OpranuzallMOHHO-aAMUHUCTPATUBHBIE METOJbl YIIpaBieHUs] Oa3UpYHOTCS Ha NPSIMbBIX JAUPEKTUBHBIX
yKka3zaHuax. OObeKTUBHOM OCHOBOW HCIIOJIB30BAHMS 3TUX METOJOB BBICTYNAIOT OPraHU3alMOHHbIE OTHOILIEHUS,
COCTaBJIIOLIME YacThb MEXaHW3Ma YIpaBJICHUA. 3ajJada OpraHU3allMOHHO-aJIMUHUCTPATUBHON JESTEIbHOCTH
COCTOMT B KOOpJMHAUUM JEMCTBUI NOMYMHEHHbIX. Hukakue HKOHOMHMYECKHME METOAbl HE CMOTYT
CylIecTBOBaTh 0€3 OpraHu3alMOHHO-aJMUHUCTPATUBHOIO BO3JEHCTBUS, KOTOpPOE OOECIEeYMBAET UYETKOCTb,
JUCLMIUIMHUPOBAHHOCTh U MOPSAOK pabOThl B KOJUIEKTHBE. Ba)kHO ompenenuTh ONTUMAaIbHOE COYETaHUE,
palOHaIbHOE COOTHOILLIEHUE OPTaHU3allMOHHO-aIMUHUCTPATUBHBIX U SKOHOMUYECKUX METOOB.

[Toaxon, corinacHo KOTOpoMy cdepa BO3IEHCTBUS HIKOHOMUYECKHX METOJ/IOB PacIIUpsIETCs TOJbKO 3a CYET
BBITECHEHMS OpraHU3al[MOHHO-aIMUHUCTPATUBHBIX METOJIOB YIIPABJICHUS, HEIb3s IPU3HATH IIPABOMEPHBIM HU
C HAy4YHOW, HU C IMPAKTUUYECKOM TOUEK 3pEHHUs, TaK KaK MEXaHU3Mbl HUX JEHCTBUS MNPUHLMIIMAIBHO
paznuuarorcd.  OpraHu3allMOHHO-aMUHHCTPAaTUBHBIE METO/bI B OCHOBHOM OIMPAIOTCS Ha  BIACTh
pykoBojuTens, ero npasa. OJHAKO aIMUHUCTPATUBHBIE METOJIbI HE CIEAYET OTOKIECTBIISITH C BOJEBBIMH U
CyOBbEKTUBHBIMU METOJAMH PYKOBOJICTBA, TO €CTh aIMUHUCTPUPOBAHUEM.

Opranu3alMoOHHO-aAMUHUCTPATUBHBIE METO/Ibl OKA3bIBAIOT MPSIMOE BO3ACHCTBHE HA YIPABIIAEMbIN 0OBEKT
yepe3 NpUKa3bl, paclopsKEHUs, OTlepaTUBHbIE YKa3aHUsI, OTJaBa€Mble MMCbMEHHO WJIM YCTHO, KOHTPOJIb 3a UX
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BBINIOJIHEHUEM, CHUCTEMY aIMUHUCTPATUBHBIX CPEICTB MOJJAEPKAHUS TPYAOBOM IUCHUIUIMHBI U T.1. OHuU
MpHU3BaHbl 00ECNEYUTh OPraHMU3ALMOHHYIO0 YE€TKOCTh U JUCHUIUIMHY TpyJa. DTH METOJAbl PErjJaMeHTUPYIOTCS
[IPaBOBBIMU aKTaMHU TPYIOBOTO U XO3WCTBEHHOTO 3aKOHOAATEIbCTBA.

Bo3MoxHBI TpH ¢hopmbl TPOSIBIEHUS OpraHU3AMOHHO-aIMUHUCTPATUBHBIX METOJIOB!

* o0s13aTenbHOE Npeanucanue (IpuKa3, 3amnper U T.I1.);

* corJiacuTeNbHbIE POPMBI (KOHCYNIbTALINS, pa3pelieHue KOMIIPOMKICCOB);

* pEKOMEHJALINHU, TIOKETaHUsl (COBET, pa3bsiCHEHHUE, IPEJIOKEHNUE U T.I1.).

Bce ¢opmbl opraHuzaniMoHHO-aAMHUHUCTPATUBHBIX METOJIOB €IMHBI B OJHOM: 3TO MpSAMbIE 3aaHus U
pacnopsKEHHs] BBILIECTOSIIIUX OPraHOB YIPABJICHUS, KOTOpPbIE HAaINpaBieHbl Ha COONIOJCHHE 3aKOHOB U
MIOCTAaHOBJICHUM, MPHUKA30B M PACHOPSHDKEHUN DPYKOBOAMUTEIEH B LENSIX ONTUMHU3ALMU IPOU3BOACTBEHHBIX
IIPOLIECCOB.

Opranu3alMOHHO-aAMUHUCTPATUBHBIE METOJAbl OT JPYrUX METOJOB OTJIMYAaeT uYeTKas aJpecHOCTb
JIUPEKTUB, O0A3aTE€IbHOCTb BBINOJHEHUS PACHOPSIKEHUN W yKa3aHUN, HEBBIIIOJIHEHWE KOTOPBIX pac-
CMaTpUBAETCA KaK MpPsIMOE HapyIIEHHE HMCIOJIHUTEIbCKOM AMCLUMIUIMHBI U BJEUYET 3a COOOM ompenescHHbIE
B3bIcKaHMs. [lo cymiecTBy, opraHM3allMOHHO-aJIMUHUCTPATUBHBIE METOJBI — 3TO METOAbl NPUHYXKACHUS,
KOTOpbIE COXPAHSIIOT CBOIO CHILY JIO T€X MOp, MOKa TPyl HE MPEBPATUTCS B MEPBYIO KU3ZHEHHYIO MOTPEOHOCTh
4eJI0BeKa.

B 3aBucumoctH OT (QYHKUMOHUPYIOIIMX B KOJUIEKTMBE METOJOB pPYKOBOJCTBA (OpMHUpPYETCs
COOTBETCTBYIOIIas UM CUCTeMa NOMYMHEHHsA. POpMbI TAaKOTO MOJYMHEHHS JOJHKHBI HOCHUTH camblii Onaro-
JKeJlaTelbHbIA XapaKTep, CIOCOOCTBOBATh MPOrpeccy B KOJUIEKTUBE W HE BBI3BIBATH HEXKEJIATEIbHBIX 3MOLUN
TUINA YHWXKEHHUS, HEJOBKOCTH, J10CaJbl, pa3Apa)KCHUs, a MHOTJA M CTPECCOB, KOTOPbIE HCKIIIOYAIOT BCSIKOE
B3aMMOIIOHUMaHUE MEXKy YIPABIISIOIEH U YIIPaBIsIeMON CUCTEMaMH.

B npakTuke ynpaBiIeHUECKOUW AEATENBHOCTH aAMUHUCTPATUBHOE BO3JCHCTBUE CBSI3aHO, KAK IPAaBHWIIO, C
TpeMs Mmunamu NOOYUHEHU:

* BBIHYXKJICHHBIM U BHEILIHE HaBS3aHHBIM, KOTOPOE COIPOBOXKIAETCS HEMPHUSITHBIM UyBCTBOM 3aBUCHUMOCTHU
Y IOHUMAETCS NOTYMHEHHBIMU KaK HaXuM "cBepxy";

* JaCCUBHBIM IOJJYMHEHUEM, JUIsI KOTOPOTO XapaKTEPHO YJOBIETBOPEHUE, CBSI3aHHOE C OCBOOOKIEHUEM OT
MPUHSTHUS CAMOCTOSATEIbHBIX PEIICHHUI;

* 0CO3HAHHBIM, BHYTPEHHE 000CHOBAaHHBIM, KOTOPOE YIOBJIETBOPSIET U PYKOBOIAUTENS, U IO JYMHEHHOTO.

Hcnonb3oBaHue OpraHU3allMOHHO-aIMUHUCTPATUBHBIX METOJIOB YIIPAaBJICHUSI CO3/aeT OJaronpusTHbIE
YCIIOBHUS JUIsl CYIIIECTBOBAHUS U Pa3BUTHUS YIIPABISIEMOM CHCTEMBI, OKa3bIBAET LI€JICHANPABIEHHOE BO3/IEHCTBUE
Ha 00beKT ynpasieHus. K xapakTepHbIM 0COOEHHOCTAM MPSMOI0 BO3ACHCTBUS OTHOCUTCS HEIIOCPEICTBEHHAS
CBSI3b PYKOBOJUTEINS U MOJYUHEHHOTO. OIHAKO MpsIMbIE BO3/EUCTBUS B KOHEUHOM CUeTe BEAYT K YCHIIEHHUIO
[IACCUBHOCTH NOJYMHEHHBIX, a MHOT/Ia U K CKPHITOMY HenoBuHOBeHHIO. Hanbosnee 3¢ (ekTHBHBI KOCBEHHbIE
METO/bl BO3JEHCTBUS, KOIJAa OHHU OCYIIECTBIAIOTCS mocpeAcTBOM llocTaHOBKM 3amaun U co3daHUS
CTUMYJIMPYIOIIHUX YCIOBUH.

TakuM 00pa3oM, OpraHu3allMOHHO-aJIMUHUCTPATUBHBIE METOJbl YIIPAaBJICHUSI ONHUPAIOTCS HA CHUCTEMY
3aKOHOJATENIbHBIX (HOPMATHUBHO-IIPABOBBIX) aKTOB M CHIIy BJIACTU MEHEIKEpa, peliatoT Te K€ 3aJadyH, 4yTo U
Jpyrue MeTo/ibl MEHEPKMEHTA, OJJTHAKO OCYLIECTBIISIIOTCS B (pOpME OpPraHM3allMOHHOTO U PacHOPSAUTEIHLHOTO
BO3JICHCTBUS Ha YIPABISEMYIO CUCTEMY.

ConuajabHO-IICHX0JIOTHYeCKHe MeTO/AbI YIIPABJIeHHSA

VYcTaHOBIIEHO, YTO pe3yJabTaThl TPyJa BO MHOIOM 3aBHUCST OT IICHXOJIOTMUECKHUX (DaKTOpoB. YMeHHe
YUUTHIBaTh 3TU (DAKTOPBl U C UX MOMOUIBIO IEJIEHANIPABICHHO BO3/EMCTBOBATh HA OTIEIbHBIX PAOOTHHUKOB
MIOMOYKET PYKOBOJAUTENO C(HOPMHUPOBATh KOJUJIEKTHB C €IMHBIMU LEIsIMH M 3agadamMu. CoIMOJIOru4ecKue
UCCIIEIOBAHUS CBUAETENBCTBYIOT, YTO YCHEX JESATEIbHOCTH XO3WCTBEHHOTO pyKoBoauTens Ha 15 % 3aBucur
OT ero npodeccuoHalbHbIX 3HaHUN U Ha 85 % — OT yMeHus paboTaTh C JIIOJIbMU.

3Hasi 0COOEHHOCTH IMOBEICHMSI, XapaKTep KakJIOTo 4YeJOBEKa, MOXHO MPOrHO3UPOBATh €ro MOBEICHHUE B
HY>KHOM JIJIs1 KOJUIEKTHBA HanpasiieHUH. Kaxxioi rpynmne CBOMCTBEH CBOM Icuxosiornyeckuid knumar. [loaromy
CYLIECTBEHHBIM YCIOBUEM 00pa30BaHUs U Pa3BUTHS TPYAOBBIX KOJJIEKTUBOB SIBJISIETCS COONIOICHNE TPUHIIUIIA
CUX0(U3HOJIOTHYECKOH COBMECTUMOCTHU. SIOHCKHUE COLMOJIOTH YTBEP)KIAIOT, YTO OT HACTPOEHMS, JKEeJIaHUs
yejroBeka paboTaTb M OT TOro, Kakas MOPaJIbHO-IICUXOJOrMYeckas OOCTaHOBKAa B KOJUIEKTUBE, IIpO-
U3BOJIUTEIIBHOCTh TPYJa MOXET YBEIUYMTbCS HNpUMEpHO B 1,5 paza mwiM B HECKOJBKO pa3 yMEHBUIUTHCS.
HenocraTounoe BHUMaHue K COLMAIbHBIM U IICUXOJIOTHYECKUM aclieKTaM YIIPaBJIEHUS BBI3bIBAET HE30POBbBIE
B3aMMOOTHOLIEHUS B KOJUIEKTUBE, UTO CHUKAET MPOU3BOIUTENBHOCTh TPY/Ia.
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Jlis Toro yToOBl BO3JCHCTBUE HA KOJUIEKTUB ObUIO HauOoJiee pe3ylbTaTUBHBIM, HEOOXOJMMO HE TOJBKO
3HATh MOPAJIbHBIE U MICUXOJIOTMYECKUE OCOOEHHOCTU OTAEIbHBIX UCIIOIHUTENEH, COIUAIbHO-TICUX0JIOTHYECKHE
XapaKTEPUCTUKU OTJENbHBIX I'PYII U KOJUIEKTHUBOB, HO U OCYIIECTBIISATh yIpaBJstoniee Bo3aencTue. s aTux
Lene IPUMEHSIOTCS COUUATbHO-NCUXO0T02UYECKUE MeMmOo0bl, KOTOPbIE MPEICTABISIOT cO00 COBOKYIHOCTD
CHenu(pUIECKUX CIIOCOO0B BO3JEHCTBUS HA JIMYHOCTHBIE OTHOIIEHHUS M CBS3HM, BO3HUKAIOUIUE B TPYAOBBIX
KOJUIEKTHBAX, & TAaK’K€ Ha COLMalbHbIE MPOLECCHI, MpoTeKatomue B HuX. OHM OCHOBaHbI Ha MCIOJIb30BAaHUU
MOPAJIbHBIX CTUMYJIOB K TPYAY, BO3JIEHCTBYIOT Ha JIMYHOCTh C IOMOIIIbIO IICUXOJOTHYECKUX TPUEMOB B IIEJIAX
MIpEeBPALLEHUS aIMUHUCTPATUBHOTO 3aJaHUSI B OCO3HAHHBIN JIOJT, BHYTPEHHIOIO OTPEOHOCTDH YEJIOBEKA.

['maBHas nenb NpUMEHEHHS ITUX METOJ0B — (POPMUPOBAHKE B KOJUJIEKTUBE MOJIOKUTEIBHOIO COLMAIbHO-
MICUXOJIOTMYECKOro KiuMara, Ojarojaps 4eMy B 3HAUUTENbHOM Mepe OyayT peliarbcs BOCIUTATENbHBIE,
OpraHU3alMOHHbIE U SKOHOMHUYECKHE 3aJIaUH.

[lonumanue pykoBOaUTENIEM OHMOJIOTMYECKON MPUPOJbl M BHYTPEHHEIO MHUpPA JUYHOCTH MOMOTAaeT eMy
nonoOpats HaumbOosiee 3¢hdekTuBHbIE (OPMBI CIUIOYCHHS W AaKTUBHW3AlMU KOJUIeKTHBA. OOBEKTOM Ke
COLIMAJIBHO-TICUX0JIOTMYECKOTO  PYKOBOJICTBA B  TPYJOBOM KOJUIEKTHUBE SIBJISIFOTCS  B3aMMOOTHOIIECHHUS
PabOTHUKOB, X OTHOIIICHHUE K CPEJICTBAM TPYyZla U OKPY>KAIOIIIEH cpee.

HeobOxomuMoCTh HCIONB30BaHMSI B IMPAKTUKE YIPaBICHUS TOCTUHUIEH COLMATbHO-IICUXOJIOTHYECKUX
METO/I0B PYKOBO/JICTBA OUEBU/IHA, TAK KaK OHU IO3BOJISIIOT CBOEBPEMEHHO YUUTHIBATh MOTHUBBI €S TEIILHOCTH U
noTpebHOCTH pabOTHUKOB, BUAETh IMEPCHEKTUBbl H3MEHEHUS KOHKPETHOW CUTyallUd, M[PUHUMATh
ONTUMAJIbHBIE YIIPABICHUECKUE PELLICHUSI.

[Ipuembl U cmocoObl  COIMAJIBHO-TICUXOJOTHYECKOIO  BO3JEHCTBUS BO MHOTOM  OIPENENSIFOTCS
MOATOTOBJICHHOCTHIO PYKOBOAUTES, €0 KOMIIETEHTHOCTbIO, OPraHU3aTOPCKUMHU CIIOCOOHOCTSIMU U 3HAHUSIMU
B o0sactu conuanbHOi ncuxonoruu. ColunaabHO-IICUX0JIOTMUECKUe METOAbl PYKOBOJCTBA TPEOYIOT, YTOOBI BO
IJIaBe KOJIJIEKTMBA OBbUIM JIIOAM JOCTAaTOYHO THUOKWE, YMEIOIIME MCIOJIb30BaTh Pa3HOOOpa3HbIE NMPHEMbI
ynpasieHusi. OCHOBHOE CpPEICTBO BO3JEHCTBUSA Ha KOJUIEKTUB — YyOexJaeHue. YOexaas, pyKOBOIUTENb
JOJIKEH MaKCHUMAaJIbHO IOJIHO YYUTHIBATh MPUPOIY YETOBEUYECKOTO MOBEACHUS U YEJIOBEYECKUX OTHOLIEHUH B
MPOLECCE COBMECTHOM IESITEIBHOCTH.

B kauecTBe OCHOBHBIX @opM COLMAIBHO-TICUXOJIOIMYECKOIO BO3JEHCTBUS MOXHO PEKOMEHJ0BAaTh
IUIAHUPOBAHUE COLMAJIBHOTO pPa3BUTUS TPYIOBBIX KOJUIEKTUBOB, YOeXJE€HHE KaK METOJ BOCIHMTAHUA U
dbopMHUpOBaHMS JIMYHOCTH, HKOHOMUYECKOE COPEBHOBAHME, KPUTHUKY M CAMOKPUTHKY, IOCTOSHHO
NEeUCTBYIOLIME MPOU3BOJICTBEHHBIE COBEILAHUs, KOTOPbIE BBICTYNAIOT KAaK METOJ yIpaBieHHUs U Kak (opma
ydacTus TPYAALIUMXCS B YIPABIEHUHU, PA3IM4YHOIO pOJa PUTYyalbl U 0Opsabl, HECOOMIOJEHHE KOTOPBIX
BBI3BIBAET MICUXOJOTUYECKUH AUCKOM(OPT B TPYAOBOM KOJIIEKTUBE.

3.2. Ctuab ynpaBJ/ieHUA

IMonsiTHe ¥ XapaKTepUCTHKA CTUJIEH PYKOBOACTBA

PabGota MeHemkepa B UWHIYCTPUM TOCTHHHUI] W PECTOPAHOB TMPEICTABISICTCS KaK BBITIOJTHEHUE
yIOpaBleHYeCKUX (QYHKIMH B cucTeMe '"denoBek—uesioBek". DTO HakIaJblBa€T CBOW OTIEYAaTOK Ha BBHIOOP
CTHJISI pyKOBOJCTBA TOCTHHUYHBIM IMPEIIPUSTHEM.

CrnoBo "cTuip" TpeyecKoro MpoucxoxacHus. [lepBoHadyambHO OHO O3HAYANIO CTEPKEHb IS MHUCAHHUS Ha
BOCKOBOM JIOCKE, a TO3JHEE YNOTpeOIsuioch B 3HadeHWH 'mouepk'". OTCIoa MOXHO CUMTATh, YTO CTHUJIb
PYKOBOJCTBA — 3TO CBOEro poja "mouepk" B JEUCTBUSAX MEHeMkKepa. bosee moiHOe onpeneneHune MOHATUS
"emuny pykoeoocmea'’ — 310 OTHOCUTENBHO YCTOWYUBAS CUCTEMA CIIOCOOOB, METO/I0B U (POPM MPAKTHUECKON
JeATeNbHOCTH MeHemkepa. KpoMe Toro, mojx cruiieM ynpaBieHHS TMOHUMAIOT MaHEpy M CHOCOO MOBEICHHS
MeHeKepa B IPOIECCe MOATOTOBKH U PEATM3alli YIIPABICHYSCKUX PEIICHUH.

Kak BumuMm, CTHIIF U METOJI PYKOBOJICTBA CYIIECTBYIOT B OIpENEIIEHHOM equHcTBe. CTHIIh Mpe/ICTaBIIsIeT
coboli (opMy peanu3aluyd METOJO0B PYKOBOJICTBA, MPUHATYIO TAHHBIM MEHEKEPOM B COOTBETCTBHUHU C €0
JMYHBIMHA CYObEKTUBHO-TICUXOJIOTUYECKUMH XapaKTEPUCTHKAMH.

Kaxmomy U3 CIIOKMBIIMXCS METOJIOB PYKOBOJCTBA aJICKBATEH BIIOJHE OIPENEICHHBIA CTHIIb YIIPABJICHHUS.
3TO 3HAYUT, YTO KaXKIBIA METO ISl CBOCH pean3aliy HYy)XIaeTCs B IMYHOCTX, 00Iaaf0IuX KOHKPETHBIMH
Ka4ecTBaMHU.

MeHepkep ¢ MPHUCYIIUM TOJIBKO €My CTHJIEM PYKOBOJICTBA B CBOCH NESTEIHLHOCTH MOKET MCIOJb30BATh
pa3Nu4YHbBIE METOJBI YIPABICHUS (PKOHOMHYECKHE, OpPraHW3allMOHHO-aJIMUHUCTPATHBHEIC, COIMAIBHO-
TICUXOJIOTHYECKHUE) .
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TakuM oOpa3om, CTHIIb PYKOBOJCTBA — SIBJIEHME CTPOTO HMHIUBUAYAJIbHOE, TaK KAaK OH OIpeleisieTcs
CHEeU(PUUIECKUMH XapaKTEePUCTUKAMHU KOHKPETHOW JIMYHOCTU U OTpakaeT 0COOEHHOCTU paloThl C JIIOABMU U
TEXHOJIOTHIO IIPUHATUSA PEILICHUS HUMEHHO JAHHOW JUYHOCThIO. Kak HeT JByX OJMHAKOBBIX OTIIEYAaTKOB
MaJIbLEB, TAK HE CYIIECTBYET M JIByX MEHEDKEPOB C OJMHAKOBBIM CTHUJIEM PYKOBOJCTBA.

[Ipu 3TOM cCnexyer uMeTh B BHIY, YTO HE CYIIECTBYET HEKOEro HJCAIbHOTO CTHJIS PYKOBOJCTBA,
IIPUTOJTHOTO Il BCEX CIIydaeB JKHU3HU. [IprMeHseMble MEHEDKEPOM CTWIb WM COYETAaHWE CTWIEH MOTYT
3aBUCETh HE TOJIbKO OT JUYHOCTH MEHEIKepa, HO U OT COOTBETCTBYIOUIEH cuTyanuu. "llpaBunbHbIil" cTUIb
PYKOBOJICTBA HE MOKET OBITh OIPENEICH 3apaHee, MOCKOJIbKY JKU3HEHHbIE YIPABIEHYECKHE CUTYallMH HE
CTaHJAPTHBI, a Ka4eCTBA JMYHOCTH MEHEKEpa U MTOJUMHEHHBIX UMEIOT CBOMCTBO U3MEHATHCS B COOTBETCTBUU
C U3MEHEHUSIMHU YIIPABIIIEMOU CPE/bl.

Br160p cTuiis pykoBoACTBa BO MHOTOM 3aBUCHUT OT TOTO, KaKyro 3a7jauy CTaBUT Nepes co00i MeHexKep:

* YOpaBisATh — PYKOBOJUTENIb JA€T TOYHBIE YKa3aHMsI IMOJYUHEHHBIM M JI0OPOCOBECTHO CJEIUT 3a
BBITIOJTHCHHEM €r0 3aJaHHii,

* HampaBJIsATh — MEHEKEP YIPaBIIIeT U HAOIIOJAeT 3a BBINOJIHEHUEM 33/1aHUN, HO 00CYXKIaeT peLIeHus ¢
COTPYIHHMKAMH, IPOCUT UX BHOCUTH MPEUIOKEHUS U MOAIECPKUBACT UX UHUIUATUBY;

* IOJACPKMBATh — MEHEDKEP OKA3bIBa€T COTPYJHUKAM IIOMOLIb NPHU HCIOJHEHUHM HMH 33JaHUU,
paszenser ¢ HUMH OTBETCTBEHHOCTH 3a MPABUIJIBHOE IIPUHATHE PEILICHU;

* JICJIETUPOBATh MOJHOMOYHNS — MEHEKEP MEePENacT YaCTh CBOUX ITOJHOMOYHM UCIOJHUTEISAM, BO3JIaraet
Ha HUX OTBETCTBEHHOCTb 3a IIPUHATHE YACTHBIX PEIICHUN U TOCTHXKEHUE LIENIN MTPEAIPHUATHS.

BrniepBbie Bompoc 0 cTuisix pykoBoacTBa O0b11 paccMoTpeH K. JIeBUHBIM, KOTOPBIM BbIIENIST aBTOPUTAPHBIH,
JEMOKpPAaTUYECKUI U aHApXUYeCKUM cTuinu™®. JlaHHBIM MOX0/A U MOJIOKEH aBTOPaMU B OCHOBY KilacCU(UKALUU
CTHJIEN PYKOBOJCTBA.

* B npakTuKe yrpaBieHUs aHAPXUUECKUN CTHIIb HAa3bIBAIOT JTHOEPAIbHBIM

His agmopumapnozo (aémoxkpamuueckozo) cmuia XapakTepHa LEHTPAIN3aLus BIACTU B PyKax OJHOTO
PYKOBOAUTEIIA, TPEOYIOLIET0, 4TOOBI O BCEX A€aX JOKJIAIABIBAIN TOIBKO eMy. DTOMY CTUIJIIO IPUCYIIH CTaBKa
Ha aJIMUHHUCTPHPOBAHWE W OTPAaHUYCHHBIE KOHTAKTHl C TOJYMHEHHBIMH. TakoW MeEHeIKep EeIWHOIUYHO
NPUHUMAET (WM OTMEHSET) pPelleHHs, He JaBas BO3MOXXHOCTH TPOSIBUTh MHUIUATHBY TOJUYMHEHHBIM. OH
KaTerOPUYEH, YacTO PE30K C JIFOJbMH, BCETJa YTO-HUOY/Ab TPUKA3BIBACT, PACIOPSDKACTCS, HACTABISIET, HO
HUKOIJIa He MPOCUT. IHBIMU cllOBaMH, OCHOBHOE COJIEpYKAaHUE €r0 YIPaBIE€HYECKON EATEeIbHOCTH COCTOUT U3
MPHUKA30B U KOMaH]I.

Jlnist aBTOKpaTa XapaKTepHBI JIOTMAaTHU3M M CTEPEOTUITHOCTh MBIIUICHUS. Bce HOBOE BOCIPHHUMAETCS UM C
OCTOPO’KHOCTBIO WJIM BOOOIE HE BOCIPUHHMACTCS, TaK KaK B YIPaBICHYECKOW pabOTe OH MpPaKTHYECKU
II0JIb3YETCSl OJTHUMH M TEMU e MeTojaMu. B 3ToM cirydae Bes BIaCTh COCPEAOTOUEHA B PyKaX PYKOBOAUTEIIS-
aBTOKpaTa.

PykoBouTENh CTAHOBUTCS aBTOKPATOM TOT/A, KOTJa MO CBOWM KadeCcTBAM OH HIDKE JIIOACH, KOTOPHIMHU
PYKOBOJIUT, WJIH €CJIM €T0 ITOTYMHEHHBIE IMEIOT CIIMIIKOM HU3KYIO OOIIYI0 ¥ POPECCHOHATBHYIO KYIbTYPY.

DTOT CTWIIb PYKOBOJICTBA HE CTUMYIHPYET MHHUIMATHBY MOMTYMHEHHBIX: OHA, HA00OPOT, YacTO HaKazyema
aBTOKpPATOM, 4YTO JeJaeT HEBO3MOXKHBIM IOBBINICHHE YPPEKTHBHOCTH PabOTHI opraHm3anuu [lox Hagamom
aBTOKpaTa HENpUATHO paboTaTh, MO0 yBOJbHEHHE "HEYrOAHBIX" SBISETCS LENIbI0 €ro YIpaBJIEHYECKOU
nesTenpHOCTH. B ciope oH yacto roBoput: "Mbl ¢ ToO0i He cpaboTtaemcs". B Takux ycloBUSX, €CTECTBEHHO,
OTCYTCTBYET YAOBJIETBOPEHHOCTh TPYJIOM, TaK KaK IMOJAYMHEHHBIC aBTOKPATy COTPYIHUKH CUUTAIOT, YTO UX
TBOPYECKHE CHIIBI HE HAXOAT TOJHKHOTO MPHUMEHEHHUS.

MeHepkep, UCIOJIB3YIOIUN IPEUMYIIIECTBEHHO 0eMOKPAMUYECKUIl CTUIb, CTPEMUTCS KaK MOKHO OOJIbIle
BOIIPOCOB peIIaTh KOJUIETHATbHO, CUCTEMAaTHYECKH WH(OPMHUPOBATh MOJYMHEHHBIX O TIOJOXKCHUU el B
KOJUICKTHBE, TPABIIIBHO pearupyer Ha KPUTHKY. B OOIIEHWH ¢ MOJAYMHEHHBIMH OH TPEACTHHO BEXKIHB U
T0OposKenaTeNeH, HaXOJUTCS C HUMU B TIOCTOSSHHOM KOHTAKTE, YacTh YIPaBICHUYCCKUX (DYHKIHHA JeerupyeT
APYTrUM clienuanuctaM, gosepset jmoaiaM. OH TpedboBaresneH, HO cpaBeyiuB. [Ipu TakoM cTuie pykoBOJCTBA B
MOJITOTOBKE K pealTU3alliy YIIPABICHYCCKUX PEIICHUH MPHHUMAIOT YU4aCTHE BCE WICHBI KOJUICKTHBA.

PykoBogurens ¢ Jiubepanvuvim CTHIEM DPYKOBOJACTBA IPAKTHYECKH HE BMELIMBACTCA B JEATEILHOCTb
KOJUIEKTHBA, a paOOTHUKAM TPEAOCTaBIICHA MOJTHASI CAMOCTOSITEIbHOCTh M BO3MOKHOCTh HHIMBHUIYaTHbHOTO U
KOJUICKTUBHOTO TBOpYECTBA. Takoi pyKOBOAMTENb C TIOJYNHEHHBIMA OOBIYHO BEXJIUB, TOTOB OTMEHHUTH paHee
IPUHATOE MM pELUIEHHE, OCOOEHHO €ClIM J3TO YIPOXKAaeT €ro MomyJsipHOCTH. JInbepanoB oTiauyaeT
0€3BIHUIIMATUBHOCT, HEOCMBICIICHHOE MCIIOJTHEHHUE UPEKTHUB BHIIIECTOSIINX OPraHOB YIPABICHHS.

49



W3 Bcero umeromerocsi apceHajga CpeiCcTB BO3JEHCTBUS Ha KOJUIEKTMB OCHOBHOE MECTO Yy Jjubepaia
3aHMMAIOT YrOBOPbI U MPOChObL. [Ipy BbINOMHEHUH yIpaBiieHYeCKUX (DYHKIUN OH MMAaCCUBEH: MOYKHO CKa3aTh,
"mbIBeT 1Mo TedyeHuro". MeHemkep-nubepan OouTcs KOH(IJIMKTOB, B OCHOBHOM COIVIAIIAE€TCSd C MHEHHUEM
MOJAYMHEHHBIX. MATKOCTh B 00pallleHUH C JII0JbMHU MEIIAeT eMy NPUOOPECTH peabHbIi aBTOPUTET, MOCKOJIbKY
OTJIeIbHbIE COTPYOHUKU TPEOYIOT OT HEro mnoOyiaxeKk, KOTOpble OH U JeNaeT, 00siCh UCHOPTUTh C HUMH
B3auMOOTHOIIEHUS. CIIEICTBUEM 3TOTO MOXET OBITh MAHHOPATCTBO, a "MUCTAHIUA" TAKOTO PYKOBOIUTENS CO
CBOMMM MOJYUHEHHBIMH Ha paboTe KpailHe He3HauuTenbHa. PykoBoauTenb 1MOEpaIbHOTO CTUIIS HE MPOSIBIISET
BBIPAKEHHBIX OPraHU3aTOPCKUX CIIOCOOHOCTEH, c1ab0 KOHTPOJIUPYET U PEryaupyeT ACUCTBUS MOTYMHEHHBIX
U, KaK CJIE/ICTBUE, €r0 yIIpaBJIeHYECKas ACITEIbHOCTb HE PE3yIbTaTUBHA.

Crunp ynpaBieHUs OTpa)KaeTCsi Ha TEXHOJIOTUM TNPUHATUS YIpaBlIeHYeCKUX peweHuil. B wactHOCTH,
MEHEeKep:

* €IMHOJMYHO MTPUHUMAET PEIICHHUE U 3BeNIaeT 0 HeM ("IHCThIi" aBTOKpar);

* "BHyIIAET" pEIICHHUE;

* BBICKA3bIBA€T CBOM MBICIIH, UACU U IIPEIaraeT 3a/1aBaTh BOIPOCHI;

* pejyIaraet MpoOHOE PEIICHUE B KAYECTBE OMBITHOTO 00pa3ia (MOIEIH) ISl PEIICHHUS;

* PacKphIBaET CYTh MPOOJIEMBI, 1aeT yKa3aHMs, OLIEHUBACT MPEYIOKEHUS, TPUHUMAET perieHus ("ducTori"
JeMOKpar);

* YCTaHABJIMBAET OTPAHUYEHUS U POCUT COTPYIHUKOB IPUHSATH PEIICHUE;

* IO03BOJISIET NOJYMHEHHBIM JIeHCTBOBaTh 0€3 OrpaHWYEHM, YCTAaHOBJIEHHBIX PYKOBOJCTBOM 'CBbilie"
("uucTerit" mubepan).

Cnenyer UMeTh B BHUJY, YTO KaKIbli M3 yKa3aHHBIX CTWJIEH B YHCTOM BHUJE BCTPEUAETCS OUEHb PEIKO.
['mOkoCcTh PYKOBOJOUTENS U 3aKJIIOYAETCs B TOM, YTOOBI HCIOJIB30BaTh MPEUMYIIECTBA KaXKJOTO CTWIS U
MPUMEHSTh €ro B 3aBUCHUMOCTH OT 0coOeHHocTell cuTyanuu. C y4eToM 3TOoro paspaboTaHa yrpaBieHUecKas
pelieTka.

YupasieHueckasi pemieTka

B ympasnenueckoil pemerke (awen. managerial grid, aBropsr — P. bueiik u JIx. MyroH) HariasaHo
MIPEJICTaBJICHbl Pa3IMYHbIE CIIOCOOBI pealin3allii PYKOBOJUTENEM CBOMX MOJHOMOYUH. JlefcTBUS MeHemxKepa
OCYILIECTBJISIIOTCS B IBYX OCHOBHBIX H3MepeHusx (puc. 3.1):

* 3a00Ta 0 TPOM3BOACTBE (OCh X) — CTpeMJieHHE K MOJIYYCHHUIO IMOJOKUTEIbHBIX MPOU3BOCTBEHHBIX
Pe3yJIbTaTOB;

* 3a00Ta 0 JMOISIX (OCh Y) — CTpeMJICHHUE PYKOBOJUTENS K IOCTHKEHUIO KOHEYHBIX PE3YJIbTATOB HA OCHOBE
YBa)KEHUS paOOTHHUKOB, CHMITATHH JIPYT K APYT'Y B3aUMHOTO MMOHUMAHUS U TIOICPIKKH.

B3anMoCBs3p BYX HM3MEpEHHH JUISl OIpENeNICHUS] THIIOB YIPABICHHS CXEMAaTHYECKH MOXET OBITh
MpeACTaBiIeHa B BUAE TaOIUIBI C ACBATHOAIBHON OIEHKOM, T/I€ OJMH Oayul — HHU3Kas, a JACBATh 0a/ioB —
BBICOKAsl CTENEHb u3MepeHus. Jlpyrue mokazaTesnn 0003HAYAIOT MPOMEXKYTOUYHBIE CTENEHH TOTO WJIM HHOTO
M3MEPCHUSI.

Y
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I a — ympasAcHUe
a .
17 T P ¢ ieron
pecoB
™ JIMYHOCTH
7 9+9 6 — KOJUIEKTUBHOE
yrpaBJicHWe
E 6 & — “HulETA
Q ynpasiaeHus”
= 5 d —
° 2 — pexXuM
g 33 HOAYMHEHUS
3 4 PYKOBOLUTEIO
= 0 — KOMIIpO-
3 MHMCCHBIA
\ MEHEAXMEHT
2
) 2 |\
i 1.1 9.1
1 2 3 4 5 6 7 8 9 X

3aboTa 9 NPOU3BOACTBE
Puc. 3.1. YupasiieHueckas pemierka
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W3 Bceil COBOKYITHOCTH TUIIOB PYKOBOJACTBA MOKHO BBIOPATh MATHh OCHOBHBIX:

9.1 — wmakcumanpHas 3abota 00 3(PPEKTUBHOCTH MPOU3BOJACTBA (IACBATH OaJIOB) COYETACTCS C
MHUHUMAJIbHOM 3a00TOW O mOguuHEHHBIX (oauH Oamn). PykoBoaumtens Tuma 9.1 oTmaeT mpHOpPUTET
MaKCHUMM3AIMH POU3BOICTBEHHBIX PE3YIbTATOB, AUKTYS MOAYMHEHHBIM, YTO U KaK OHU JIOJDKHBI JIeJ1aTh;

1.9 — muHUManbHas 3a060Ta 0 pous3BoACTBe (1 Gawt) coderaeTcs ¢ MaKCUMalbHOW 3a00To# o momasix (9
6amioB). OCHOBHOE BHUMAHHUE YNEJSETCSl COXPAHEHUIO JIPYKECKUX OTHOUICHUH MeXIy pabOTHHUKaMH, ITyCTh
Jla’kKe U 3a CYET MPOU3BOJICTBEHHBIX TIOKa3aTeseil;

1.1 — muHumanbHass 3a00Ta O HPOU3BOJACTBE U HYXJaX pabOTHUKOB. PykoBoAuTENns NaHHOrO THUIIA
MPUHUMAET JMIIb MUHUMAaJIbHbIE YCHIHS, TpeOyromuecs Ui TOTO, 4YTOObI COXPaHUTh CBOE MECTO B
OpraHu3aluy;

5.5 — 310 pykoBoauTenb ¢ ¢unocodueit "30m0ToM cepenuubl”. B ee 0CHOBE JIEKHUT cUCTEMa JOIMYIIEHUH,
o0ecreunBaroINX MUPHOE COCYIIECTBOBAHNE PYKOBOIUTEINS U IO JYMHEHHBIX;

9.9 — BbICOKMII ypoBeHb 3a00Thl O JIOASX U O MPOU3BOJACTBE. B neiicTBusix pykoBoautenss tumna 9.9
peo0IafaloT AeMOKpaTUUYECKHUE TPUEMBI U CIIOCOOBI PEIIeHUsI TPOU3BOICTBEHHBIX U IMYHBIX 3a/1a4.

B ympaBneHueckodl MpakTHUKE BBIACNAIOTCS €HI€ TpPU JONOJHUTENbHBIX TUIA yhpaBieHus. UWx
paccMaTpUBaIOT KaK COUETAHUS OTTMCAHHBIX BBIIIE MATH "YUCTHIX' THIIOB:

* nmarepHanu3M (MatepuanusMm) (9+9) — 310 coueraHue, a He CUMOMO3, BBHICOKOIO YpPOBHS 3a00THI O
MIPOM3BOJICTBE C BBICOKMM YpPOBHEM 3a00Thl O JIOJAX, TO €CTh JaHHBIM THUIl YIPABICHUS HOCUT HE
MHTErpallMOHHBIN XapaKTep, a TOMOJHAIOUINI; XapaKTepu3yeT MEeTo] "KHyTa U MpsiHUKa";

* OMIOPTYHU3M — MEHEKEPHI MPUCIIOCAOIUBAIOTCS U MEPEXOAST, €CIH UM 3TO BBITOJIHO, HA 000N CTHIIb.
Ycunus MeHepKepa HampaBieHbl TOJBKO Ha TOCTHKEHUE JINYHBIX LIeTei;

* ¢acagusm (ot cioBa "dacan'") — dpoHTANIBHAS CTOPOHA MOXKET OBITH (haIBIIMBOM, TaK KaK 3arOpaKUBAET
TO, YTO B ICHICTBUTEILHOCTH HaXOIUTCS 3a Heil™.

* TlomHyt0 XapaKTEpUCTUKY yrpaBieH4decko pemerku cM.. Kadymkun H.J1. OcHoBbl MeHemkMenTa. MH , 2000 C 246—274.

Bonpocs! 1iis noBTOpeHus
. UTo Takoe MeTo bl yrpaBieHus?
. Kakue xpurepun nonoxeHsl B OCHOBY KilacCU(UKALIMU METO/I0B YIIPaBJICHUS?
. [losicHuTe 0COGEHHOCTH IKOHOMUYECKUX METO/I0B YIIPABJICHUS TOCTUHULEH.
. Oxapakrepu3yiTe OpraHu3aluOHHO-aIMUHUCTPATUBHBIE METO/IBI.
. Kakyto poJib urparoT coruanbHO-IICUXO0JIOTHUECKHE METOIbI YITpaBICHUs?
. UTo BBl IOHMMAETE MOJI CTHJIEM YIIPaBJICHUS?
. Oxapakrepu3yiTe aBTOPUTAPHBIN CTHIIb YIIPABJICHHUSI.
. Onummure 0cOOEHHOCTH AEMOKPATHUECKOI0 U JIMOEpaIbHOTO CTUJIEH yIIpaBiIeHHUS.
. B uem cytb ynpaBieHueckoil pemeTku?

O 00 1IN DN K~ WK —

I'/TABA 4 YIIPABJIEHUE ITPOLHECCAMM OBCJAYKUBAHUSA HA TPEATIPUATUAX
INNTAHUA

4.1. Knaccuukauus npeanpusaTuil IMTaHUA

Jia xnaccudukauuy OpeIupUsITHUH NUTAHUS TYPUCTCKOM HHAYCTPUM HCHOJIB3YETCS psAll KPUTEPUEB,
HanboJee Ba)KHBIMU CPEH KOTOPBIX SBIISIOTCS:

1. Xapakrep TOproBo-nponu3BOICTBEHHOMN JIEATEIIBHOCTH.
. MecTopacnoyioxeHue.
. KonTunrent o0cinyxuBaemMbIX KIMEHTOB (TOCTEN).
. ACCOPTUMEHT NPOAYKIHNH (CrenraIn3anus).
. BmectumMocCTb.
. ®opma oOCITy’)KUBaHHUSL.
. Bpems ¢hyHKIIMOHUpPOBAHUS.
. YpoBeHb 00CTyKUBaHUS.

Xapaxkmep mop2060-npou3e00cmeenHoll deamenbHocmu. SIBIsSeTcs TIIaBHBIM KPUTEPUEM, B 3aBUCUMOCTH
OT KOTOPOTO BCE MPEANPUATHS TUTAHUS [TOAPA3/EIIAIOT Ha CIIEIYIOIINE TUIIBI:

* pecTopas;

* kade;

* Oap;

01O\ L WD
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* Oyder;

* 3aKyCOYHas;

* CTOJIOBAS U Jp.

JUia  Kaxaoro Tuma MOpeAnpusTUd MUTAaHUS [0 OSTOMY MpPHU3HAKY KIACCU(PHUKALUU XapaKTepHbI
COOTBETCTBYIOIIUNA ACCOPTUMEHT OJIIOJI U HANMTKOB, NpPUMEHSEMble (OpPMBI OOCIYKHUBAHUS, MECTOPACIIO-
JIO’)KEHUE, 00CITYy)KUBAaEMbIii KOHTUHI€HT KIMEHTOB — COYETaHUs JPYTUX KPUTEPUEB KIaCCUPUKALUU.

Pecmopan — nipennpusiTie NuTaHUs, IPEIOCTABIAIONIEE TOCTSIM HIUPOKUN aCCOPTUMEHT OO/, HAIUTKOB,
KOHJIUTEPCKUX U3JENUNA, B TOM 4YHClIEe (UPMEHHBIX M CJIOXHOIO IPUTOTOBIIEHUS. BbICOKHMI ypOBEHb
oOcinyXUBaHUSL B pecTopaHax oOecreyuBaeTcsl KBaJU(UIMPOBAHHBIMU  IOBapamu, OQUIMAHTaMHU,
METPJIOTENIIMU U COUYETAETCS C OpraHU3aliel OT/AbIXa U pa3BIeUCHUH.

B cTpykType roCTUHUYHBIX KOMIUIEKCOB MOKET ObITh HECKOJIBKO PECTOPAHOB, @ MOXET HE ObITh HU OJIHOTO.
B 0onpmmx rocTHMHMIIAX, BXOJSAIIMX B H3BECTHbIE T'OCTUHUYHBIE L€MH, OOBIYHO JIBA pPECTOpaHa —
¢emeneOenbHbIN (UPMEHHBIN 1 HEOOJIBIION C HEBBICOKUM YPOBHEM LI€H Ha OJf0Ja U HaNUTKU. Pectopansl npu
TFOCTUHUIAX OOCIYXHMBAIOT KaK IMPOXUBAIOUIMX B HUX TOCTEH, TaKk W HIMPOKYyr0 Myonmuky. OHU Takxke
OpraHu3yloT OOCITY)KMBAaHUE TOPKECTBEHHBIX U OQHUIMAIbHBIX IPUEMOB, COBELIAHUH, KOH(pEpEeHLINIH,
KOHI'PECCOB, MPEAOCTABISIOT TOCTSAM Jpyrue YCiayru: MpoJaXy CYBEHHMpOB, I[BETOB, OOCIYy)XMBaHHE B
TOCTUHUYHBIX HOMEPAaxX U T.1.

B GoJibIIMHCTBE pecTOpaHOB MPeayCMaTpUBAETCS MYy3bIKaJIbHAs [IPOrpaMMa U IPOBEIEHUE KOHLIEPTOB.

Kage — npennpusarve nuTaHus, NPEAOCTABISIONIEE TOCTSAM OrPaHUYEHHBIH aCCOPTUMEHT ONox U
HAIUTKOB, MYYHBIX KOHJIUTEPCKUX H3JAEIUI, KUCIOMOJIOYHBIX IPOJYKTOB B COUETAHUHU C OTABIXOM U pas-
BJICUCHUSMH. DBOJBIIMHCTBO TOCTUHUYHBIX KOMIUJIEKCOB B CBOEH CTPYKType Hapsly C pecTopaHamMu
MIPEANOYUTAIOT UMETh HeOoIbIIoE Kade.

bap — cneunanuzupoBaHHOE NPEINPUSITHE MUTAHUS, NMPEAOCTABISIIONIEE T'OCTSAM pPa3jIMYHble HAIUTKH,
JecepThl, ciaakue Onrofa U 3aKycku. B Oape mmeercss BO3MOXKHOCTb OTAOXHYTh B YIOTHOH OOCTaHOBKE,
MOCIIYILIATh MY3bIKY, Pa3BJI€YbCS.

bygem mnpousBoIuT mpojaxky c MNOTpeOIEHMEM Ha MECTe OTPaHMYEHHOTO0 acCOPTHMMEHTa XOJIOJHBIX
3aKycoK, OyTepOpoJl0B, HANMTKOB, OYJIOYHBIX M KOHAUTEPCKUX HW3JAEIUH, CIaAKuX OO HECI0KHOTO
npurotopieHus. Jlomyckaercs OTIYCK YIAKOBaHHOW MPOAYKIIMM HAa BBIHOC, a TaKke pealu3alus
MIPOJIOBOJILCTBEHHBIX TOBapoB. B rocrununax pabotator Oydersl, 000pyAOBAHHBIE 3JNEKTPOIUIUTAMH,
XOJIOIMIBbHUKAMHU, 0XJIQXK/1a€MbIMH MPUIIaBKaMU, KOPEBapKOH U APYTUM COBPEMEHHBIM 000PYI0BaHUEM.

3axycounas M3roTaBIUBaeT, pealu3yeT U OpraHu3yeT NoTpedsieHne Ha MECTe Pa3INdHbIX OJIF0JI U 3aKyCOK
HECJIOKHOTO MPUTOTOBJIEHUS, OYJIbOHOB, XOJOIHBIX U TOPSYUX HAIIUTKOB, MyYHBIX KOHIUTEPCKUX U3JCIINM.

Cmonosasa xak TpennpHUsITHE TMHUTAHUS 4YacTO BCTPEUaeTcsi B CTPYKType KYpOPTHBIX TOCTHHHIL
[IpennazHaueHa st U3rOTOBJICHUS, PeaIl3aluy U OpraHU3allKi NOTPEOIeHUS Ha MECTE Pa3IMYHbIMU CIOSAMHU
HacCeJIeHUs 3aBTPAKOB, 00€I0B, Y)KMHOB, OTIYCKa UX Ha AoM. IIpenocraBisier pasnuuHble AOMOJHUTEIbHBIE
YCIIYTH.

Mecmopacnonoscenue. B 3aBUCUMOCTH OT MECTOPACIIOJIOKEHHSI Pa3INYAIOT:

* 2opoockue pecmoparsl. PacnoyioxkeHsl B TOPOACKON YepTe U MpeAIararT pa3HOOOpa3HbIM aCCOPTUMEHT
0J110/1, 3aKyCOK, HATUTKOB JIN0O CHELMATU3UPYIOTCA B IPEJOCTaBIEHUN 00e10B U (W1K) y')KUHOB. PaboTatoT B
OTpe/iesIEHHbIE Yachl U UMEIOT MHOTOYHMCIIEHHBIX KIMEHTOB;

*  goK3anbHble pecmopanbl. PacloNOXKEHbBI Ha JKEIE3HOJNOPOXKHBIX U a’poBok3ayiax. Paboraror
KpPYTJIOCYTOYHO. XapaKTEepPeH OrpaHWYCHHBIA Ha0Op ONI0J, 3aKyCOK, HAIMTKOB, HEBBICOKUWA YPOBEHBb IIEH U
OTHOCHTEIILHO OBICTPOE 0OCITY)KUBAHHUCE,

* B8acomvi-pecmopanvl. B OCHOBHOM HMMEIOTCSI B IMO€3/1aX JaJbHErO CIIEAOBAaHMS W TNpeAHa3HAuYeHbl s
00CIyKMBaHUS MaCCAXKUPOB, HAXOIAIMIMXCS B yTU. B MEHIO BarOHOB-pPECTOPAHOB BXOJIAT XOJIO/IHbIE 3aKYCKH,
NepBble ¥ BTOpbIE OJt0/1a, TOpSAYNe HAUTKU, KOMIUIEKCHBbIE 00€/bl, a TaKKe JIOPOKHbIE Ha0Ophl B MAKETaX,
KOHJUTEPCKUE U3JeNus, PPyKThl, COKH, MUHEpaJIbHbIE U (DPYKTOBBIE BOJBI, MpOJaBaeMble O(QUIIMAHTAMU BO
BCEX BaroHax Ioesa;

* pecmopanbl Ha mennoxodax. IlpenHasHaueHbl 1 OOCIYXUBAaHUS IMACCAXUPOB U TYPUCTOB B IyTU
cienoBaHus. B HUX mpenocTaBisAiOTCS 3aBTpakd, o0eapl M yxuHbBL. OOCTy)XUBaHHE OCYILIECTBISIETCS
opUIMaHTaMU, HO MOXKET IMPUMEHSThCS M caMooOciyxkuBaHue. Ha KpymHBIX TEIIOX0Jax MOXKET ObITh
HECKOJIbKO PECTOPaHOB;

* pecmopanul 071 A8MOMypucnmos, He KeIaroluX OKUIATh aBTOMOOUIIb. PacroiokeHs! BO3Je I0Cce UK
KPYIHBIX aBTOCTOSIHOK. B 1ensix 5KOHOMUM BPEMEHM KIHMEHThl OOCIYy)KHMBAIOTCS MPSAMO B MAIIMHE
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oduIraHTaMu, KOTOPHIE MMOIKATHIBAIOT K HUM Ha POJIMKOBBIX KOHbKaxX. Takoil BUI pecTOpaHOB PaclpoCTpaHEeH
B CIIIA.

Bapsl MOXHO KITacCU(PHUIIMPOBATH B 3aBUCHIMOCTH OT WX PACIIOJIOKEHHS B TOCTHHUYHOM 3/1aHUU:

* gecmubI0IbHbIU Oap CIY>KUT yIOOHBIM MECTOM IS BCTPEU U Oece;

* pecmopanHblil 6ap TPATULUOHHO SIBJISIETCS CAMbIM MPUTATATEIbHBIM 3JIEMEHTOM HHTEpPhEpa PECTOPAHA;

* gcnomozamenbHulil 6ap MPEACTaBIAeT cO00I TOProByI0 TOUKY, PACIIOIOKEHHYIO B ITyOMHE TOCTUHUYHOTO
3/aHusl, Ha dTaxe. B OONbIIMX OTENAX UX MOXKET ObITh HECKOJBKO. 3/1€Ch COCPENOTOUYMBAIOTCS 3allachl BUH,
MUBA ¥ JPYrUX HAITUTKOB ISl OOCITYKHBaHHS TOCTEH HEMOCPEICTBEHHO B HOMEpax;

* Oankemmwlli 6ap PACIOJOXKEH B OaHKETHOM 3aje. Mcrmosb3yeTrcs MCKIIOUUTENbHO AJIsi 00CTYKUBAHUS
O6aHkeToB 1 KoH(pepeHuuid. Kak npaBuino, OaHkeTHbI O0ap uMeeT 00JIbIIO0N 3anac JOPOrUX U MOMYJSPHBIX BUH,
HAIHUTKOB, TIMBA;

* bap npu baccetine. JIF0O0M BRICOKOPA3PSAIHBINA OTEh (HE TOJIBKO KYpPOPTHBIN) HEMBICIHM 0e3 OacceitHa u
Oapa mpu HeM, TJIe TOCTH MOTYT pacciaaOUThCs ¢ OOKAIOM SK30THYECKOTO KOKTEHIIS MU KaKOTO-JIH00 JPYyroro
HAINTKa;

* MuHu-6apbl — MaJeHbKUE Oapbpl C XOJOJWIBHUKOM B TOCTEBbIX KOMHarax. l[lpeaHasHaueHbl yis
cHaOKeHUsl TOCTeM HaJIUTKaMu B JII000€ BpeMsl CYTOK. 3amachl HAalMTKOB B MHHHU-0apax IOIOJHSAIOTCS
€XEJIHEBHO, @ CTOMMOCTb BBIITUTOTO JIOTIOJHUTEILHO BKIOYAETCS B OOLIUN CUeT.

Konmumnzenm ooécnyscusaemvlx Kiuenmog (2ocmeit). B 3aBUCUMOCTH OT 3TOTO KPUTEPHS NPEAIPUATUS
MUTaHUS TOPA3AEISAIOTCS Ha:

* O0IIEIOCTYITHBIC;

* CBSI3aHHBIE C OOCITY)KMBAaHUEM OIPE/ICTIEHHOIO0 KOHTUHT€HTa KJIMEHTOB.

XoTs pecropansl, kade, 6apbl B COCTaBE FTOCTUHUYHBIX KOMIIEKCOB IMIpeIHAa3HAYEHbI ISl [IEPBOOYEPETHOTO
0OCITy’)KHBaHUS TOCTEH, B OOJBITUHCTBE CITy4aeB OHU SBIISIIOTCS OOIIEAOCTYIHBIMU. [IpenpusTus ke muTaHus
B COCTaBE OTENEH-KIyOOB, TAHCHOHATOB 00CITYKUBAIOT TOJBKO CBOMX TOCTEH.

Accopmumenm npodykyuu (cneyuanuszayusn). B 3aBUCUMOCTH OT IIKUPOTHI ACCOPTUMEHTA IpeJIaraeMoiu
MPOIYKIMH MPEKIIE BCETO MOXKHO BBIJICITUTH JIBE OOJIBIINE KATETOPUH MPEANPUATHIN ITUTAHHS:

1) nmoJIHOCEPBUCHBIE;

2) crienuanu3upoBaHHbIE.

Cpeny THIOB NpEeNNpUATHN TMHUTAHUS TOJHOCEPBUCHBIMU B OOJIBIIMHCTBE CIIy4aeB MOTYT OBITH TOJBKO
pecTopanbl U Kade, MOCKOIbKY OHH MPeJIaraioT MHPOKUN BEIOOP 3aKyCOK, 010/, XJ1e000YIOUYHBIX U MYYHBIX
KOH/IUTEPCKUX U3JICNINHN, Pa3TMIHBIX HAITUTKOB.

B MeHI0 mOJIHOCEpBHUCHBIX PECTOpPaHOB U Kade BbICOKA J0Js (UPMEHHBIX M 3aKa3HBIX OJI0Jl, KOTOpHIE
OTHOCAT K pa3psay Omrom "Beicokoil kKyxHu" (¢gp. haute cuisine). JlJif MOTHOCEPBUCHBIX PECTOPAHOB
XapaKTepeH OYeHb BBICOKUI ypOBEHb OOCIY)KMBaHHS: METPIOTENIb BCTPEYAaET M YCAXKUBAET I'OCTA 3a CTOJ,
CTapUIMil OUIMAHT AaeT COBETHI M0 MOBOJLY OII0J, 0OBACHSET, B UeM 0COObIE KauecTBa 3aKa3bIBa€MbIX OO,
OH K€ COBETYET, KaK0€ BUHO JIy4llle MOJXOAUT K 3aKa3bIBA€MbIM OJII0/1aM.

OdopmieHue TOJHOCEPBUCHBIX PECTOPAHOB OOBIYHO COOTBETCTBYET OOIIEMY HACTPOCHHUIO, KOTOPOE
pecTopaH mblTaeTcs co3aTh. PockoiHas efa, oociayxuBaHue U atMocdepa — BCe 3TO B KOMIUIEKCE OCTaBIIsET
He3a0bpIBaeMO€ BIleYaTJICHUE.

Crnenpanu3anys TpeAnpUsSTHA THTAHUS MOYKET OBITh PA3JIMYHON: OT IIUPOKON CIICIIUAIN3AIMHN Ha OITI0aax
omnpeneneHHoN KyxHU ((PpaHIy3CKOW, UTAIbSIHCKON, KUTAUCKOW M T.1.) O Y3KOW CHElUaTN3allud Ha OJTHOM
WIM HECKOJIbKMX HauMEHOBaHUsAX OmoJ. Ha mpuroToBiieHMM OJHOTO IIaBHOTO OI0Aa CHELHMATU3UPYIOTCA
OOBIYHO MPEANPUATUS OBICTPOTrO 0OCITY)KHUBaHUS, KOTOPbIE IIPEIararoT:

ramOyprepol — McDonald's, Burger King, Wendy's;

MULIY — Pizza Hut, Domino, Little Ceasar;

MOPENPOTYKThHI — Red Lobster, John Silver's;

011012 U3 LBIIUICHKA — KFC, Church's;

OndIITEKCHI — Sizzler, Ponderosa, Bonanza;

COH/IBUYH — Subway;

OJIMHYMKHI — International House of Pancakes, Country Kitchen.

PaccmaTrpuBaemblil ipu3HaK KiIaccu(UKaLUU TPEIIPUITUNA TUTAaHUSI HOCUT BECbMa YCIIOBHBIN XapakTep, B
CBA3M C YeM OJMH U TOT XK€ pEecTopaH MOXEeT ObITb OJHOBPEMEHHO U IOJIHOCEPBUCHBIM M CIIe-
nuanu3upoBaHHbiM. Hanpumep, crienuanusupysch Ha O6arogax GpaHIly3cKol KyXHHU, peCTOpaH OJHOBPEMEHHO
npeiaraeT MUpoKuil (He MmeHee 15) acCOpTUMEHT UX HAMMEHOBAHUH.
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Cpenu pa3HbIX THUIOB NPEANPUATUN TUTaHUS HanboJIee MPOCTO CHEUATIN3UPOBaTh Oapbl — B 3aBUCUMOCTH
OT aCCOPTUMEHTA PeaIn3yeMbIX HAITUTKOB (BUHHbIE, IUBHbIE, MOJIOYHbIE, KOKTEHIIb-0aphl U Ap.).

3aKyco4HbI€ TaKXKe MOIPa3AeA0TCA Ha IPEAIPUITHS 00ILEro TuNa 1 CrelraaIu3upoBaHHbIe (1IallIbIyHas,
yeOypeuHasi, nuuuepus, OnuHHasi, 0ynbOsHas, OyJabOHHAS U T.1.).

Bmecmumocms. J1jisi pectopanoB oHa MOkeT cocTaBisiTh oT 50 g0 500 mect, kape — ot 50 mo 150 mecr,
croyoBeix — 50, 100, 200, 500 1 6oee MeCT U T.1.

Dopma obcnyrcusanua. 11o npumensieMbIM popmam 00CITYKUBaHUSI IPEANPUATUS TUTAHUS JEJIATCA Ha:

* IPEANPUATHUS CAMOOOCTYKUBAHUS;

* C YaCTUYHBIM 00CTYKUBaHUEM O(PHUIIMAHTAMU;

* C [IOJIHBIM 00CITy’)KUBaHUEM O(pUIIMAHTaAMU;

* ¢ 00cmyXuBaHuEM OyheTunKamH.

Bpemsa ¢pynkuyuonuposanus. I1o 3roMmy KpUTEpUIO MIPEANPUATHS MUTAHUS N0Ipa3eIIsAlOTCA Ha:

* IOCTOSTHHO JEHCTBYIOIINUE;

* CE30HHBIE;

a TaKKe Ha:

* paboTarolie B THEBHOE U BEUEPHEE BPEMS;

* paboTarole B HOYHOE BpeMsi (HOUHbIE Oaphl).

Yposenwv oocnyscusanua. llpennpusarus nutaHus Moapa3ieisitoTCcs Ha CIEAYIOIINE KaTerOpUH:

* JIIOKC;

* BBICLIIAS;

* riepBas;

* BTOpas;

* TPETHS.

Cornacno ['OCT P 50762—95 pectopanbl noipa3AesioTCcs Ha TPU KaTeropuu — JIFOKC, BbICIIAs, TIepBasl.

4.2. KyabTypa 00C/IyKMBAHUA HA NIPeANPUSTUAX U TAHUS

Kynbrypa oOciayxuBaHus — 3TO OpraHM3aliOHHAs KyJIbTypa, HallpaBJIeHHas Ha 00CIyXUBaHUE KIMEHTOB
Ha OCHOBE BbIPAaOOTKHM OINpeAENCHHBIX MpPaBWJI, MPOLEAYp, MPAKTUUYECKUX HABBIKOB M yMmeHUH. KynbpTypa
00CIyKUBaHUSl JTUKTYETCS MOJMTUKOW NPEanpUsATUsi, MOIJEPKUBAETCd CUCTEMON IOOILIPEHUI nepcoHana
00CIyKUBaHUS U PAJIOM JPYTUX MEPOIPUSITUH.

Kynbrypa oOcnyxuBanusi BelpabaThIBaeTCsl KaxAbIM IpennpustueM. Ha onHOM npeanpustud oHa MOXKET
OBITh OYEHb HU3KOM, HA IPYrOM K€ — JIOCTaTOYHO BBICOKOM. [IposiBieHrEe BHICOKOW KYIbTYphl OOCTYKUBAHUS
OTIpeNIeTIsIeTCsl Yepe3 MOBEICHNUE TIEPCoHaa, KOTOPBIM YETKO 3HAET, KaK JICWCTBOBATh B JIFOOOW CUTyaIlUU U YTO
OT HEro OKMJAIOT KJIMEHTHhl U PYKOBOJCTBO, & TAK)K€ TEM, UTO BBICOKAsl KyJbTypa JielaeT BceX pabOTHHUKOB
L[EJIeYCTPEMIICHHBIMU U 3aCTaBIISIET C YBAKEHUEM OTHOCUTHCS K CBOEMY MPEAIPUATHIO.

Kynbrypa 06cnykuBaHusi — 3TO CJIO0XKHOE KOMIUIEKCHOE MOHSTHE, ClIaraéMbIMU KOTOPOTO SIBJISIFOTCS:

* 0€3011aCHOCTh U IKOJIOTUYHOCTh IIPU 00CTYKUBAHUU;

* 3CTETHKA UHTEpPhEpa, CO3JaHle KOMPOPTHBIX YCIOBUM OOCITYKUBaHMUS;

* HaJIM4KE JJOCTaTOYHOTO KOJIMYECTBA CTOJIOBOM MOCY/IbI, TPHUOOPOB U CTOJIOBOTO O€bs;

* 3HaHH€e U COOII0ACHNE MTEPCOHATIOM ATHUYECKUX HOPM 0OCITy’KUBaHHUS;

* 3HaHH€e U cOOII0ACHUE MTPaBUJl, YCTAaHABIMBAIOUINX MOPSJIOK U 0YEPEIHOCTh OOCITYKHBaHUS TOCTEH;

* 3HaHUE CHEIHAJbHBIX MNpPaBWI MPEAJIOKEHUS U OTIYCKa pa3iIMYHbIX OJII0OJ M HANMTKOB, a TaKke
TEXHUYECKUX HaBBIKOB U IIPUEMOB UX MOJauu;

* 3HaHHE OCHOBHBIX, ITPABUJI CEPBUPOBKH CTOJIA.

be3onacnocmov u 3xkonozuunocms npu obcayymcueanuu. Ha 1r000M NpennpusTHM NUTAHUS B IEPBYIO
ouepellb JI0JKHbI ObITh 0OecreueHbl 0€30MacHOCTh KU3HU, 3/10POBbsI U MMYILECTBA IOCTEN Kak B OOBIYHBIX
YCIIOBUSAX, TaK U B IKCTPEMANbHBIX CUTyalUsiX. B 31aHUM AOKHBI OBITH aBapUWHBIE BBIXOJbI, JIECTHUIIBL,
XOPOLIO 3aMEeTHbIE HHPOPMAIIMOHHBIE YKa3aTeIH, 00eceunBaone CBOO0AHYI0 OPUEHTALINIO TOCTEH.

[IpennpusTus nuTaHus TOJDKHBI ObITH 000PYAOBaHbI CUCTEMaMH OMOBEUICHUS U CPEACTBAMH 3alUThI OT
noskapa, npeaycmMotrpeHHbiMu [IpaBuiiamu nokapHoit 6€30MacHOCTH.

Ha npennpustusx nutaHusi JOJHKHBI OECIPEKOCIOBHO COOIIOATHCS CAaHUTAPHO-TUTMEHUYECKUE HOPMbI U
MpaBWJIa, YCTAHOBJICHHbIE OpraHaMHM CAHUTAPHO-DMUJIEMHUOJIOTUYECKOTO HaJa30pa B YacTU YHUCTOTHI
MOMEILEHNUH, COCTOSHUS CAHTEXHMYECKOTO M MPOU3BOJCTBEHHOIO OOOpYIOBaHUS, YIAJICHHUS OTXOAOB U
3¢ GeKTUBHON 3alIUThI OT HACEKOMBIX U IPBI3YHOB.
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OcoOble TpeboBaHMSI B OTHOIIEHUH 0€30MaCHOCTH MPENbABISAIOTCA K NepcoHany oOciyxuBaHus. [lpexne
BCEr0 BECh MEPCOHAN JOJHKEH NMPOMTH MOArOTOBKY MO Oe30macHbIM MeTojAaM paboThl, 3HATh U COOMIOAATH
Mephl TIOKapHOW 0€30MacHOCTH, TpaBWJIa OXpaHbl Tpylda W TEXHUKH Oe3omacHoCcTH. Bce paboTHUKH
HOPEeNNpUATHS  JIOJDKHBl  IOJUIEkKATh MEPUOJMYECKOMY MEIUIMHCKOMY OCBHJAETENbCTBOBaHMIO. [Ipu
MOCTYIUIEHHH Ha pabOTy OHM O0S3aHBl MPOUTH MEAUIMHCKUN OCMOTpP M MPOCIYIIaTh Kypc MO CaHUTapHO-
TUTMEHUYEeCKOW rmoxaroroBke. B mpomecce paboThl Ha HpeANpUATHH  OOCIYXHUBAIOLIUN  MEepcoHal
MEPUOIUYECKH, HE PeXe OJTHOTO pa3a B J1Ba I0Jia, I0JDKEH caBaTh SK3aMEHbI 110 CAHUTApHOMY MUHUMYMY. Ha
Ka)KJI0ro pabOTHHKA 3aBOAUTCS JIMYHAS MEAMILIMHCKAs KHUXKKA, B KOTOPYIO BHOCAT PE3yJIbTaThl MEIUIIMHCKUX
o0cienoBaHul, CBEIEHUSI O MEPEHECEHHbIX NHPEKIMOHHBIX 3a00JI€BaHUX, O CAauye CAHUTAPHOTO MUHHUMYyMA.
K pabote Ha npeanpusTUU HE JTOMYCKAIOTCS JIMIIA, SBISIOLMECS HCTOYHUKOM MH(EKIIMOHHBIX 3a00JIeBaHUM.

[IpennpusTs NUTaHUS JOJDKHBI PACIIONaraTbCsl B OIaronpUsTHBIX 3KOJOTHYECKUX YCIOBUSX.

Ocmemuka unmepvepa, co3oanue Kom@popmuulx ycnoeuit oocayycusanus. VIHTepbep mnpeacrapiseT
co00i1 BHYTpEHHE OpPraHU30BAHHOE IMPOCTPAHCTBO IMOMEIIEHUN NPENNpUITHH MUTAaHUSA, OJHOBPEMEHHO BbI-
CTyIAOIIee CPeaoil NeHUCTBUS (B HEM OCYIIECTBISICTCS TEXHOJIOTHYECKUW ITUKI OOCTY)KMBAHUS TOCTEH) M
cpenoit BoctipusaTus (00Ja7aeT CIOCOOHOCTHIO OKa3bIBaTh CHIIBHOE YMOIIMOHAIBHOE BO3/ICHCTBHE).

K nomenienusiM npeanpusTuil MUTaHUS, B KOTOPBIX MPOUCXOAUT OOCIY)KMBAaHUE MOCETUTENIEH, OTHOCST
3anbl, Oapbl, KOKTEWIb-XOJUIbl, Oyderbl. BxoaHyro rpynmy nomemieHui, rie HauuHaeTcs 0OCiIyKUBaHUE,
COCTaBJISIIOT BECTUOIONL C TrapiepoOoM, aBaH3al (TMOMelIeHHue s cOopa, OKUIAHUS M OT/AbIXa TOCTEH),
caHy3zel.

3aJibl — 3TO OCHOBHbIE NMOMEILEHUS NPEANPUATUN MUTAaHUs, I71€ 00CIYKMBAIOT rocrei. Mx pacrnosnoxenue
BIIMSIET Ha IJIAHUPOBOYHOE pEIlIeHHE, 0OBbEMHYIO KOMIIO3UIUIO U apXUTEKTYpy Bcero 3aaHus. OueHb BajkHO
o0ecreunTh pPALMOHAIBHYIO CBSI3b TOPrOBBIX 3aJI0OB C IPOU3BOJCTBEHHBIMU M BCIOMOIATEIbHBIMU
MOMEILEHUAMHU, KOTOpast 00yCcI0BJIEHAa TEXHOJOTHYECKUM MPOLIECCOM U (PYHKUHMOHAIBHBIMU TpeOoBaHusIMU. B
YaCTHOCTH, 3ajJ JOJDKEH OBbITh PAcloiokKEH TakuM o0pa3oM, 4YTOObl B HEro HE IPOHUKAIM LIyMbl MpO-
M3BOJICTBEHHBIX IIOMEUICHUH U 3aMaxyu KyXHH.

B peurenun mHTEpbepa y4MUTHIBAETCS ClELUAIN3ALUs NPEANPUATUN MUTAHUS, KOHTUHTEHT KJIMEHTOB, Ha
KOTOPBIM OHU pacCUUTaHbl, IPUMEHSIEMbIE METObl 0OCIY)KUBaHUA U psf Apyrux ¢axtopoB. IIpu Bcem aTom
BAXHO MAaKCHUMaJbHO pACKpBITh CBSI3b HMHTEPbEpPA M OKpY)KAloIIeW MNpeanpusTue cpeabl: aHamadra,
TOPOJICKOTO paiioHa, YIHIbl. DTO JOCTUTAeTCsS MPUMEHEHUEM Pa3IMYHbIX APXUTEKTYPHBIX IPUEMOB, YTO 4acTO
UrpaeT sl NPEeINpUsITHS HE MEHBIIYIO POJjb, YEM XOPOIIast KYXHS.

OpHuM U3 QaKTOpPOB, ONPEAETSIOUINX KOM(POPTHBIE YCIOBUS OOCIYKUBAHUS HA MPEANPUATUAX TUTAHMUS,
SBJIIETCA NPAaBUIBHOE oOcgeujeHue 3ajJ0B W TNpUIeraoumx mnoMmeuieHuil. OcBelieHre BeCTUOMII J0HKHO
rapMOHUPOBATh C OCBEILEHUEM XOJUIOB, OOCJIEHHBIX 3aJI0B, 0ApOB, YMBIBAJBHBIX KOMHAT, KaOUH JTUPTOB U
APYrux moJcoOHBIX MoMmemmeHud. C MOMOIIBI0 OCBEHICHHUS MOXHO IMOJYEPKHYTh XapaKTep MpearnpusiTus,
chopmupoBaTh ero oopaz. Ocoboe BHUMaHUE CIEAYET YACTUTh OPraHU3allii HAPY>KHOTO OCBEIICHUSI, KOTOPOE
CHOCOOCTBYET NMpUBJIEUYECHUIO moceTuTeneld. HapyxHoe ocBellleHne camoro 3/aHus, BbIBECOK M MOJXOJO0B K
HEMY JOJDKHO TapMOHUPOBATh C OKPYXKAIOIIEH Cpelol W B TO K€ BpeMs IpUBJIEKaTh BHUMaHue. Eciu
NpEeANpUsITHE PACHOJIOKEHO Ha LIYMHOM TOPOJCKON Marucrpaiud, TO U OCBEIIEHHE JOJKHO OBITh -
HaMUYHbIM, sipkuM. Eciu pecropan wiam kade pacrosnarailoTcs B THXUX Yrojkax TIopoja, BIAJIW OT
TPAHCIOPTHOIO IIyMa, TO HPEINOUYTUTENIbHEE CIIOKOWHOE OCBEIIEHHE, TapMOHHUPYIOLIEE C YIOTHBIM
HUHTEPbEPOM.

B 3anme pectopana ¢ MOMOULIBIO OCBELIEHUS MOXHO BBIJIEIUTH OTIENbHbIE 30HBI, HANPAaBUTh IMOTOKHU
noceruteneil. Hanbonee mHTEpECHBIE AIEMEHTHI UHTEPhEpa CIICIYET BBIICIATH 00JIee SPKUM CBETOM.

[Icuxosorn pexkoMeHAYIOT B OOEIEHHOM 3ajie JeliaThb OCBEIICHHE JUMHAMHUYHBIM. (OCOOCHHO SPKUM
OCBEILIEHUE JOJDKHO ObITh BO BpeMsl 3aBTpaKa, YTOObl KJIIMEHThl MOTJIM YWTaTh a3eThl, KypHaibl. B BeuepHee
BpeMsl OCBEILIEHHE JOJKHO CIIOCOOCTBOBATH CO3/IaHUIO aTMOC(Epbl MPa3IHUYHOCTH, TOPKECTBEHHOCTU WM
yioTa. B HEKOTOpbIX pecTopaHax HCIONb3YIOT KOMOMHHUPOBAHHOE OCBELICHHE, XapaKTepU3YyIOIIeecs
COUYETaHUEM 30H C JOCTATOYHO SIPKUM OCBEILIEHUEM U 3aTEMHEHHBIX.

OCHOBHBIM OpPraHU3yOIUM U (DYHKIMOHAIBHBIM JJIEMEHTOM MHTEphepa MPEANPUSTUI NUTaHMUS,
OKa3bIBAIOUIUM BJIMSHHE Ha CO3JaHHe KOMGOPTHBIX YCIOBHHM oOCIyXuBaHMs, sBiseTcss Mmebens. K Ho-
MEHKJIAType W BHJAaM HCIIOJB3YEMBIX B pecTopaHax, kade, Oapax MeOeTbHBIX H3JCIHN Kpome OOIImX
(pyHKLIIMOHATBHO-TEXHOJIOTHUECKUX, 3PrOHOMHUYECKUX, 3CTETHYECKHX) MPEIbSABISIOTCA CIEAYIOLIUE CIe-
uanbHble TPEOOBAHMUS:

* COOTBETCTBME MeOenu xapakrepy paboThl NpPEeaNpUsTUN, MOCKOJbKY CaMOOOCIy)KHBaHHE WIIU
oOciyxuBaHue O(pUIIMaHTaMU BJIMAET Ha IJIOIIAb CTOJIA, PACCUUTAHHYIO HA OJIHO MECTO 3a HUM;
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* COOTBETCTBHE THITy TOPTOBOTO 3aja (pecTopaH, kade, OaHKETHBIN 3aJl, 0ap), OT Yero 3aBUCAT BUA MeOeH
U €€ pa3MepBhl;

* y100CTBO — COOTHOIIICHHE MEXK/Ty BBICOTOM CTOJIa M BBICOTOM CHJICHBSI CTYJIa, BEICOTOM MOJIOKOTHUKOB H
CIMHKOM Kpecina (Hanbosiee KoMPOpTHBIM cunTaercs pazmep 20—31 cM — paccTosiHME OT CUACHbS Kpecia 10
CTOJICIIHHUIIbI);

* TUTHEHUYHOCTb, KOTOPas OOECHEeYMBAETCS HCIIOJIb30BAHHUEM COOTBETCTBYIOIIMX A3TOMY TPeOOBaHUIO
OTJIEJIOYHBIX MATEPUAIIOB.

['maBHBIM mpeaMeTOM MEOIMPOBKU MPEANPUSATHA MUTAHUS SBISIOTCS CTOJbL. OCHOBHBIE KOHCTPYKTHUBHBIE
AJIEMEHTHI CTOJIa — 3TO CTOJEIIHULBI U omnopbl. CTONEUIHUIBI MOTYT OBITh Pa3IMYHON KOHQUIypaluu
(Kkpyriible, KBaJpaTHbIE, IPSIMOYToJibHbBIE) U pa3MepoB. 1o BUy OMOphI CTOJIBI MOTYT OBITh OJIHO-, IBYX-, TPEX-
, 4ETbIpEeXoNopHbIe. Pa3mepbl CTOJIOB ONpenestoTCsl WX Ha3Hau€HUEeM: JUIsl PeCTOpaHOB — OOe/IeHHBIE,
¢bypuieTHble, OaHKETHBIE; U Kade U CTOJIOBBIX; AJi KapeTepues U T.1I.

Hanuuue d0ocmamounozo Konuuecmea cmioji060il nocyovl, RPUOOPOE U CHI0106020 OenbA. BaxxHBIM
yCIIOBUEM 00€CIeYeHHs] BBICOKON KyJIbTYpbl OOCIYKMBAaHUS Ha MPEANPUSATUSX NMUTAHUS SBIISETCS HAIUYUe
JOCTaTOYHOTO KOJIMYECTBA CTOJOBOM TMOCYAbI, HpUOOPOB M CTOJOBOrO O€mnbs, COJAEpXKalIUXcsi B
0e3yKOpU3HEHHOM TMopsjake. Ha mpennpusaTusX NUTaHUS HCHOJB3YyeTCs IOCyla pPa3lIMYHBIX BUAOB: (ap-
¢dopoBas, ¢asHCOBas, CTEKJISAHHAsA, XpycTajbHasi, MeTaJUIMYecKas, JEpeBsiHHas, IJlacTMaccoBas, Iocyjaa
pa3oBoro mnojb3oBaHUs. KonuuecTBO mOCynbpl, €€ KOMIUIEKTHOCTh 3aBUCAT OT THUNA MNPEANPUATHH, HX
MOIIIHOCTH, pa3HOO0pa3usi MEHI0, pexuma padoThl, GopM 00CTYKMUBaHUS, KaTETOPUH U HEKOTOPBIX IPYrHUX

(hakTopoB.
CTOJIOBEIE HpI/I60pI)I, HCIIOJIB3YEMbBIC Ha MNPCANPUATHUAX IMUTAHUA, ACIAT HAa JABC TI'PYIIIbI: OCHOBHBIC H
BcrioMorarebHble. OCHOBHBIE HpI/I60pI>I Npe€aHasHA4YCHbl JIA HOpHueMa UK, BCIIOMOraTCjibHbBIC — JIA

packiagku OO/,

K ocHOBHBIM mpubOpaM OTHOCST 3aKyCOYHBIN, PHIOHBIN, CTOJOBBIN, JECEPTHHIN, (DPYKTOBBIN. 3aKycouHbll
npubop (HOX, BUJIKA) WCHOJIB3YETCS NJIsi CEPBUPOBKH CTOJIa MPHU TMOJAa4e XOJOJHBIX OJIFOJ M 3aKyCOK BCEX
BUJIOB, a TaKXK€ HEKOTOPBIX ropsYuX 3aKycok. OTiIuM4aercs OT CTOJIOBOTO MPUOOPA MEHBUIMMH pa3MepamH.
Puionwiti npubop (HOX, BUIIKA) MCIOJIB3YETCS ISl CEPBUPOBKU CTOJIa MPH IMOJaue BTOPHIX PBIOHBIX OJIIOI.
[Tpubop BKIIOYAET BUIIKY C YETHIPbMS KOPOTKHUMH 3yOl[aMHu U YriyOJeHHEM JJisi OTAEJICHHS] KOCTEH U HOX C
KOPOTKMM M IMUPOKUM JIe3BUEM B BHUJE JomaTouku. Cmonoswiti npubop (HOXK, BUIIKA, JIOKKA) HUCIIOJIB3YETCS
JUI CEpBUPOBKU CTOJIa NpPU IOJA4Ye MEPBBIX M BTOPHIX OJIOA HpPH OTCYTCTBUM CIELMAIBLHOrO mpudopa.
Jecepmuurii npubop (HOX, BHUIIKA, JOXKa) HCHOJB3YyeTCA IMPHU MOJA4e CIaJKUX OO, CIAaJKUX IHPOTOB,
apOy30B u T.1. [1o pazmepy AecepTHBIN MPUOOP HEMHOTO MEHBIIE 3aKYyCOUHOTO0. DPpyKkmossiii npubop (BUIKA,
HOXX C OCTPbIM, KOPOTKUM JIE3BUEM, HAlIOMHHAIOIIUNA MEPOUYMHHBIN) OTINYAETCS OT JECEPTHOTO MEHbLIUMU
pa3Mepamu.

Ha npennpusaruax nurtanus ains oQopmileHHs 3aja U OOCITY)KMBaHUS HCHOJb3YIOT Pa3IM4YHbIE BHJIbI
cTOJIOBOro Oenbsi U ckaTepred. Kiaccmueckum maTtepuanoM Jjisi HUX SIBJISETCS JIEH M XJIOMYaToOyMaskHas
TKaHb. B Hacrosiliee BpeMsl HCIOJIB3YIOT TaKM€ MaTepuaibl, Kak IIEJIK, TOHKOE CYKHO, aKpwi, ApajoH,
MIPUCEHT, IOKYJIEH.

3nanue u coonwoenue nepcoHanom IMuYecKux Hopm u npasun oocayycueanusn. Ocodoe Mecto B padoTe
NPEeNNpUATHI MUTAaHUS 3aHUMAeT STHUYECKas CTOpoHa OOCHyXuBaHUSA. Bpicokas sTHYeckas KyjiabTypa —
oOs3aTenpHas 4epTa KaXJOro pabOTHUKA HHAYCTPUU TOCTEHPUUMCTBA. ODTO IEpBEIlee HPABCTBEHHOE
TpeboBanue. [ pydbocTh, 6eCTaKTHOCTD, MPEHEOPEIKUTEITHHOE OTHOIICHUE K JIFO/ISIM HETEPIUMEI B J1I000# chepe
TPYIAOBOM NESATENLHOCTH, HO B c(pepe YCIYT OHU HETOIYCTUMBI.

Pa3BuTue BBICOKOW KyIbTYpbl OOCITY)XMBaHUS, OPUEHTHPOBAHHOW Ha 3alpoChl KIUEHTOB, HUMEET
MEPBOCTENIEHHOE 3HAYEHME B JESITENbHOCTU MPEANpUaTUil nuraHus. HezaBucuMo OT MCHOIB3yeMOro METo/a
o0cmy>)knuBaHUs Bce paOOTHUKH pecTopaHa, kade, 6apa, Oydera T0mHKHBI pYKOBOJICTBOBATHCS OMPEACTICHHBIMU
MpaBUJIaMU, HAIIPABJICHHBIMU Ha CO3/IaHUE Y TOCTA MAaKCUMaJIbHOTO YyBCTBa KOMQopTa. B kauecTBe 0OCHOBHOTO
IpaBUIa 0OCITY>KUBAHUS CIIEAYET YCBOUTH TO, YTO MO OTHOILIEHHUIO KO BCEM 0€3 MCKIIIOYEHHS TOCTSAM MepPCOHA
00CIyKMBaHUS JIOJKEH ObITh O€3yKOPU3HEHHO BEXJIMB, BHUMATENIEH U TakTU4YeH. ['0CcTH mpakTuyecku Bceraa
JOJIKHBI BUJIETh OOCITYKMBAIOIIHI MEpCOHAN, HO HUKOT/1a (32 pEeAKUM UCKIIOUEHUEM) HE JOJDKHBI CIIBIIATh UX
pasroBopoB Mexay coOoil. IlomyiasipHOCTP MHOTMX HPEIIPUSITUA MUTAHUS YAaCTO HAXOIUTCS B NPAMOI
3aBUCUMOCTU OT JTHYECKON KYJIbTYpbl OOCHYKHMBaHMs, OT BEXJIMBOIO M BHHUMATEIbHOI'O OTHOILIEHUS
oQUIIMAHTOB K TMOcCeTUTEeNsIM. [IpOWM3BOACTBEHHBIN, OPraHU3AIMOHHBIA W ACTCTHYECKUN AaCHEeKThl HE
UCYEPIBIBAIOT BCEX POPM KyIbTYpbl 0OCITYKUBAaHUS B COBPEMEHHOM pecTopaHe. YToObl 00ciaykuBaHuE OBbLIO
JNEUCTBUTENBHO KYJIbTYPHBIM, HEJIOCTATOYHO HMMETh COBPEMEHHOE KpacHUBOE MPEANPUATHE C TEXHHUUYECKUM
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o0OopynoBanueM. BaxkHO pacronaraTh Ha 3TOM NPEINPUATHN KBaTH(PHUIMPOBAHHBIMH, 3HAIOIIUMH CBOE JEIIO
KaJ[pamH.

bnarosxenarenpHOe OTHOIIEHHE K KIMEHTY JOJDKHO HAUYMHATHCS C TOTO MOMEHTA, KOTJa OH MEepPecTyITHI
mopor pecropaHa, kade, Oapa. BexnuBas, BHUMaTenbHass BCTpeya KIHMEHTOB B OIPEAEICHHON Mepe
COJZICHCTBYET MOBBIIICHUIO MX IICUXOJIOTHYECKOr0 HAacTpost. OUeHb BaKHO TaKKe 00eCTIeUNTh WHIMBHTyaTbHBIH
MOJIXOJ K KITMEHTaM, KOTOPBIN 3aKITI0YaeTCsl B 3HAHWU U YUETe MX JIMYHBIX Ka4eCTB, HHTEPECOB, CKIIOHHOCTEH,
B COOTBETCTBUU C KOTOPBIMH CJIEIyeT BBIOMPATh ONPEACICHHYIO MaHEPY OOpaIieHusl.

[Tepconan oOCTy>)KUBaHHSI PEANPUATHN TUTAHHUS TOJDKEH UMETh TBEPJIbIC MTPEICTABICHUS O HPAaBCTBEHHBIX
TpeOOBaHUAX, IPEIBIBIIEMbIX K UX ITpodeccuu. DTUM KpUTEpUEM OOBIYHO PYKOBOJCTBYIOTCS MPHU MOI00pE U
paccTaHOBKE KaJpoOB, YTO OCOOCHHO OTHOCHTCSI K OHIIMaHTaM, OapMeHaM, METPAOTEINSM, KOTOPBIE SBIISIOTCS
HEeHTPATbHBIMH (UTYpaMu B 00€ICHHOM 3asie. IMEHHO ¢ HUMH HEMOCPEICTBEHHO UMEIOT JIEJI0 COTHH JIFOCH, K
HUM OHHU oOpalarpTcs ¢ Ipockdamu, 3a COBETOM, UM JIEJal0T 3aME4YaHUsl, BHICKA3bIBAIOT HEIOBOJILCTBO WIIH
MOXBAIY U T.II.

[Ipu pemennn Bompoca o mprueMe Ha paboTy B chepy rocTePUIMCTBA 11e7IeCO00pa3HO BBISICHUTD, 00Ia1aeT
JM TIPETEH/IEHT KOMMYHHUKATUBHBIMH CIIOCOOHOCTAMHU. V3BeCTHO, YTO O(QUIMAHTHI, HE 00IaTaroIne TaKUMHU
CTIIOCOOHOCTSIMH, WCIIBITBIBAIOT TSDKEJICHIIINE HEPBHBIE HATPY3KH, M3-3a YETO YacTO BO3HHUKAIOT KOH(IIMKTHBIC
CUTYallid BO B3aUMOOTHOIIEHHSX C MIOCETUTEISIMU. DTO, B CBOIO OUepelb, HEPEKO MPUBOIUT UX B CTPECCOBOE
COCTOSIHHE,  COIPOBOXKJAMOIIEECS  TOBBINIEHHOW  pa3ApakuTenbHOCThI0.  OOWKEHHBIM W KpaifHe
HEYIOBIETBOPEHHBIM OCTACTCSI U IOTPEOUTETb.

3nanue u cobnrdenue npagus, yCManasIUBAIOUWUX HOPAOOK U 0YEPEOHOCHb 0OCIAYHCUBAHUA 20CHEll.
[Ipu oOcmykuBaHMKM TO MEHIO "a Jig KapT' MPEerMYIIECTBOM TOJB3YIOTCS JIMIA CTapIIero BO3pacTa IMepen
MJIQIITUMHU, KEHIIUHBI Mepe]l My>)KUnHaMU. Bo Bpemsi TOP)KECTBEHHBIX MEPOINPHUATHI MPEAIOYTCHUE BCETaa
OT/JaeTCs IOWIAPY.

Bornee ciiosxHBIM TIpECTaBISETCS BOTIPOC O TOM, C KOTO CJIeyeT HaYMHATh OOCITY)KUBaHUE TIPH IPOBEACHUT
CHCIMABHBIX MEPOIPHUATHI. B OCHOBHOM HEOOXOIMMO MPHUIACPKUBATHCS TPABHI, TPUBEIACHHBIX BEHIIIIC.
OnHakKo B YCIOBUSX AUTUIOMATHUECKUX TPUEMOB ATH MIPABUJIA B 3HAYUTEIBHOM CTEIICHN N3MEHSFOTCS.

[Ipu mpoBeneHMM CHENHMAIBHBIX MEPONPHUATHIA OOCTY)KMBaHHE BCETJa HAYMHAIOT C TIOYETHBIX TOCTEH,
HE3aBUCUMO OT TOTO, CHAAT OHM 32 OOIIUM OaHKETHBIM CTOJIOM HJIM 32 OTJACNBbHBIMH CTONHKamu. Clemyer
YUUTBIBATH U TO OOCTOSITENLCTBO, YTO HAa O(PUIMAIBEHBIX MTpHEMaxX M OaHKEeTax HEPEIKO MPHUCYTCTBYIOT YJICHBI
ceMel pPYKOBOISIIMX JHI. Eciam 3a CTOJIOM HaxomsTCs CYNpYrd MHHHCTPOB JBYX TOCYIAapCTB, TO
oOCITy’)KMBaHWE HAYMHAETCS HE C HHUX, a C MHHHCTPA-TOCTS M MHHHUCTpPA-XO35MHA. Takum o0pazom,
MPEUMYIIECTBO OT/IAETCS OOIIECTBEHHOMY OJIOKEHUIO FOCTS.

B pamkax cnernuanbHBIX MEpONPUATHA OPHUIIMAHT MOOUYEPETHO OOCITYKHUBAET BCEX IOCTEH, 3aHMMAIOIINX
MeECTa 3a CTOJIOM B MOPSAJKE OOIIECTBEHHOTO paHra: CHavyaua oOuispa, 3aTeM MOYETHOTO IOCTs, PYKOBOIUTENs
YUPEKACHUS, OTBETCTBEHHBIX NPEJCTABUTENICH, paOOTHUKOB YUpEkKACHUA. B 3TOM cirydae mpaBHII0, COTIIAaCHO
KOTOPOMY CHauasia 00CITy>KUBAIOTCS JKEHIIUHBL, @ YK 3aT€M MY>KYHHBI, HETPUMEHHUMO.

[Tpu mepenBMXeHUU OOCITY)KMBAIOIIETO IMEPCOHAa MO 3aly JCHCTBYIOT MpaBWIIa, CXOXKHE C TPaBUIAMHU
JIOPOXKHOTO JBW)KCHUS: TpPH BCTPEYHOM JBIDKCHHHM HWITH TI0 TIPAaBOW CTOpPOHE; OOTOHATH CJIeBa; HE
OCTaHABJIMBATHCS BHE3AIHO; M30eraTh HEHYXXHBIX JIBW)KCHHMH M T.A. IlpW cepBUpOBKE CTOJIOB, a TaKkXke B
IpoLIecCe HEMOCPEACTBEHHOro OOCIy)XKMBaHUSI TocTed o(QuUUaHT Bcerja JABMKeTcs Broepen. Pabora,
BEITIOJTHSIEMAsi UM C TIPAaBOM CTOPOHBI OT TOCTS, OOYCIIOBIMBAET Ui HEro HEOOXOIMMOCTH OOXOAWUTH CTOJ
cneBa. M waobopor, paboTa, BbIMOJHsIEMas O(UIMAHTOM C JIEBOM CTOPOHBI OT TOCTS, OOYCIOBIMBAET
HEO0O0XOIUMOCTH I HETO 00XO0IUTh CTOJI cripaBa (puc. 4.1).

Nelslslsisld

O O 0 O O

Puc. 4.1. Cxema nBu:keHust 0pMIMAHTA B Mpolecce 00CAyKUBAHUSA rocTeil

Cros ¢ mpaBo#i CTOPOHBI OT TOCTSI, OUIIMAHT BHITIOJIHSET CISAYIOIINE ICHCTBUS:
* pacKJIaapIBaeT MPUOOPHI, KOTOPBIC JOJDKHBI JICKATh CIIpaBa (JI0KKH, HOXKH);

* paccTaBiiseT U youpaet OOKabl, PIOMKH U T.1I.;

* M0J1aeT OYTHUIKH C AJIKOTOJIHHBIMH HATIUTKAMU,
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* pa3nuBaeT HAIUTKY;

* paccTaBJIIET TapEJIKU C CYIOM;

* IOJ]a€T WJIM HAJIMBAET ropsyne HanuTku (kode, yai, moKogag v T.1.);

* [I0J]a€T KapTy MEHIO;

* [I0J]a€T TapesKu ¢ Ta0AYHBIMU U3JIENUSIMU (HAapUMeEp, C PACKPBHITON MauKOW CUTaperT);

* yOupaeT co CToJia TAPEIIKH, YalllKH, IPUOOPbI, COYCHUIIBI, IOCYAY U3 CTEKJa, OYThUIKH, caadeTKu U Jp.

Cros ¢ n1eBoil CTOPOHBI OT rOCTS, OPUIIMAHT BHITOIHSIET CIAEAYIOIINE IeHCTBUS:

* pacKiaJpIBacT NpUOOPHI, KOTOPBIE JOJHKHBI JIEXKATh C JIEBOM CTOPOHBI (HanmpuMep, BUIIKH);

* pacKiaJpIBaeT Macyo, peajgaraeT rocTsIM BbUIOKEHHYIO Ha OJII0JI0 MHILLY;

* paccTaBJIIeT U yOHpaeT MUPOKKOBBIE U 3aKYCOUHBIE TAPEJIKH, CaTaTHUKH;

* [IpeJIaraeT rocTsAM HOIHOC JUIsl YOOPKH HEHYKHOM MOCYbI;

* [Ipe/JIaraeT CUrapeThl, KOTOPbIE TOCTh CaM JIOCTAET U3 MauKH U T.1.

3nanue u coér00eHue cneyuanbHBIX RPAGUI NPEONONHCEHUA U OMNYCKA PAZAUYHBIX 071100 U HARUMKOS.
[Ipennoceinkoil  KBaJM(UUHUPOBAHHOTO OOCTYKMBaHUSA TOCTEM Ha MNPEANPUATUAX NHUTaHUS SBISETCA
00CTOSITENIbHOE 3HAHUE CIIELIMATIBHBIX MPABUII IPEIIOKEHHS U OTIIYCKa Pa3IMYHbIX OJIt0/1 U HAIIUTKOB, a TAKXKE
TEXHUYECKUX HABBIKOB M IPUEMOB HX IT0JIAYH.

Ilpeonosicenue u nodaua xon100HbIX 3aKycoK. XO0JIOTHBIC 3aKYCKH CTIOCOOCTBYIOT BO30YKICHHIO alllIETUTA,
[I03TOMY OHH JI0JKHBI UMETh MPUBJIEKaTEIbHbIN BHEIHUM B, [To1aua X010 AHBIX 3aKyCOK OCYIIECTBIISIETCS B
CIEeAYIOUIEN MOCIIEI0BATEIbHOCTH:

1) ppiOHas ractpoHOMUS (MKpa, ppIOa, IIIIPOTHI);

2) pp1OHBIE 0J1FOa COOCTBEHHOTO MPOM3BOICTBA (PhI0a OTBapHas, 3aJIMBHAs, 1101 MAPUHAIOM U T.11.);

3) MsicHasi TaCTPOHOMHMS;

4) MsICHbIE 3aKyCKH COOCTBEHHOTO MPOU3BOJICTBA;

5) HaTypalbHbBIE OBOIIIH;

6) canaTel (peIOHBIE, MSICHBIC, OBOIIHBIC, SUYHBIC);

7) chIp.

Temneparypa rmojaBaeMbIX XOJIOAHBIX 3aKYCOK JOJKHA ObITh HE Bbllle 14 rpanycoB, HEKOTOPbIE IPOIYKThI
(cnmuBOYHOE Macio) JAOJDKHBI ObITh OXJaXJAeHHbIMU. OBOLIM B HATypaJbHOM BHJI€ MOKHO I[10/1aBaTh B
CaJIaTHUKAX C MMUIIEBHIM JIbJIOM.

XoJoAHbIE 3aKYCKH MOJAI0TCS Ha 3aKYCOUHBIX TapeiKax, €ClId OHM IpelHa3HaueHbl JJI1 MHAUBUAYaIbHON
MOJaYy, WM B METAUIMYECKUX U (hapPopoBbIX OIr0AaX KPYIJIOW M OBalIbHOM (POPMBI, €CIU OHHU IMOAAIOTCS
IpyIIe noceTuTenel, Ha 0aHKeTax U mprueMax.

Jlyig packia/ibIBaHUS 3aKyCOK B 3aBUCHUMOCTH OT HX BHJa IPUMEHSIOT JIOXKKY CTOJIOBYIO, JOXKKY JE€CEPTHYIO
WK BWIKY J1M00 TO U Apyroe. Mcnonp3yloT Takke crenuaibHble NPUOOpHI: JIOMATKH JJIsl PacKiIaIbIBaHUs
PBIOBI, KB, AIITETA, IPUOOPHI ISl CaIaToOB, IIMIILbI.

IIpeonoocenue u nodaua 2opsuux 3axycox. I'opsune 3aKycKu MOJAIOT MEpe] OCHOBHBIM OJIFOJIOM U, Kak
MpaBWJIO, B TOW CIELUAJIbHON MOCy/Ae, B KOTOPOM OHU MPUTrOTaBIMBAINCH (HMOPLUUOHHBIE CKOBOPOIKH,
KOKOTHUIIbI, KOKUJIbHUIIBI, TIOCY/1a U3 HKAPOIPOYHOIO CTEKIA)

IIpeonoocenue u nooaua cynos. Cynsl nofaroT mnocie 3akycok. Ilo temmneparype monmauu cymbl ObIBaIOT
ropsiune (74 °C) u xomoxnsie (7—14 °C). Cymbl, 3anpaBieHHBIE JTHE30HOM, JOKHBI UMETh TEMIIEPaTypy
noaauu 64 °C.

B 3aBUCHMOCTM OT TEXHOJOTHMU MPUTOTOBJIEHUS CYIbl JENATCS Ha CIEAYIOUIME BHJIBI: IpPO3pavyHbIe
(6ynmpoHBI), 3ampaBouHble (1M, OopIM), MIOPeoOpa3HbIe, MOJIOYHBIC, XOJIOTHBIC, (HPYKTOBO-AroaHbIe Bumg
CYIIOB OTPEJEIIeT NOCY1y U CIOCcOObI UX MOJIauH.

Cynbl 1o/at0T B Tapelikax, B OyJIbOHHBIX Yallkax, B cynHuile. [Ipu nonaye HEKOTOPHIX BUOB 3alIPaBOYHBIX
CYIOB, OOpILEH U CYITOB HAMOHAJIBHBIX KYXOHb HCIOJIB3YIOT OPLUOHHBIE TOPSIYME TOPLUIOUKH, B KOTOPBIX 3TH
CYIbl TOTOBUJIUCH.

IIpeonooicenue u nooaua emopuix 6;1100. ACCOPTUMEHT BTOPBIX OJIFO/, MpeIaraéMbIX KJIMEHTaM pecTopaHa,
pa3HOOOpa3eH Kak Mo HUCIOJIb3YeMOMY CBHIPBIO, TaK U MO crocoOy TerminoBoit 00padoTku. [locnenoBarenbHOCTD
UX MOJ[auu CJETYIOLIas:

1)priOHBIE;

2) MSICHBIE;

3)nTuia u 1udb;

4) OBOILIHBIE;

5) KpyInsiHbI€;
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6) sUYHbIE;

7) MOJIOYHBIE;

8) MyuHBIE.

Ecnu xakoe-n100 011010 OTCYTCTBYET, TO 3TO HE HAPYLIAET OYEPEIHOCTU UX MOIaUH.

Bropslie Gmmozia moaaroT B ropsiueM Buje npu temnepatype 65 °C, coycel kK HUM — 75 °C, 3aka3Hble Onrona
— 80—90 °C. UToObI COXpaHUTh TEMIIEPATYPy OIIOJ IPH OTITYCKE, TAPEIKH ISl TI0JIaYH CIIEAYeT MOI0TPeBaTh
no 40—45 °C.

Ilpeonoocenue u nooaua anKo2onbHuLIX Hanumkos. BKycoBble KauecTBa aJKOTOJIBHBIX HAIUTKOB
PacKpbIBAlOTCS MPU HMX YAAYHOM COuYeTaHUM C NoTpebiseMbiMu Omonamu. [losToMy HeoOXoquMO 3HAThH
OCHOBHbBIE IPUHIUIIBI COYETAEMOCTH HAIUTKOB C OJIF0/IaMu:

* K 3aKyCKaM PEKOMEHJIyeTCsl 110/1aBaTh KPENKUe CIIUPTHbIE HAIUTKU (BOJKY, HACTOMKH), a TaKXKe KpErKue
BUHA. K HEKOTOPBIM ropsYuM (COCHCKH, paku) U XOJIOJHBIM 3aKycKaM (CbIp, KpaObl) MOAAIOT MUBO;

* K TOpsiYUM OJTI0JIaM M3 CBETJIOro Msica (CBUHMHA, TEIATHHA, KypUIla) TIOJAI0T CBETIIbIE (OeNbie) CTOIOBBIC
CyXHe BUHA;

* K TOpsuuM OJroAaM M3 TEMHOro Mmsca (roBsiAMHA, OapaHuHA, AUYb, MSACO JUKHUX KUBOTHBIX, YTKa, T'YCb)
[I0/1al0T TEMHBIE (KpacHbIE) CTOJIOBbIE BUHA,

* K pbIOHBIM OJ0JaM MOJAIOT OeJble CTOJIOBBIE CyXUE€ BHHA, XapaKTepU3yeMble IOJIHOTOM,
rapMOHUYHOCTBIO, JIETKOCTHIO M CBEXKECTHIO BKYyCa, 00JIaatoline Majaoi SKCTPaKTUBHOCTHIO;

* K OBOIIHBIM OJIt0/1aM U 3€J€HH PEKOMEHIYIOT CTOJIOBbIE MOJycIaikie Oefble U KpacHble BUHA, UMEIOIINE
MPUATHYIO CBEXKECTh, HEXKHBIN BKYC, IIOHIKEHHYIO KHCIIOTHOCTD;

* K ClaJKkuM OyroaM M (QpyKTaM pEeKOMEHIYIOT IIaMIIaHCKOE U JlecepTHble BHHA. K CIMIIKOM ClajkuMm
OJr01aM He clieyeT MoaBaTh ClIaJJKue BUHA;

* eciu 011010 TOTOBUTCS B BUHE, TO UMEHHO C TUM COPTOM BHHA €r0 HaJl0 0JjaBaTh;

* MECTHbIE 011012 XOPOLIO JIOTOIHSIIOTCS MECTHBIMU BUHAMU;

* BUHOM HU B KOEM CJIydae He CJIelyeT 3alMBaTh CalaThl C MPUIPABOM HAa YKCYCHOM OCHOBE, MSCO O]
coycoM "kappu" u ciajakue 0ro/1a Ha HIOKOJIQAHOM OCHOBE, MMOCKOJIbKY 3TH BKYCHI AUCTaPMOHUPYIOT MM JJaXKe
MOAABJIAIOT JIPYT OPYTa;

* K 4yepHOMY Ko(e MmojaroT KOHbSK WU juKep. KOHbSK Takke XOpPOIIO COYETaeTCsl C JIUMOHOM, Yaem,
pykramu;

* pu OOJIBIIOM aCCOPTUMEHTE BHH, IOJABAEMBIX K CTOJy, MapOYHble BHHA CJeIyeT IO0JaBaTh IOCIIE
OpIVHAPHBIX, CIAJKUE JECepTHbIE U JIMKEPHbIE IOCIE CYXUX M MOJYCIAJKUX, KpEIUIEHble BHHA IOCIE
c1a00aIKOTOJILHBIX, KPACHBIE TIOCIIE ONBIX.

BkycoBble U apoMaTHyeckue BELIECTBa HAIUTKOB MPHOOpeTaroT HauboJiee BBIPAKEHHBIM XapakTep IMpU
OTITYCKE UX B CTEKJSIHHOW MOCYJIe COOTBETCTBYIOIIUX (GOPMBI, EMKOCTH U 1BeTa (Tadim. 4.1). EMkocTh mocysl
3aBUCHUT OT KPENOCTH HAJIWTKA: YeM OH Kpemde, TeM MEHbIIE JI0JKHa ObITh €MKOCThb. Besd BHHHas mocyia
JOJIKHA OBITH U3 OECI[BETHOIO CTEKJIa, YTOOBI FOCTh MOT OLIEHUTH LIBET U MPO3PAYHOCTh BUHA.

Tabnuua 4.1
Ilocyna st noga4ym HANMTKOB
Hammrox Bun nenonezyemoit nocyasl EmKocTb (M)
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Jluxep Promka 25
Konbsik Promka Tuna "Tronbnan" 35
Boaka, ropekue HacCTOMKH, Promxka 50
HaJIUBKU

Kpermensie u geceptHeie|  Promka manepHas 75

BHUHA

benble cyxue u momycyxue| Promka pelinBeitHas 100
BHUHA

KpacHoe cronoBoe BUHO Promka nadurtnas 125
[Iammanckoe wu wurpuctele|  bokansl 125-150
BHUHA

[TuBo [InBHBIE KPYXKKH 250-500
Bucku co apgom, comoBas, CrakaHbl UWIMHAPUYECKUE HIIH 300
IIYHII CO JIbJAOM KOHYCHBIE C YTOJIIIEHHBIM JHOM

PCIHaIOHlI/IM YCIIOBUEM JIA HanOoJiee MOJIHOTO BBISIBICHHUS BKYCOBBIX Kai€CTB QJIKOT'OJIbHBIX HAIIMTKOB
SIBJISIETCST COOMIOZICHUE OTPEACIICHHON TeMIIepaTyphl IpH UX nojade. B Tabnuie 4.2 nmpuBenaeHa TemiiepaTypa,

PEKOMCHAYEMA ITPpH IOJa4Y€C pa3HbIX HAIIUTKOB.

Tabnura 4.2

Temmneparypa nojgayu HanUTKOB

Hammrox Temmnepatypa nmogauu (C)
Bonka, BuCKH, TKUH 4-6
['opbkue HaCTOMKH, JIMKEPBI BCEX HAUMEHOBAHUM 10-15
@paHIy3CKUI KOHBSK 18-19
beinble cTosI0BBIE BUHA 8-12
KpacHsble cTosi0BBIE BUHA 16-18, 3umoii 20
JlecepTHbIE BUHA, BEPMYThI 13-16
Urpucteie BuHa 6-8
Cyxoe 1 Mmoycyxoe mamMIaHcKoe 8-10
Crnankoe u MyCKaTHOE IIaMIIaHCKOe 14-16
[InBO cBETIIBIX COPTOB 8-10

[InBO TeMHBIX COPTOB 10-12
AJKOT0JIBHBIE KOKTEWIN 4-5

HpI/I MpEATOKCHNHU AJIKOTOJIbHBIX HAITUTKOB H€O6XOI[I/IMO YUYUTBIBATE U BpEMA IoJia. B JKapKUC OHHU CICAYET
PEKOMCHIOBATH Oemble CyXHU€ BHHA, O6J'IaI[aIOHII/I€ OCBCXKAOIUM BKYCOM, 3UMOM — KpaCHBbIC CTOJIOBBIC

KPCIIKHME BUHA, KOHBAKH.

[Ipy nopade anKOTrOJBHBIX HAIMWTKOB CIEAYET NOMHUTBH, YTO HANUTKHU JUIS TPYNIbl FOCTEH NOJAKOT B
OyTBLIKE, [UIsl OJHOTO TrocTss — B TIpaduHE COOTBETCTBYIOIIEH €MKOCTH. Jljis Toro urtoObl OBLIO JIETKO

pasnuBaTh, rpaduH caeAyeT HAMOJIHATh Ha 3/4 oObeMa.

[Ipexx e ueM mocTaBUTh OYTHUIKY € 3aKa3aHHBIM HAIIUTKOM Ha CTOJI, O(QULIMAHT JOJIKEH NOKa3aTh €€ TOCTIO.

Jly1g 3TOTO HEOOXOAUMO, YTOOBI OyThIIKA ObliIa 0OpaIieHa 3TUKETKON K TOCTIO, YTO MO3BOJIUT €My YOETUTHCS B
MPaBUJIBHOCTH BBIMOJHEHMs 3aka3a. OTKpbIBaTh OYTBUIKY MOKHO TOJIBKO B IPUCYTCTBUM M C pa3pelICHUs
rOCTSL.

[Tocne mokaza OyTBHUIKM M €€ OTKPBITUS O(UIMAHT HAJMBAET IOCTIO MPOOHBIN TioToK. [logHsB proMKy
(Ookan) mpoTHUB CBETa, rOCTh MMEET BO3MOXHOCTh IPOBEPHUTH LIBET U Mpo3padyHOCTh BUHA. [lo apomary oH
onpezenser ero Oyker. [loayduB cornacue, opUIMAaHT HAOJHSAET PIOMKHU (OOKaJIbl) BCEX MPUCYTCTBYIOIIUX 32
CTOJIOM TOCTEll U MocjieIHUM — PIOMKY (Ookai) xo3siuHa 3actosbs. [Ipu oOciykuBaHUM OOJBIION TPYMIIbI
roctel NpoOHBIN II0TOK X035IMHY (OpraHu3aTopy) HE HAJIMBAIOT.

B Bonmounble, MasiepHble U peHHBEWHBIE PIOMKM HAaIUTOK HE JOJMBAIOT Ha mnoJicaHtumerpa. Jlapurhbie
PIOMKH U OOKaJIbI JIJIs IIaMIAHCKOTO 3aI0JIHAIOT Ha 2/3, QyKepbl — HAINOJIOBUHY.
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OdunmanT BHOBH HAMOJHSET TOJHKO MOJHOCTHIO OCBOOOIMBIIHMECS PIOMKH, OOKaibl, Qyxepsl. s Toro
YTOOBI JOJUTH HEBBIUTHIN JJO KOHIIA HAITUTOK, HEOOXOAMMO IPEXkKE MOTYUYUTh HA 3TO COTJIACHUE TOCTS.

Ilpeonoocenue u nooaua 6e3anko2onbHbIX Hanumkos. MuHepanbHass BOoJa W Tra3UMpOBaHHbIE
0€3aJIKOT0JIbHbIE HAITUTKHU JIOJKHBI OBITH OXJIaXIeHbl 10 4—6°C, Tak Kak Npu 3TOM OHU MpHOOpeTaoT OoJee
NPUATHBIA BKYC W JIy4IIE€ YTOJISIOT JKaXIy. ByTBUTKM ¢ HamuTkaMu OQHUIMAHT MPUHOCHT B PyKE WIH Ha
MOJHOCE U OTKPBIBACT TOJIbKO B NPHUCYTCTBUU rocTs. I[lomyuuB pasperieHue rocrts, HalIWTOK HAJIMBAIOT B
¢yxep 10 MOJOBUHBI WK Ha 1/3.

OxutaxICHHYIO BOJIY CO JIBJIOM TIOJAf0T B KYBIIMHAX WX T'paduHax, P UHANBUIYAITBHOM OOCITY)KUBaHUU
— B CTaKaHe KOHMYECKOW MM LIUIUHAPUIECKONH (HOPMBI.

Coku, KBac, MOpC, MPOXJIAJUTENbHbIE HAIUTKU COOCTBEHHOTO IPOM3BOJICTBA IMOJAIOT B KYBIIMHAX,
HaJIMBAIOT B KOHMYECKHUE CTaKaHbl UM Qyxepbl. K TOMaTHOMY M OBOILIHBIM COKaM I0/AlOT OTHAEIBHO COJIb U
YEpHBIU ITepeL.

IIpeonooicenue u nooaua eopavux nanumkos. I'opsiune HanuTKH (4aid, Kode, Kakao, MIOKOJIA) OKa3bIBAIOT
TOHU3UPYIOLIEe BO3JCHCTBUE HA OpPraHM3M 4YeJOBEKa, MOBBIIIAIOT ero paboTocrnocobHocTh. MxX moparoT Ha
3aBTpak, obOen, yxuH. ChnenuanbHOe OOCTY)KMBAaHHE TaKKe 3aKaHYMBACTCS 4YaIlIKOW Kode WIH darlo.
Temneparypa nojauu ropsuux HanutkoB — 75 °C.

Yait pexomenayercs mnojaBath B ¢GaphopoBOM YalHUKE. ITO TO3BOJISIET JIydIlleé COXPAaHUTh apoMar u
TeMIepaTypy HanmuTKa. MOKHO 0/IaBaTh Yail B YallkaxX WM YalHBIX CTaKaHaX C IMOJACTaKaHHHUKAMH.

[Tomaua xode 3aBucut OT ciocoda npurotosieHus. Kode uepHblil MOKHO TOTOBUTH B KO(PEHHUKE 110 YUCTY
yKa3aHHbIX nopuuil. s coxpaHeHHs] TeMIEepaTypbl €ro cieayeT NepeHOCUTh B KOpelHUKe U pa3iuBaTh Ha
MOICOOHOM CTOJIE WJIM HETOCPEICTBEHHO rocTsM B yamku. KodeiHuk ¢ octaBmuMes koe CTaBsAT Ha CTOJ C
npaBoil cropoHsl rocts. Kode moxxHo momaBath B yamkax ¢ Omoaumamu. Ilpu sTomM oduIumaHT K rocTio
MOAXOJIUT CIPaBa U CTaBUT MEPEJ] HUM YalllKy C OIIOALIEM.

[Ipu nomade kode ¢ MOJIOKOM WIM CIMBKAMU PEKOMEHYETCS IMOJIb30BaThCS KOPEHHUKAMHU, B KOTOPBIX
oAa0T Ko(e, 1 MOJIOUHMKAMU WK cIMBOYHUKaMU. Caxap MoJJaloT Ha pO3€TKE WM B CaXapHHUIIE.

3unanue ocnoenbix npasun cepeupoexku cmonaa. Cnoso "cepBupoBka" B nepeBoje ¢ ¢ppaniry3ckoro "servier"
03HA4aeT, C OJHOM CTOPOHBI, MOATOTOBKY CTOJa K MpUEMY MHIIM, TO €CTh pPACCTAaHOBKY IOCYIbl B
ONPEJICICHHOM MOPSAJKE, a C JAPYroil CTOPOHBI, COBOKYIMHOCTb HpeIMeTOB (HOCYybl, IpUOOPOB, CTOJIOBOTO
0enbsl), NpeJHa3HAYECHHBIX I STOM LIEH.

CepBHupoBKa CTOJa — MPOLECC TBOPUECKHH, OTIMYAIONIUNCS MHOTOBAPUAHTHOCTHIO W 3aBHUCSIIHA OT
1esoro psiga paxTopos:

* BpEMEHU NPUHSATHUS TTUIIIH;

* aCCOPTHUMEHTA OJII0/], UMEIOIIUXCS B MEHIO U CII0c00a UX MPUTOTOBIICHHUS;

* KATETrOPHUH NPEANPHUSITHS TUTAHUS;

* METOJ0B 00CITYKUBAHUS;

* BUJIOB CEpBHCaA U APYrux (pakTopos.

[Ipu ucnonb30BaHUM MPEIMETOB CEPBUPOBKU HEOOXOAUMO COONIOAATH OINpE/IEIeHHbIE IPaBuiia, B 00LIEM
CBOJSILIMECS K TOMY, YTO MCIOJIb3yeMbI€ CTOJIOBas MOCYyJa U MPUOOPHI JOJDKHBI OBITH BCErJa HA4YMILIEHBI JI0
O5ecka M KaXKJblil 3JE€MEHT CEpBUPOBKHM JIOJDKEH HMETh Ha CToJie cBoe MecTo. HaunHaioT cepBUPOBKY C
paccTaHoBKM mocysl U3 papdopa, 3aTeM packiaablBalOT NpUOOPHI, CTABAT MOCYAY M3 CTEKJIa WM XpYyCTajs.
3aBepiuaeTcsl CepBUPOBKA pa3MelIeHHEeM callpeTOK, MOCIe Yero Ha CTOJblI CTAaBST MPHOOPHI CO CIEUUAMU U
Ba3bl ¢ uBeTaMu. OpUEHTUPOM B paclpeieseHuu MPEeIMETOB CEPBUPOBKU CIYXaT CKJIaJKU Ha CKaTEPTH WU
PacIoyIoKeHNEe Kpeces, KOTOphIe OOBIYHO CTaBAT MO KOJIMYECTBY TOCTel ¢ mHTepBajioMm He meHee 30 cm. s
TOT0 YTOOBI TOCTH YYBCTBOBAJIM ce0s1 yIOOHO M oUIIMaHTaM ObUIO JIETKO MX OOCIIY’KUBaTh, Ha KaXKJJ0€ MECTO
MIPU CEPBHPOBKE CTOJA B 3alie mpeaycmaTpuBator 60—70 cM mpu nmoBcenHneBHOM oocmyxkuBanuu u 80-100 cm
pHu 00CITy)KUBaHUM OaHKETOB.

B camom o0miem maHe pa3ianyaroT JBa BUAa CEPBUPOBKU: MPEIBAPUTENBHYIO U UCIIOTHUTEIBCKYIO.

lIpeosapumenvnyto cepeuposky cmona BBIOJHAIOT B IPOLECCe MOArOTOBKM 3ajla pecTopaHa K
oOciyxuBaHuio. OHa BKIIOYAET MUHUMAJIbHOE KOJIMYECTBO MPEAMETOB, KOTOPbIE MOT'YT OBITh MCIOJIb30BaHbI
MIPH BBHITIOJTHEHUH 3aKa3a.

Hcnonnumenvckas cepeuposka cmoia — CEpBUPOBKA, KOTOPYIO MIPOU3BOAT 110 3apaHee U3BECTHOMY MEHIO
3aKa3a, OOBIYHO NP 0OCTYKUBAHUU OAHKETOB U IPYTUX MEPOIPUSITHH.

[IpenBaputenbHas cepBUpPOBKa CTOJIa JUIs 3aBTpaka IpearoJiaraeT Haluuue IHUPOKKOBOM TapenkH,
3aKyCOUYHOTO MpuOopa, yaitHOW JIOKKH, Pyxepa, canderku. B 3aBUCHMOCTH OT IpeaiiaraeMoro MEHIO MOKET

61



OBITH €Ile HOX JUIA Maclia M 3aKycouHas Tapeika. Takas cepBHpOBKa BKIIOYACT MHHHMAIBHBIA HAOO0D
npeameToB (puc. 4.2).

—®

® |||9

Puc. 4.2. CepBupoBKa cT0J1a IUIsl 3aBTpaKa

[IpenBaputenbHas CepBUpPOBKA CTOJIOB B JHEBHOE BpEMs BKIIOYAET IHMPOKKOBYHO TapeliKy, CTOJIOBBIN
puodop, dpyxep, canderky.

Bo Bpemst o0ena 1mo MeHIO 3aKa3HBIX OJIOJ CEPBHPOBKA BKIIOYAET IMHPOKKOBYIO, 3aKyCOUHYIO TapelKu,
3aKyCOYHBIN M CTOJIOBBIN MpUOOPLI, Qpyxep, canderky (puc. 4.3).

Pr———
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Puc. 4.3. CepBupoBka 00eJeHHOI'0 CTOJ1a

I

g obcnyKuBaHUSI B BEUEpPHEE BpEMs [0 MEHIO 3aKa3HbIX OO JIOMOJHHUTEIBHO MOJY4aroT MOCYyAy U
npuOopsl. CTOJIBI IPEABAPUTEIBLHO CEPBUPYIOT MUPOKKOBBIMU M 3aKYCOUYHBIMU TapeJKaMH, YCTaHOBJICHHBIMU
Ha MEJIKHE CTOJIOBbIE, 3aKyCOYHBIMU M CTOJOBBIMU mpubopamu (0e3 Joxku), caiderkamu, ¢yxepami,
puOOpaMH ISl CTIEIMi, Ba30YKaMHu ¢ IBeTamu (puc. 4.4).

O &

Puc. 4.4. CepBupoBKa cT0J1a I Y’)KMHA

[Tpu cepBHPOBKE 3aKyCOYHBIE W CTOJOBBIC TAPEIKH PACCTABIISFOTCS HA CTOJIE HA PACCTOSHHH 2 CM OT €ro
Kpas (HampoTHB LIEHTpa Kaxa0ro kpecna). CiaeBa OT 3aKyCOUHBIX WJIM MEJIKUX CTOJIOBBIX Ha paccTossHuu 5—10
CM CTaBAT IMHUPOIKKOBBIC TAPCJIKH, IIPU 3TOM HX HCHTP AOJDKCH HAXOJIUTHCA Ha O}IHOfI ymHun. Te CTOJIOBBIE
npuOOpPHI, KOTOPBIE TPUHSATO YKJIAIBIBATH C MPABOH CTOPOHBI TapeiKH, PACHOJaraioT B HAIpPABICHUU CIeBa
HaIpaBo, NpUOOPBI, KOTOPbIE MPHUHITO YKJIa/IbIBaTh C JIEBOW CTOPOHBI TapeiKd, pa3MellaloT B HalpaBICHUU
crnpaBa HajeBo. ['ocTs OepeT npubopsl B 00paTHOM HOPSIKE.

HpI/I paCCTaHOBKE IOCYAbI M3 CTCKJIAa OJWH H3 MPCAMCTOB BCCrJa CTAaBAT Yy KOHYMKA HOXKa CTOJOBOI'O
npubopa. B Tex ciydasx, korja mpenycMaTpUBAaeTCsl CEPBUPOBKA HECKOJBKUMH IpEJIMETaMU U3 CTEKIIa
(pyxep, prOMKH pa3HBIX €MKOCTEH), PacloJIOKEHHE KaXKIOTO W3 HUX OIPEACISIETCS TMOCIEeI0BATEIIEHOCTHIO
Imogauyu 6.]'[}0)1 W HanuTkoB. U JIIsL rocred u JIIs O(bI/IHI/IaHTOB YJIO6HO, KorJa prOMKHU JJI1 HAITUTKOB, ITOJJAHHBIX
K 3aKYyCKE€, CTOAT BIICPCIU, a PIOMKHU, CTAKaHbI, IPECAHASHAYCHHBIC JJI4 UCITI0JIb30BaHMA BO BpEMs ACCEPTA, — 34
HAUMHU. Dyxepsl M PIOMKHM MOTYT YCTaHaBIMBATHCS IO JUAroHaid. Jlomyckaercs Takke pa3sMEIlEHHE HX
TPEYrOJIbHUKOM.

B pesynbpTaTe M0oXHO cPOopMyIHpPOBATH CISAYIONIUE OOIIHE MPaBHIIA;

* OCHOBHOM €MKOCTBIO SIBIISIETCS PIOMKa, KOTOpasa npe€aHasHadycHa AJid HalluTKa, IoaaBacMoro Ko BTOpoMy
omrony;

* HE CIIE/IyeT CEpBUPOBATH CTOJI OOJIee YeM TpeMsl IPEIMETaMH U3 CTEKIIA;

* IIpH T10/1a4€ HAMMMTKOB, 3aKAa3aHHBIX JIOTIOJHUTEIBHO, O(DUIIMAHT TIOIAE€T K HUM JIpyrUe PIOMKH, QyKepsl U
T.1. (puc. 4.5).
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Puc. 4.5. BapuaHThI cepBHPOBKH €T0JIa CTEKJISHHOIN NMOCYA0H A1 HAMUTKOB (00Kaabl, (pysKepbl, CTAKAHBI, PIOMKH): @ —
NPH NOPUMOHHOM 00cayxuBaHuu: 1 — ¢yskep A NuUBa, 2 — PIOMKa /I KOHbAKA; 6 — NpH noaave odena u3 aAsyx Omroa: 1
— 0okaJ 1Jis1 HANMTKA KO BTOpoMY 0Jr01y, 2 — 00KaJ /sl AecepTHOro0 BHHA; ¢ — MNpH moaave odega u3 rtpex Omrox: 1 —
({ysxep 151 HANMTKA K pbIOHOMY 01101y, 2 — dyKep A1 HANMTKA KO BTOPOMY MsAACHOMY 0.0y, 3 — ¢y:kep A5 JeCePTHOr0
BHUHA; 2 — BAPHAHT CEPBUPOBKH CTOJIA CTEKJISIHHOI MOCY0# 1151 00exa u3 Tpex 0101,

OcHOBHBIE TpaBWJIa CEPBUPOBKH CTOJIOB HE SIBJISIOTCS YEM-TO He3bIONeMbIM. Kaxiplid oQuIMaHT,
PYKOBOJICTBYSICh MMM, MOYKET IMPOSBUTH TBOPUYECKUM MOAXOJ K PEIICHHIO BOMPOCAa U TPEAJIOXKHTH CBOH
BApUAHT PACIOJIOXKEHHUSI CTOJIOBBIX MPHOOPOB M mocyabl. OgHaKo OH JOJDKEH ObITh 1elecooOpa3sHbIM U
co3/1aBaTh MaKCHUMaJIbHbIE YA00CTBA /1J1s TOCTE.

4.3. O0cayxuBaHue B TOCTHHHYHBIX HOMepax

[Tonste "oOcnyxuBaHHME B HOMepax" Kakoe-TO BpeMsl YNOTPeOIsUIoCh IO OTHOIIEHHIO KO BCSIKOMY
00CIyKMBaHUIO FOCTEBbIX KOMHAT OTeNsl. B HacTosiiee BpeMs OHO HCIOJIb3YeTCsl B 00Jiee Y3KOM CMBICIIE —
mojavya eIsl M HAMUTKOB B HoMepa. JKemas KOHKPETH3UpPOBATH 3TOT BHUJA OOCITYKHBAHHS, OTACIHHBIC
TOCTUHULIBI UCHIOJIb3YIOT U TaKUE MOHATHS, Kak "3aBTpak B HoMepe", "06en B HoMmepe", "y)KuH B HOMepe".

OO0cnyxuBaHW€e B TOCTHHUYHBIX HOMEpax TpeOyeT 0co00# moAroToBKH mepcoHana. OHO CBSI3aHO HE TOJIBKO
C BBIIOJHEHUEM IOXEJIaHUW rocTel, CepBUPOBKOI CTOJA, MOCIEN0OBATEIbHOCTHIO MOJAUM OJF0/, TEXHUKOU
oOCITy’>)KNBaHUs, HO U C TPaBUJIaMH MTOBEICHHS IIEpCOHaIa B HOMEpE.

KimeHThl TOCTHHHUIT IeNaloT 3aKa3bl MO Tele()OHY HETOCPEICTBEHHO METPAOTEINI0, a TaKKe TOPHHYHBIM,
MOIICP>)KUBAOIIM C METPAOTENIEM MOCTOSHHYIO CBsI3b. B KpPYITHBIX TOCTHHHIAX 3aKa3bl MOYKET NPUHUMATh
JEKYPHBIN WK cTapuInil 0UIIHaHT.

[lpu mpuHATHM 3aka3a B 00s3aTENBHOM TOPSAKE HEOOXOAWMO Yy4YeCcTh W 3a(MKCHPOBATH CIIEIYIOIINE
TaHHBIC:

1) HOMep KOMHATEHI, B KOTOPYIO CJIeIyeT OIaTh 3aBTPaK, 00e]] il Y)KUH;

2) KOJIMYECTBO OOCITYyKUBa€MbIX TOCTEH;

3) nonpoOHOE HAMMEHOBAHHUE U KOJIMYECTBO 3aKa3aHHBIX OJII0[], 3aKYCOK, HAIIUTKOB;

4) BpeMs noJlauM 3aKasa.

[IpunsB 3aka3, METPIOTENb MEPEJACT €ro HEIMOCPEACTBEHHBIM HCIIOJHUTENSAM: O(uImanTy, pabOTHUKaM
KyXHH.

Jnst oOCcmykKMBaHUS B TOCTHHUYHBIX HOMEpaxX HCIIOJB3YeTCsl CIICUAbHAS CTOJIOBAs MOCyna W TMPUOOPHI
(MeTainueckne TIIyOOKHE Onroja ¢ KpBIMIKAMU, METaIMYecKne KO(MEWHWKH, YalWHWUKH, CIMBOYHUKH,
pa3Nu4HbIe TOJCTaBKH, MPHOOPHI U 00OPYAOBaHUE ISl TOJOTPEBA M TOJIEPKAHHS TEMIEpaTyphl TOPIINX
OO M HANMMTKOB HEMOCPEJCTBEHHO B HOMEpE), MOJHOCHI MPSIMOYrOJbHON (POPMBI, CEPBHCHBIC TEIECKKU
Pa3IMYHBIX KOHCTPYKIIUH, JIETKHE CKIIaIHbIE TIOPTATHBHBIE CTOJIBL.

CymiecTBYIOT CrieliMaIbHbIC MTpaBHUiIa 00CTY)KUBaHUS TOCTEH B HOMEPAX:

1. 3aka3 (3aBTpak, o0e/, YKUH) TOJDKEH MOAaBaThCA MO0 Ha TMOJIHOCE, JTMO0 Ha MepeIBUKHON CEPBUCHON
TEeJeKKe UM CToJuKe. B ciydae ucnoiab3oBaHus noHOCa O(pUIIMAHT JA0KEH HECTH €ro B JIeBOM pyke. [IpaBast
pyKa JI0JDKHA OCTaBaThCs CBOOOIAHO, UTOOBI OTKPHITh WIIM 3aKPHITh IBEPb, IEPECTABUTH KaKOH-THOO0 MpeaMeT
Ha mogHOce | T.1. [Ipu NBWKEHHWH MO KOPUIOPY WM TEepexojaM IOJHOC JepKaT y Iuieda W TOJBKO Tepes
BXOJIOM B HOMEp €ro OMyCKaIoT Ha YPOBEHb I'PY/IH.
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2. B HOMep HE0OX0IMMO MpeABaPUTEIBHO OCTYYaTh U BOMTH MOCIIE TOTYyYEHUS pa3peLICHUsL.

3. CnenyeT mo310poBaThCs C TOCTEM (TOCTAMU).

4. Ecnu rocth coOupaercs 3aBTpakaTh B KpOBaTH, MOJHOC €My HEOOX0JAUMO MoJaTh co cTopoHbl. Eciau B
KpOBATH 3aBTPAKAlOT JIBa YEJIOBEKa, I KaXKJ0ro MOAAI0T OTAEIbHBINA MOJIHOC.

5. Ilpu cepBupoBKe 3aKa3a (3aBTpaka, oOena, yKHHA) Ui OJTHOIO YeJIOBEKa BCE CTABUTCS Ha MOJHOCE B
TaKOM K€ MOPSIJIKE, KaK Ha CTOJIE B PECTOPAHE.

6. Eciii rocte cobmpaercs Kymiath 3a CTOJIOM B HOMEpE WM Ha OaJKOHE, TO CTOJ CIEAYyeT 3aCTEIUTh
ckaTepThio. [1oJHOC MOKHO MOCTAaBUTH HA CTOJI WJIM MEPECTABUTH BCE € IIOJIHOCA HA CTOJL.

7. B HOMmepe oduLMaHT HE NOJDKEH 3aJep>KUBAThCS J0Jiblle, 4eM Tpedyercs. PasroBapuBarh ¢ rocrem
MOXHO TOJILKO B TOM cllydae, €Clid OH O 4eM-HUOYyIb CIpOCUT caM. B 1r000¥ cuTyanuu oQUIIMaHT J0JDKEH
coOII0AaTh JENUKATHOCTb.

4.4. YcinoBusi IUTAHUA U METOAbI 00CIy’KMBAHUSA

[Ipu opranuzanuu oOCayKMBaHUS B pecTopaHax (kade) rOCTUHUYHBIX KOMIUIEKCOB OOBIYHO MPEJIararoTcs
CJIEYIOIHE YCTIOBUS TUTAHUS:

1) moJiHBIM MaHCHOH, TO €CTh TPEXPa30BOE NUTAHUE (3aBTpakK, oben u yxuH) — Full Board (FB);

2) MOJIyMaHCHUOH, TO €CTh JIByXpa30Bo€ NUTaHue (3aBTpak mitoc o0ea unu yxuH) — Half-Board (HB);

3) ToNBKO 3aBTPaK, TO €CTh 0fHOpa3oBoe nutanue — Bed and Breakfast (BB).

OcoOble ycioBHSI NMUTAHUS CO3JAIOTCSI B OTENSIX, pabOTAlOUIMX B CUCTEME KIyOHOTO OTHAbIXa (Kpome
TPEXpa30BOro MUTaHUs, B TEYEHHE BCETro JHA Mpeasaraercs 00bloil BEIOOP OECIIaTHBIX 3aKYCOK, aIKOTOIb-
HBIX ¥ UHbIX HanuTKOB) — All inclusive (Bce BKIIIOUYEHO B CTOMMOCTB).

Bo Bcex rocrunHunax ocoboe BHHMMaHUE YAeNseTcs cepBHUCY 3aBTpakoB. C 3aBTpaka HauMHaeTcs JCHb
rocTel, U OT €ro OpraHu3alli BO MHOTOM 3aBUCHT, OyJIE€T JIU HayaJlo JHS JUIsl TOCTEH XOPOIIUM MM IIOXUM.
B otnuune ot obena U yxuHa, Ha 3aBTPaK IPUXOJAT MPAKTUYECKH BCE TOCTH, MPOXKUBAIOLINE B rocTUHULE. B
9TOU CBA3M HEOOXOAMMO YAENATh BHUMAHUE CIIEYIOIIUM MOMEHTaM:

* IOMEIIEHNE, B KOTOPOM OPraHU3yeTCs 3aBTPAK, JOJKHO ObITh YUCTHIM U XOPOILIO MPOBETPEHHBIM;

* HECMOTpPS Ha paHHEe BpeMs (3aBTpaK MOXKET HAuMHATHCS yxke ¢ 6.00 4acoB) COTPYIHUKH JTOJDKHBI OBITH
O0PbIMU U MPOSIBIISITh AKTUBHOCTH;

* TOJDKEH OBbITh o0OecrieueH OecriepeOOoMHBIN MpoIiecc 00CTyKUBaHUS.

PaznuuaroT cnenyooniue euovt 3a6mpaxos.

1. Konmunenmanouwiti 3aémpax. Ha3BaHue nmpoucxoauT U3 aHIIMMCKOro si3bika (continental breakfast) u
ONMCHIBAET 3aBTPAK, MPUHSATHIN HAa €BPONEHCKOM KOHTHHEHTE YK€ MHOTHE AecaTuiieTus. B HacTosiee BpeMs
HE SBJSETCS E€JUHCTBEHHBIM BHJOM 3aBTpaKa, MHCIIOJb3YyeMbIM B TOCTHHHIAX PAa3HBIX CTpaH.
KonTrHeHTaIBHBINA 3aBTpaK BKIIOYAET: KO(e, yail uiu ropsiauid MOKOJaJ, caxap, CIMBKH (MOJIOKO), JIUMOH,
7IBa BUJa OBUJIA, JPKEMa UM Mejl, BBIOOp xJ1e000yI0uHbIX U3ienuil, macio. I1o BockpeceHbsIM TOMOTHSAETCS
X0JIOIHBIM silioM. Bo MHorux crpanax EBpomnbl KOHTMHEHTaJbHBIA 3aBTPAaK BXOJWUT B LIEHY pa3MELICHUS B
TOCTUHULIE.

2. Pacwupennoiti 3a6mpax. DTOT BHJ 3aBTpaKa MOJydWJl pacnpocTtpaneHue B EBpome ¢ cepemaunbl 60-x
rojioB. B 1omonHeHHe K KOHTMHEHTAJIbHOMY 3aBTPAaKy TIOCTSIM IPEIUIararoTcs: COKHU (areinbCHHOBBIM,
rperndpyToBbIi, TOMAaTHBIN), 01010 C HAPE3aHHOW BETUYMHOM, CHIPOM M KOJIOAcOM, Oto/1a U3 SUll, HOTYPTHI,
TBOPOI, Ccyxue XJomnbsi. Bo BpeMs 3aBTpaka daile BCero opraHu3oBaH Oy(eTHbIN cepBUC WM O(ULUAHT
MPUHOCUT OJI0JI0 C MSICHOW Hape3KO#, packiaabIBaeT IO TapelikaM M OcTaBiseT Oirof0 Ha croiie. bioaa us
SIULL IPUTOTABJIMBAIOTCS 110 MHAWBUIYaJIbHBIM 3aKa3aM.

3. Auenutickuii 3aé6mpax. B KIIacCHY€CKOM BapuaHTE aHIVIMMCKUI 3aBTPaK HAYMHAETCS C YTPEHHErO 4asi WIH
Kode (BO3MOXKHO TOPSYEro IIOKOJIana), MpuHECEHHOro B HoMep. OH TakkKe BKIIOYACT caxap, OYyJIOdYHBIS
W3NS, TOCTBI, Maciio, JDKEM, Mell, BapeHbe. JTOT Tak Ha3biBaeMbld "short breakfast" (kopoTkwuii 3aBTpak)
MOXET JIOTIOJIHATHCS OJF0/IaMU U3 AWl (IMYHUIICH ¢ BETYMHOMN WIIM OEKOHOM, SIMIIaMu, )KapeHHBIMHU Ha XJieoe,
OMJIETOM C BETYMHOM WJIM IIAMIIMHBOHAMU W JIp.), pbIOHBIMM Oitofgamu, OIrOAaMHM M3 3JIaKOBBIX (OBCSHOM
Kalled Wik CyloM Ha MOJIOKE WJIM Ha BOJIE C caXxapoM JIMOO COJbI0). AHIVIMICKUI 3aBTpaK CEPBUPYETCS TAKUM
e 00pa3oM, KaKk M pacIIMpeHHbIN 3aBTpak. Eciu rocts BMecTo 0101 U3 UL 3aKa3bIBaeT ppIOHOE OJII0I0 MU
OBCSIHYIO Kallly, TO JONOJHUTEIBHO CEPBUPYETCS MPUOOP AJIst PHIOBI MIIM CTOJIOBAS JIOXKKA.

4. Amepukancxuti 3asempak. Ilpu amepuKaHCKOM 3aBTpake TOTOJHUTEIBHO TpeIaraercs: OObIYHAs
MATHEBAsI BOJIa ¢ KyOMKaMu Jibaa, GPYKTOBBIE COKU, CBeXHE (DPYKTHI (Tperrndpyt, apOy3, Sroasl C MOJIOKOM
WIK CIMBKAaMU) MM KOMIIOT U3 (DPYKTOB (CIIMB, MEPCUKOB), Oytoia U3 31aKOBBIX (KYKypy3HbIE, PHCOBbIE
XJIOTIbS1), HEOObIIIas MOPLUS Msca, TUPOT U Jp.
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Tabmuma 4.3
Buibl HAMOHAJILHBIX 3aBTPAKOB

HannonaneHb1i CocTaBHBI€ IEMEHTHI
3aBTpaK

ABcrpuiickuit 1-i Kode co cmuBkamu uinm MOJI0KOM, Oyliodka

ABcTpUlicKHU# 2-i XomnonHble 3aKyckd (kKoJsidaca, OTBapHOE MsICO), Topsuue Omroaa
(TylieHas WM 3arnedyeHHas TOBAIuHa, 00’KapeHHas Me4YeHb), MUHepaibHas
BOJIa, Ko(e

T'onnanackni Kode, gait, MONIOKO; roOJIaH/ICKME aHWCOBBIE CYXapHWKH; TOJUIAHIACKUN
CBIp; OBCsIHAs Kallla; OJIMHYMKU C HAUWHKOMN; MSICHOE acCCOPTH; CEJIb/Ib

Wcnanckuit u nopryra-|  Kode, Oynouka 1 MmapMenan win ropsyuii HIOKOJa1 ¢ IEYEHbEM

JIbCKUH PaHHUI

Wcnauckuit u nopryra-|  OBou, pplOHbIE U sIMUHBIE OiIr0/1a
neckuii mo3muuit  (10.00-
11.00)
Nranesaackuit Cexue OpyKThl, Kpenkuil kKode ¢ MOJOKOM, TOCThI, OYJIOYKH C

MapMemnagoM, MEIOM, MacIoOM

Hemeukuit 1-i Kode ¢ momoxom unm cnuBkaMu, OYJI0UKH C MapMeagoM

(oxo10 6.00) WM JDKEMOM, BO3MOKHBI OyTepOpOoAbI C CHIPOM U MacioM

Hemeukuit 2-i X0JI0THBIE ¥ TOPSYHE 3aKYCKH, TIEPBHIC U BTOPHIE OJII0/1a,

(10.00-11.00) necept

Ilonbckwuii 1-i1 Yaii, kode ¢ MOJIOKOM, OyJIOUKa, MapMeaj Uil BapeHbe

[Tonbckuii 2-i XO0JI0THBIE ¥ TOPSIYME 3aKYCKHU, JIECEPT, KoJe, Jail ¢ MOJIOKOM

CkaHIMHABCKUM Pr16HbIE M MsICHBIE OMI0/a; XPYCTSIINE XJIEOIbI

dOuHCKUH [lopsunii HAMMTOK C MOJIOKOM

®paHuy3ckuid 1-i Ouenp kpenkuit kKode ¢ OOTBIIUM OOBEMOM MOJIOKA, MAaCiO, CBIP
Pa3HbIX COPTOB, XJ1e0, OyJIOUKH, POTATHKU

®panHny3ckun 2-i Xonoausle 3akycku (OyrepOpojabl KaHame, pa3jiMuHble cajlaThl U3

CBEKUX UM KOHCEPBHPOBAHHBIX OBOIIEH, MTHIIBI, PHIOBI, Maciia, HEPHIOHBIX
MOPENPOIYKTOB), TOpsYas OBOINHAS 3aKyCKa, PHIOHBIC WM MSICHBIC

ropsiaue OJrona ¢ rTapHUPOM M3 OBOIICH, hDVYKTHL, Kohe
[Beinapckuit 1-i Kode ¢ momokom, Oyrnouka

[IBeinapckuit 2-i ChpIp, MSICHOE accOpTH, OBCSIHAsl Kalla, phlOHbIE WM MSICHBIE TOpsAYUe
omona, Oynodka, Me

5. Basmpax ¢ wamnanckum. Bpems npenoctasienus 3toro 3aBrpaka — ¢ 10.00 mo 11.30. IIpenmnonaraercs
Kode, yail, aJKOroJIbHbIE HAMUTKU (IIaMIIAaHCKOE, BUHO), HEOOJBIINE XOJOAHBIC 3aKyCKH U Topsuue Omrofa,
CyIIbI, cayiaTel, AecepTbl. PopMa npeanoxkenus — OydeT. 3aBTpak ¢ HIaMIAHCKUM MOAAETCs, KaK MPaBuilo, 1o
0o(hHUIIHATEHOMY TTOBO/TY.

6. llo30nuii 3aempax. Bpems npenoctaBieruss — 10.00—14.00. Mcnonb3ytoTcsi COCTaBHBIE 3JIEMEHTHI,
BXOJIAIIUE KaK B 3aBTPaK, Tak U B 00€/: TOPSIYME U XOJIOTHBIC HAIMUTKH, OyJI0YKH, MacyIo, JUKeM, Kojibaca, ChIp,
CyIlbl, TOpsiune MsCHbIe Omroma, neceptel. Dopma mpemnoxenus — Oyder. [IpencraBiser ambTepHATHBY

3aBTpaKy u o0exy.

Kpome nepedncieHHbIX BHIOB 3aBTpaka, CIeIyeT y4ecTh 0cOObIe MPHUBBIYKH (DPAHITY3CKUX, TOJUIAHIICKUX,
MIBEUIAPCKUX, aBCTPUUCKUX, CKAaHAMHABCKUX U IPYTHX TrocTei (Tadm. 4.3).

[Tpu opranuzanuu 3aBTPaKkoB, 00€0B U Y)KUHOB HCIIOJIB3YIOTCS PA3INIHBIE MEM OOl 00CAYHCUBAHUA:

* oOcnyxuBaHue "a ns Kapt";

* "a mapt";
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* "Tabapa0T";

* IIBEJICKUU CTOJ;

* OydeTHoe oOcTy)KUBaHUE.

Obcnysrcusanue "a ns kapm " (a la carte). T'octi U3 KapThI-MEHIO OJIOJ] 1 HAITUTKOB BBIOUPAIOT TO, YTO UM
0oJIbIIIe BCErO HPAaBUTCA. 3aKa3 MEpeAaeTcss Ha KyXHIO M cpa3y K€ HaUYMHAETCs IPUTOTOBJICHUE U CEPBUPOBKA
3aKa3aHHBIX OJIOJ W HAmuTKOB. [IpM TakoM OOCTYXHBaHHH TOCTh HMEET BO3MOXHOCTHh TOJYYUTH OT
oQuIMaHTa COBET, a OUIMAHT CO CBOEH CTOPOHBI aKTUBHO y4acTBYET B BbIOOpE OJI0J] U HAIIUTKOB.

B naHHOM ciiyyae yMeCTHO T'OBOPUTb O CYITECTMBHOM CEpBHCE (CYITECTHSI — BHYILEHUE). YMEHHue
BHYILUTb FOCTIO UJIEIO 3aKa3aTh TO WJIM MHOE OO0 WM HAIUTOK — MOIIHOE CPEJICTBO YBEJIUYUTH MPUObLIH
pecTtopaHa. DJIeMEHThI CYTTECTUBHOTO CEPBUCA HUCKOJIBKO HE OOMKAIOT KIIMEHTOB U Ja)Ke, HA000pOT, KIUEHTHI
JOBOJIBHBI, 9TO OQUIIMAHT YTO-TO MM COBETYET, CTapasch YrOJWTh HMX BKycaM M HpucTpacTHsM. Yacrto
O(pUIIMAHT MOXET MOCOBETOBATH MONPOOOBATH KAaKOE-TO OJIF0JI0, 0 KOTOPOM T'OCTh MPOCTO HUKOI/IA HE CIbILIAI
U HE 3HaeT, 4To 3T0 Takoe. COBETHI K€ O TOM, KaKhe BHHA COYETArOTCs ¢ OJroJjamMH, 3aKa3aHHBIMH TOCTSIMH,
BCEr/1a NPUHUMAIOTCA ¢ 0J1aro/lapHOCThIO, MMOCKOJIbKY B TaKMX BEIax Majo KTo ceayul. Lleas cyrrecTuBHOTO
cepBHCa — IMPEBPATUTh OOCITY)KMBAIOUIMI TMEpCOHAN B YMENbIX MPOAABIOB PECTOPAHHBIX YCIYr, B
COBEPUICHCTBE 3HAIOIIMX CBOM TOBAp.

HecmoTps Ha TO uTO MeToA "a Ji KapT" CUMTAETCS CaMbIM TPYJOEMKHUM, B HACTOSIIIEE BPEMS OH SIBIISIETCS U
caMbIM pacHpOCTPaHEHHBIM METOJOM OOCIYXMBaHUS B peCTOpaHax, TaK Kak OOJbllIe BCErO COOTBETCTBYET
YKEJTAHUSIM TOCTEMH.

"A napm " (a part). llpu naHHOM MeToA€ OOCITYKHMBAaHWS TOCTH, MPEABAPHUTEIILHO CJENaB 3aKas,
00CIyKMBAIOTCS B YCTAHOBJICHHBIM NPOMEXYTOK BpeMeHU. OueHb 4acTO BCTPEYAEeTCsl B JOMax OTIbIXa U
KYPOPTHBIX TOCTUHHIIAX.

"Tabavoom" (table d'hote). OTnuaaercst oT "a mapT" T€M, YTO BCE TOCTU OOCTY)KHUBAIOTCSA B OJTHO U TO K€
BpeMsl U MO OJHOMY U TOMY ke MeHio. OOcnyKuBaHWe HAauMHAETCs TOTJa, KOrja Bce TocTH cobepyrcs 3a
crojoM. YacTo wucmonb3yeTcs B IAHCHOHATaX, JAOMAax OTAbIXa U JIPYIrUX CPEACTBaX pa3MEIEHHUs, TIe
MIPOU3BO/ICTBEHHBIE MOIITHOCTH ¥ BO3MOYKHOCTH KYXHHU JOCTaTOYHO OTPAHUYCHEI.

Lllseockuii cmon. llpencraBiuser MIMPOKUNA BHIOOP OJF0/T CO CBOOOTHBIM JOCTYIIOM: MOXKHO B3SITh BCE, YTO
YTOJIHO, U3 TOTO, YTO MPEIIOKEHO M BBICTABIEHO. JTO MOXKET OBITh M JOBOJBHO CKYAHBIA HAOOP (mKem, Xieo,
Mmacio, 2—3 copra Koibacel U CbIpa, OJWH BUJ COKa, 4yail, Kode), U IMO-HACTOSIIEMY OOMIIBHBIM CTOJ C
MHOTOYHUCIICHHBIMH OitoiaMu. Bee 3aBUCHT Kak OT KaTErOprUH OTEIIS, TaK U OT CTPAHBbI.

JlaHHBII MeTO 00CTY>)KMBaHUS UMEET PSIJI IPEUMYIIIECTB!

* YBEJIMYMBAET MPOIMYCKHYIO CIIOCOOHOCTh PECTOPAHHOIO 3aJ1a;

* YCKOPSIET MPOIIeCC OOCTYKUBAHMS;

* TpeOyeT MeHbIlIeN YUCICHHOCTH KBaTU(UIIMPOBAHHOTO MEpCOHaa U T.1.

Bce kareropum rocteil ¢ 0J00peHHEM BOCHPUHHMAIOT AITOT METOJ OOCITY)KHMBaHUs, IMOCKOJIbKY OH
MI03BOJISIET BHIOMPATh ce0e MUIILY 110 BKYCY U B KOJIMYECTBE, YOBJIETBOPSIOIIEM aIIETHUT.

bygemnoe obcnyscusanue. bydeTsl mpenmonararoT camooOciyxkuBaHue rocteid. OOcmyKuBaromun
MepCOHa MOMOJHIET ACCOPTUMEHT OOl U 3aKyCOK, MPUHOCHUT JOIOJIHUTENIbHbIE NOPLUHU, AAET TOCTIM
COBETbl IpPU BbIOOpPE €1bl, OTKpPbIBACT OYTBUIKM C HaNUTKaMH, TOTOBUT Yall wuiau Kode, yOupaer
UCIOJIb30BAHHYIO MOCYy U MPUOOpBl. ACCOPTUMEHT Oy(eTHOM MPOJIyKIMHU 3aBUCUT OT YCJIOBHUH €€ MpHUro-
TOBJICHUSI M OTIIyCKA M MOXET OBITh CaMbIM pPa3HOOOpa3HBIM: NPOXJIAAWTEIBHBIE M TOPSYME HAIHTKH,
xJ1€000yI0UHbIE U KOHTUTEPCKUE U3JIENHSI, MOJIOYHOKHUCIIbIE POIYKTHI, (PPYKTHI, BCEBO3MOKHBIE OyTepOpOabl,
3aKyCKH U T.[.

B nocnennee Bpemsi JaHHBIA MeTOJ OOCIYKMBaHUS CTaJl MOMYJSPEH MPU OpraHU3alMM 3aBTPAKoB (Tak
Ha3bIBaeMblil 3aBTpak-Oyder). Takke OH IIMPOKO HCHONB3YETCS MpU OOCITYKMBAaHUU YYACTHHUKOB
KOH(epeHIHii, CHMIIO3UyMOB, COBEIIaHUH, IEPETOBOPOB.

4.5. Buabl cepBuca

B 3aBHCHMOCTH OT KOHTUHT€HTa 00CIYKHBAEMbIX I'OCTEH, KATErOPUU U OCHAILEHUS NPEANPUATUN TUTAHUS
UCIOJIb3YIOTCS pa3IiMuHble BUJIbI cepBuca. Hanbosee pacpocTpaHEHHBIMU CUUTAIOTCS] CEPBUCHI:

* (ppanHIy3CKUiL;

* AHTJITMHUCKUH;

* AMEPHUKAHCKHII;

* PYCCKH.

[Ipu Bcex Buaax ceppuca 00CITy)KUBaHHUE OCYIIECTBIISAETCA O(UIIMAHTAMHU.
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@panyy3ckuii cepguc. ITOT BUJ cepBUca OObIUYEH JUIsI PECTOPAHOB BBICOKON KYXHH, TJI€ OH MOJUYEPKUBAET
AIIETaHTHOCTh OOCITY)KUBaHUs. DPaHITy3CKUH CEPBHUC CYMTAETCS CaMBIM BIICUATIISIFOIIUM H JIOPOTOCTOSIINM B
mupe. bonbiioe 011010 ¢ pa3noXkeHHOW HAa HEM NUILEH AeMoHcTpupyercss roctsMm. Ilpu 3Tom yuuTbIiBaeTcs
BHU3YyaJIbHOE BOCIIPUSTHE YEJIOBEKOM KPAaCHMBO CEPBHPOBAHHOMW IHUIIM, YTO HECOMHEHHO BO30YXIA€T arIeTuT.
[Toaxons ¢ neBoil cTopoHbl, O(UIIMAHT HAKIAAbIBAET MUILY ¢ O1rofa B Tapeiku rocreil. CyliecTByeT U Takoi
BapUaHT (PPaHIy3CKOTO CepBHCA, KOTAa O(PHUIIMAHT mpearaet OMIO0 TOCTIO, KOTOPBIA OOCITYy:KHBaeT ceOst
cam.

Jlist ppaHIry3cKoro cepuca Heobxoauma 1ienast Opuragaa oOCITyKUBAIOIIEro MepcoHaia, B COCTaBe KOTOPOH
JIOJKHBI OBITh:

1) meHemkep pectopana (¢p. maitre d'hotel);

2) crapmuit opunuant (¢p. Chef de rang), oTBETCTBEHHBI IPUMEPHO 3a 4YeThIpe crosvka. OH BCTpeyaeT
rocTeH, J1aeT MOsSICHEHUS M0 MOBOAY MEHIO U MPUHHUMAET 3aKa3, CJICAUT 3a ONEePaTUBHOCTHIO 0OCTYKUBAHUS U
JUYHO PACKJIAbIBAET MUIILY 110 TapejKkaM rocTel, Hape3aeT MsICO U T.J.;

3) momomHuuk ctapmero odunuanta (demi chef de rang) — npuHMMaeT 3aka3bl Ha HAMUTKH, MOJACT
omrona;

4) odurmant, mogaronuii Bogay (commis de rang). OH TakKe mepeaaeT 3aka3bl Ha KyXHIO, IPUBO3UT OTTYAA
TEJEKKH C €JJ0H, yOUpaeT co CToJia;

5) opunmant no BuHam (sommelier).

@paHITy3cKUil BU CEpPBHCA MOXKET OBITh UCTIOIB30BAH KaK MPH 00CTY)KHBAHUU OTJCIHHBIX CTOJIUKOB, TaK U
OaHKETHBIX CTOJIOB.

[IpeumymecTBa (paHIy3cKOrO CepBuUca:

MOCTOSTHHBIN KOHTAKT C TOCTSIMH;

rOCTb ONPEJEIISET caM KeJaeMblil 00BbEM €Jlbl.

HenocTatok (paHILy3cKOTO cCEpBHCA — BbICOKAs TPYAOEMKOCTb.

Amnznuiickuit cepeuc (00CIIy>)XMBaHHUE C MPUCTABHOTO CTOJIMKA). [Ipu 3TOM MeToAe oUIIMAaHT HAKIIAAbIBACT
MUYy Ha TapeliKy roCTs Ha NMPUCTAaBHOM CTOJIMKE, 3aTe€M IOJAeT €€ C IpaBoil cTopoHbl. Ecimu Tpelyercs
no0aBka, O(PUIMAHT UCIIOJIB3YET YUCTYIO Tapelsiky. [Ipu aToM MeHsieTcst Takke CTOJOBBIN MpuOOp. DTOT BUJ
CepBHCa SBIAETCA TPYJOEMKHM, IIO3TOMY OH PEKOMEHIYeTCS TOJBKO Uil OOCIIYy)KMBaHHUS OTIEJIbHBIX
CTOJIUKOB.

[lapamnensHo ¢ TepMUHOM "aHrumickuil cepBuc" ynorpebnsercs tepmuH "gueridon". IIpoaykTsl
HAKJIa/IbIBAlOTCS Ha CEPBUPOBOYHOE OJI10/10, KOTOPOE CTAaBUTCS HA CTOJIMK € KoJiecukaMu. CTOJMK MOJBO3UTCS
K CTOJIY, 32 KOTOPBIM CHAMT TOCTh. [ OCTh caM BBIOMpaET MOPLUI0 U ODUIIMAHT HAYMHAET 0(QOPMIISITh OJIFOI0 Y
HEro Ha rja3ax.

[IpeumymiecTBa aHMJIUIACKOTO CEpBUCA:

UICaTBHBII KOHTAKT C TOCTSIMU;

cB000/1a TBMKEHUM 7151 0OCTYKHUBAIOIIETO MEPCOHAIA.

Henocrtartok aHrmiickoro oociaykuBaHusi — OOJIbILINE 3aTPaThl BPEMEHH.

Amepuxanckuit cepguc. Ilua rotoBUTCS M PacKiIabIBaeTCs MO TapesiKaM HENOCPEICTBEHHO Ha KyXHe.
OdunuanThl pa3HOCAT U PACCTABISIOT TapeiaKd IOCTSIM. OTOT BUJ MOJIB3YETCSl MOIMYJISPHOCTHIO OJjaronaps
MIPOCTOTE U ONEPATUBHOCTH.

[IpeumymecTBa aMepUKaHCKOTO CEpBHUCA:

HU3Kasl TPYIOEMKOCTb;

TpeOyeTcst MaJio epcoHasa.

Henocrtartku amepukaHCKOro oOCITyKUBAHUS:

cJ1a0BI KOHTAKT C TOCTEM;

YCTaHOBJIEHHBIN 00BEM MOPIUIL.

Hemeuxkuii cepeuc. Ena packiiagpiBaercsa Ha 00JIbLIOE OJIFOJI0 U CTABUTCS HA CTOJI HA JOCTYITHOM OT IOCTS
paccTosiHUU, YTOOBI OH MOT OOCITYKUTh ce0s caMm.

[IpeuMymecTBa HEMEUKOIO CEpBUCa:

TOCTh CaM OTPECIISIeT JKelaeMblil 00beM eI, OepeT 100aBKY;

HU3Kasl TPYIOEMKOCTb.

HenocTtaTtok HeMeUKoro ceppuca — HCIOJIb30BaHHE OOJIBLIIOTO KOJIMYECTBA MOCYJIbl, TaK KakK BCE
0J110/1a TIOJKHBI CEPBUPOBATHCS OT/IEIBHO.

Pycckuii cepsuc. Ena npuHocuTCsl Ha cepBUPOBOYHOM Ourozie. OuLMaHT Ha Iiia3ax y rocTed pasielnser ee
Ha IOpLUH, JaJlee TOCTU CaMU MEepPEeKIIaIbIBAIOT ATU MOPLUU B TaPEIIKU.
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[IpeumMymecTBO PYCCKOTO CEPBUCA — TOCTh CaM ONPEIEISIET )KeIaeMbIil 00bEM €IIbI.
HenmocTtaTku pycckoro cepBuca:

BBICOKAsI TPYJI0EMKOCTb;

[P TIePEKIIAIbIBAHUH €1l HEONIBITHBIMU TOCTSIMH HapyIIaeTCsi BUJI OJIFO 1A,

4.6. O0cayxuBaHne 0aHKeTOB

OnmauM W3 BaXHEHIHX TpeOOBaHMIA, NMPEABSBISIEMBIX K TOCTHHHIIAM JEJIOBOTO HA3HAYCHHS, SIBIISIETCS
o0ecriedeHre BO3MOXKHOCTH OaHKETHOTO oOciyxuBaHus. [[st 3Toro B cocTaBe MOMENICHUM MpeanpHUsITHIA
MUTAHUSA, HAXOIAIINXCS B TOCTHHHYHOM KOMIUIEKCE, HapsIy C OCHOBHBIM PECTOPAHHBIM 3aJI0M, JTOJDKHBI OBIThH
CrienMaIbHbIe OaHKETHBIEC 3aJIbl (BO3MOXKHO, HECKOJIBKO 3aJI0B PA3IMYHOW BMECTUMOCTH M JUIS PAa3HBIX BUIOB
0OaHKETOB), a TakKe HEOOXOJUM IepcoHal, 00Jalaloluil COOTBETCTBYIOIIMMHU 3HAHUSAMU U MPAKTUYECKUMHU
HaBBIKAMH.

BaHkeTsl TPOBOIAT KaK TOPKECTBEHHBIH 3aBTpaK, o0en wiau yKuH. [IoBOJOM Isi 3TOrO MOXKET OBITh
ro0usel, ToBapuIlecKas BCTpeua, ceMeiHoe Top:kecTBo. Hanbonee qacThiMu SABISIFOTCS OAHKETHI, POBOIUMBIC
0OIIeCTBEHHBIMH, TTAPTUHHBIMHU, HAYYHBIMU ¥ JICJIOBBIMH OPTaHU3AIUSAMHE 10 CITy4al0 OKOHYAHUS Pa3IHIHBIX
BCTpeY, IEPErOBOPOB, KOH(EPEHIIHM, COBEIIAaHUN U IPYTUX MEPOIIPUSITHIA.

BaHkeTsl MOYKHO KIacCH(UITMPOBATH CIEIYIONIM 00pa3oM:

1) mo cnocoOy opraHu3anuu nMprueMa MUl 3a CTOJIOM — CHJISL UJIH CTOS,

2) 10 y4acTuIo IepcoHaja B 00CIyKUBaHUU:

* TIOJTHOE, KOTJia BCE ornepanuu (MOJydYeHHe MPOIYKIHMHU, TOCTAaBKa €€ B 3aJl, Mojada OJIfo]] W HAIWUTKOB,
yOopka ToOCymel W T.HI.) OCYIIECTBISIIOT O(QUIIMAHTBI, 4YTO obOecneunBaeT OoJiee BBICOKYIO KYIBTYPY
00CITy>)KMBaHUS,

* YaCTUYHOE, KOT'/ia psii PYHKUUN 1epeaercs rocTam (IepekiablBaHue MUILY, HalloJHEHHe O0KaJIoB), YTO
MO3BOJISIET YCKOPHTH MPOIIECC OOCITY)KUBAHUS, COKPATUTh YHCICHHOCTh 0OCITYKHBAIOIIETO MTEpCOoHaIa;

3) 1Mo acCOpTUMEHTY OJIt0/1 U HATTUTKOB:

* 00IIIEro0 Ha3HAYCHUS;

* OaHKeT-Yali;

* OAaHKET-KOKTCHIIb;

* pypurer-Oyder.

Opranuzanus Jiro0oro OaHkeTa BKIOYaeT IpueM U o(pOpMIIEHHE 3aKas3a, MOJArOTOBKY K IPOBEACHHUIO
Oankera, oocimyxuBanne. OpraHu3oBaHHasi, YeTKas padoTa Mo MOATOTOBKE K OOCTYKUBaHHUIO OaHKETa 3aBUCUT
OT TOTO, HACKOJBKO TOIPOOHO M CBOEBPEMEHHO OTOBOPEHBI BCE JIETAIM IPOBEACHUS OaHKETa MEXIy
3aKa34MKOM W PYKOBOJCTBOM pectopaHa. [loaTomy xemaTenpHO, YTOOBI TOT, KTO OyIeT HENOCPEICTBEHHO
PYKOBOIUTH TIOATOTOBKOW ©OaHKeTa W OOCTy)XMBaHHEM TOCTEH, Obul TOAPOOHO HHPOPMUPOBAH 0O
0COOEHHOCTSIX JaHHOTO 3aKa3a.

3aka3bl Ha 00CITy)XKMBaHWE OAHKETOB MPUHUMAET HEIOCPEACTBEHHO JUPEKTOP, METPAOTEIh WIH MEHEIDKEP
o 0O0CITYKUBaHHIO OAHKETOB. 3aKa3 MOKET OBbITh CJEJIaH MUCHbMEHHO WM YCTHO (10 TenedoHy, B pe3ybTaTe
BU3UTA). B 11000M citydae 10KHBI ObITh COTTIACOBAHBI:

* JaTa IPOBEICHUS;

* I0BOJI JUIs yCTpOicTBa OaHKeTa;

* MECTO MpOoBeACHUS (HAUMEHOBAHNUE WJIM HOMEpP OAHKETHOTO 3aJia);

* BpeMsl HadyaJla 1 OKOHYAaHUS 0O0CITy)KUBAHMS,

* KOJIMYECTBO YYaCTHHKOB;

* IPUMEPHOE MEHIO;

* CTOUMOCTb OOCITY’)KMBAHUS OJHOTO YEJIOBEKA U BCEro OaHKETa;

* YCJIOBHS OTUIATHI;

* azipec U TeseOoH 3aKa3umKa.

[Tpu npueme 3aka3a Ha OGaHKETHOE OOCITY)KMBAaHUE 3aKa34MKY IMPEIUIararoT MO3HAKOMHUTHCS C TIOMEIIEHUEM
IUisi GaHKeTa, COTIACOBBIBAIOT C HAM IUIAaH PACCTAHOBKHU CTOJIOB, MECTa TIOYETHBIX TOCTEH (ecu 3To OaHKeT 3a
CTOJIOM, TO TIJIaH Pa3MEIICHHs TOCTEH 3a KaXKIIbIM CTOJIOM B OTACJIBHOCTH, UCXOAS W3 HOpMbl 60—80 cM Ha
OJIHOTO Y€eJIOBEKa), IpuMepHOoe 0dopMieHHne OaHKETHOTO 3aa.

[Tpu 3aka3ze yrounsercs, OyJeT I MOJaH TOCTSAM KOKTEUJIb-allepUTHB, HYXKHBI JIW I[BETHI ISl YKPAIICHHS,
MYy3bIKa BO BpeMs OaHKETa U MECTO IS TAaHIICB.

OueHb Ba)XXHO, 4YTOOBI COTPYAHUKH, 3aHUMAIOIIMECS COBITOM OAHKETHBIX YCIyr, ObLIM OOecrneueHbl
COOTBETCTBYIOIUMH TEXHUYECKUMHU U HATJISAHBIMH CPEJCTBAMHU, HAIPUMEP TaKUMH, KaK:
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* LIBETHBIE CJaW[bl, poTOrpaduu pasHOOOpPa3HBIX IO YPOBHSAM LIEH U KOMIUIEKTAlMil OypeToB, XOJI0AHBIX
3aKyCOK, TOPSYMX U XOJIOJHBIX OJIIOJI, IPEUIaraeMbIX B MEHIO;

* U300pakeHUE PA3INYHBIX PACCTAHOBOK CTOJIOB U CTYJILEB;

* BO3MOXXHOCTH TEXHHYECKOTO OCHAIIECHUS MEPOTPHATHIA KOMIBIOTEpAMH, CIICHOW, TaHIIUIONIAIKOMH,
OCBEIICHHEM, MUKPO(QOHAMH, MY3bIKAIbHBIMA HHCTPYMEHTAMHU;

* (pororpaduu, Bu1e0pUIbMbI IPOBEACHHBIX MEPOIIPUATHIA.

3aka3 Ha 0aHKET MOXeT ObITh IPUHAT 32 MHOTO JIHEH 70 ero npoBeaeHus. HecMoTps Ha TO 4yTO nmpuMepHOe
MEHIO OJII0J OrOBapuBajOCh MPU MPHUHITUM 3aKa3a, OOBIYHO €ro COTJIACOBBIBAIOT C 3aKa3YMKOM MOBTOPHO 3a
2—4 nHs 1o GaHKerTa.

[Ipu o0OCyxneHHH MEHI0O peKoOMeHAyeTcsl mpuriamarh med-nosapa. Cneuuanuct B "MOBapcKoi
yHH(pOpME", BHOCS ONPEAEICHHBI YPOBEHb JIOBEpUs, COCOOCTBYET Jy4lIeMy COBITY CBOEH MPOIYKIUH, YeM
PYKOBOJIUTENb OAaHKETHOTO OTAENA.

[Ipu oO6cnyxuBaHuM OaHKETOB, IPOBOAUMBIX II0O O0COOOMY TOBOAY (IHHM PpOXKICHHUS, CBaJbOBbI,
MIPOU3BOJICTBEHHBIE TIPA3JHUKH, FOOWIEH), OJDKHBI COCTABIISITBCSL COOTBETCTBYIOIIHE MEPOIPUSTHIO
IPOTPaMMBEI.

[Ipu opranuzanuu OQUIMATLHBIX OAHKETOB-IIPUEMOB BOIIPOCY pa3MEIEHUs YYaCTHUKOB OaHKeTa 3a
CTOJIOM, a CJIeI0OBATEIbHO, U OYEPETHOCTH UX MOCIEAYIOIIEr0 OOCIyKUBaHUS MPUIAETCsl 0c000€ 3HAYCHHE.
JloyKHBI COOMIOAATHCSA CIEYIOIIKE TPaBUila pa3MeEIIeHUs TOCTEHN 3a CTOJIOM:

* IEPBBIM CUYUTAETCSI MECTO CIIPaBa OT XO3AWKM NprueMa OaHKeTa, BTOPBIM — CIpaBa OT XO351HA,

* B OTCYTCTBUH JKEHIIMH MEPBBIM CUUTACTCS MECTO CIIpaBa OT XO35MHA MpuemMa OaHKeTa, BTOPHIM — CJIeBa
OT HErO;

* TOCTh BBICOKOI'O paHTa MOKET CUJAETh HAPOTUB XO34MHA, B 3TOM CJIy4ae BTOPHIM Oy/IET MECTO CIpaBa OT
XO031HA;

* ecJIM X03diiKa npuemMa 0aHKeTa OTCYTCTBYET, €€ MECTO MOYKET 3aHSTh OJHA U3 MPUTJIAILIEHHbIX KEHIIUH.

Ha GankeTHOM cTOJIEe COTrJIacHO IUIaHY pa3MEIICHHs TOCTed K mpuOopy KaKIO0TO ydacTHHKA OaHKeTa-
nmpreMa, Kak MpaBuiIo, KJIAIeTcss KapTO4yKa, B KOTOPOW YKa3bIBAIOTCS (haMUJIHSI U MHUIIMAJIBI, @ MHOT/Ia ¥ 3BaHUS
MIPUTJIAIICHHBIX.

[Ipy moAroToBke K MpOBEIEHUIO OaHKeTa HEOOXOAUMO ONPEAENUTh YUCIO O(UIMAHTOB U APYTUX
pabOTHUKOB, TpeOyromuxcs i ero obcmyxuBanus. HeoOxomumoe yuciao oQUIIMAHTOB ONpEACTseTCs B
3aBUCHUMOCTHU OT CJIOHOCTH MEHIO, YaCTOThl CMEHBI MPHUOOPOB, YIAJIEHHOCTH OAHKETHOIO CTOJIa OT pa3jayH,
CEPBU3HOM, MOCYTOMOCUHOMU, Oy(HeTOB, pacrooKeHHUs MOJACOOHBIX CTOJIOB, 00ECTICYEHHOCTH TTOCYI0M U T.1I.

HenocpencrBeHHO B IeHh OaHKETa MEHEDKEP WM METPIOTENb MPOBOANT C O(UIIMAHTAMH HHCTPYKTaXK, BO
BpeMsi KOTOPOTO COOOIIAET UM, KTO M B YECTh KOTO MJIM KaKOr0 COOBITUSI yCTpauBaeT OAHKET, YTOUHSAET BPEMs
Hayajia OaHKeTa, KOJIMYECTBO M IMPUMEPHBIH COCTaB €ro yYaCTHUKOB 0 HAIIMOHAJIbHOCTH, IOJIy, BO3PACTY U
T.J., 3HAKOMUT O(UIIMAHTOB C IUIAHOM PACCTAHOBKU CTOJIOB, KOJMYECTBOM TOCTEM 3a KaXIbIM M3 HUX U
IUIAHOM pa3MEIlEHUsl YYaCTHUKOB OaHKeTa 3a CTOJIOM, COOOIIAeT MEHIO OJI0J M HANMTKOB, OCOOCHHOCTU
CepBUPOBKH OAHKETHOTO CTOJIA, YTOUYHSIET, OyJeT JIM MMOJaH allepUTHB, KaKue HAITMTKH M 3aKyCKH T0JaBaTh BO
BpeMs allepUTHUBA, CKOJBKO OH OYyIeT MpOoA0JKAThCA, I/Ie M04aBaTh KOQe U yail, CKOJIbKO KO(EHHBIX CTOJIOB
puaeTcss 00CIyKUBaTh.

4.7. XapakTepucTHKAa M BUIbI MEHIO

BaxxHeWmmM >7I€MEHTOM YIIpaBJICHUSI MPOIECCaMU OOCITY)KMBAHHS TOCTEH Ha TPEANPHUITHAX TTHTAHUS
ABygeTCd MEHI0. Ero oOpa3sHO Ha3bIBalOT "MOJHOMOYHBIM NpEACTaBUTENIEM' pEeCcTOpaHa, OCYIIECTBISIOLUM
MIOCTOSIHHYFO CBSI3b TPEATIPHUSTHS C TOCTSAMHU.

MeHI0O — 3TO mHepeyeHb pPACMOJIOXKEHHBIX B OIPEIEICHHON IOCIeI0BATEIbHOCTH 3aKyCOK, Olon u
HAIIUTKOB, KOTOPbIE UMEIOTCS Ha MpEeANpusTHH (B pecTopaHe, kade, 6ape) B TeueHUE BCEr0 BPEMEHH pabOThI
3anoB. [Ipu cocraBieHHH MEHIO JIOJDKHA YUUTHIBATHCS CIEAYIOLIas OCIeA0BaTEIbHOCTh NPEIOKEHNS OIIO/:

. ®upmennslie 61014,

II. 3akycku (XOJ0/IHBIE U TOPSUUE).

III. Cymer.

IV. OcHoBubIe 610712 (OTAETHEHO PHIOHBIC, MSCHBIE, BET€TAPUAHCKHE).

V. Cnagxue 6mona.

VI. Hanutku (6e3aJIKOToIbHBIC, TOPAYNE, ATKOTOIBHBIC).
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[Ipu GosbiIOM BBIOOpE HATUTKOB PEKOMEHIYETCSI COCTaBUTh UX OT/ENIbHOE MeHI0. [IpeiokeHre HanuTKOB
OKa3bIBaeT pelIaloliee 3HAYeHHE Ha ycnex pabdoThl OOJBIIMHCTBA Npeanpuatuil nutaHus. [lostomy odeHb
BAYKHO MPUBECTH B MEHIO NPABUJIbHBINA BHIOOP HAITUTKOB, IPU 3TOM MaKCUMAJIbHO YUECTh KEJIaHUs FOCTEN.

Hanutky 0ObI4HO A€nST HA ABE O0JIbIINE TPYIIIBI: AIKOrOJIbHBIE U 0€3aJIKOrOJIbHBIE.

AJKOTOJIbHBIE HAIlUTKU B CBOIO OYE€pE]b MOAPA3JENSIOTCS HAa TPU MOATPYIIBI: BHUHA, MHUBO, CIUPTHBIE
HAIUTKU.

[lepeueHp HATUTKOB B MEHIO OCYILLECTBIISIETCS B CJEAYIOLIEH T0CIe10BaTENbHOCTH:

Buna OTe4eCcTBEHHOE Oenoe
OTEYECTBEHHOE KPACHOE
UMIIOpTHOE Oenoe
HMMIIOPTHOE KpacHOE
LIUIYy4YH€ UTPUCThIE BUHA
I0’)KHbIE BUHA

AniepuTUBBI Oenblil BEpMyT
KpacCHBIA BEPMYT
TOPBKUI allepUTUB
aQHUCOBBIN allepUTUB U T.JI.

Kpenkue ciupTHBIC HATUTKH, TUKEPHI BOJIKA
BHUCKH (IIOTIAHICKUE, UPJIaHICKHe, OypOOH, KaHAICKHE)
JOKAH
pom
OpeHu, KOHBSK, KaJlbBaI0C U T.I.
ITuso OTEUECTBEHHOEC
UMITOPTHOE
CMmernianHbIe HAITUTKU KOKTEHIIN
Be3ankorobHbIe HAITUTKU MUHEpaJIbHAS BOJA, TUMOHAIBI, COKH
['opsiune HanmuTKH Kode, Jaid, MOJIOKO

B nocnennue roapl B CO3HAHUU JIIOJIEH YKOPEHMIIACh MBICHb, YTO MUHEpaJibHAas BOJAa — COCTAaBHAasl 4acTh
xopouuelt enpl. [Ipeanaras B MEHIO MUHEPAJIbHYIO BOAY, CJIEAYET NPECTaBUTh:

* MECTHYIO MPUPOJIHYIO MUHEPAIbHYIO BOIY;

* HallMOHAJIbHYIO MPUPOJIHYIO MUHEPAIbHYIO BOJY;

* MUHEpAJIbHYIO BOY MeKyHapoiHoro 3HadyeHus (Perrier, Evian);

* MUHEPAJIbHYIO BOJIy 0€3 Ta30B;

* POJIHUKOBYIO BOJY;

* cToJioBYIO Boay (Bonaqua).

B MeHI0 HanmUTKKU MOTYT OBITH TaK)K€ pa3e/ieHbI:

1) mo dopme mpeioxeHus (po3iMBa) — C HUCIOJB30BaHHEM OOKaJIOB, (Py:KEpOB, PIOMOK; B 3aKPBITOM
rpaduHe; B OyThUIKAX;

2) Mo BO3pacTy — CHayvajia yKa3bIBalOTCA "M0OJI0/IpIe" BUHA (OpIMHAPHBIC), 3aTEM BBIICPKAaHHBIC,

3) o pa3Mepam 1LieH — CHayaja yKa3blBalOTCs JIeIeBbI€ BUHA, 3aTEM JIOPOTHE.

JIOTIOTHUTENBHO B MEHIO MOTYT COJAEpKaThbCsl OMHMCAHMsI BKYCOBBIX KadecTB HanmuTKoB. K mpumepy, s
BHHA: OyKEeT HEXHBIN, TOHKHI, OOTaThIN; BKYC MOJTYCIaAKAN, CIaIKOBATHIN, CIAAKUN, KUCIOBATHIN, TEPIIKUH, C
ropuyuHKor u T.1. OJHAKO MOJOOHBIMU PEKOMEHIAMSIMHU HE CTOUT 3J0YHNOTPEOsATh, TaK KakK MOCJE MPOObI
HalUTKa y TOCTS MOJET BO3HUKHYTHb BIIEUATJICHHWE, YTO YKa3aHHbIE KauyecTBa HE COOTBETCTBYIOT
JEUCTBUTEIBHOCTH.

[Ipu cocraBieHUH MEHIO CielyeT pa3inyaTh LIMPUHY U TIIyOMHY NPEAI0KEeHUs OJIF0]1 U HAITUTKOB.

[lox wupunou npennoxeHus: MOHUMAeTcs OOJBIION BHIOOP caMbIX Pa3sHOOOpPA3HBIX OJIOJ M HAIMTKOB:
MSACHBIX ONIOA M3 JWYM, OTHUIbI, CBUHUHBI, TEISTHUHBI, PBIOHBIX OJIIOJ M3 MOPCKOM M PEYHOU pBIOHI,
BEreTapuaHCKUX, MYYHBIX OJIOJ, TOPSYUX, AIKOTOJbHBIX, O€3aIKOT0JIbHBIX HAIUTKOB. [ 1y0uHa acCOpTUMEHTA
MIpPENIoaraeT HaJu4ue BapuaHTOB OJIIO/ M3 OINPENEICHHOro MpoaykTa. ['yOoKui acCOPTUMEHT IpearaiT
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CHCIMAM3UPOBAHHBIC TPEINPHUATHS — PBIOHBIC, MOJIOYHBIC, BETETAPUAHCKHE PECTOPAHBI, IHIICPHUH,
MeTbMEHHBIC.

B 3aBucMMOCTH OT KOHTHHI'EHTa OOCITY)KHBA€MBIX T'OCTCH, THUMA W MOIIHOCTH TPEIIPHUITHS MUTAHUS,
MPUMEHSIEMBIX (POPM M METOJIOB OOCTY)KUBAHUS U APYTUX (DAKTOPOB PA3INYAIOT CIACAYIOIIUE 6UObL MEHIO.

Mentwo "a na xapm " (a la carte). Yxa3piBaeT NOPUHUOHHBIE OJIF0a C MHANBUIYAJTLHOW EHOW Ha KaXIoe€.
DTOT BUJ dYalle BCEro HCIOJB3YETCS B JIOPOTUX PECTOpaHaX, PACIOJIOKEHHBIX B BBICOKOKATETOPUHHBIX
TOCTHHUYHBIX KOMIUICKCAX, TIJie KOHICHIMS OOCTY)KMBAaHUS TOCTHHHUIIBI M PECTOpPaHa IO3BOJIIET CO3JaTh
HauboJjee 1oporue u KOMPOPTHBIE YCIOBUS.

Menwo "mabavoom "(table d'hote). Tlpennaraet BEIOOp OJHOTO WM 0OJiee BApUAHTOB KaXJOTO OJIt0/a 1O
(UKCHPOBAHHBIM IIEHaM. DTOT BUJ MEHIO ITUPOKO MCIIOIB3YEeTCS HA MPEANPUATHSX TUTAHKS IPH TOCTUHUIIAX,
TaK KaK TOCTH CUUTAIOT €r0 SKOHOMUYIHBIM.

Memnto "o acyp" (du jour) — MEHIO TeKYpPHBIX (THEBHBIX) OO,

Typucmcrxoe mento. CTpOUTCS Tak, 4TOOBI MPHUBICYh BHUMAHUE TYPHCTOB, AKICHTHPYS JCHICBU3HY W
MUTATEIbHBIE KaUeCTBA OJTI0]I, SBIISIONIMXCS CYIIECTBEHHOW WH(pOpMAIHEn s TypHCTa.

Kanugopnuiickoe mento. B HEKOTOPHIX KanM(OPHUICKUX PECTOpaHaX MOXKHO 3aKa3aTh Jt00oe Ot0I0 B
71000€ BpeMs CYTOK.

BonbmMHCTBO pecTopaHOB MMEIOT 3apaHee ONpe/IeIeHHbIE MEHIO, KOTOphIe HE MEHSIIOTCS JE€Hb OTO JIHS.
Takue MeHI0 Ha3bIBatOTCS cmamuutbimy. ConepkaHue CTATHYHBIX MEHIO MOYKET MEHSTHCS TOJIBKO 10 TIPUYNHE
BKJTIOYCHHUS B HETO CE30HHBIX IIPOIYKTOB JIHOO0 3aMEHBI OJII0I, HE MOJIB3YIOIIUXCS CIIPOCOM.

[TpOTHBOIIOIOKHOCTRIO CTATUYHOMY MEHIO SIBIISICTCS yukauunoe MeHro. OHO TpelyiaraeT OInpeneeHHBIN
nepedeHb OJIF0] M HAITMTKOB, KOTOPBIA MOBTOPSETCS Yyepe3 KaKOK-TO TIEPHO/I.

CocraBJ/ieHHEe MEHIO

CocraBiieHHE€ MEHIO CUYHTACTCS CJOXKHBIM JIEJIOM. DTO OJHOBPEMEHHO HAayKa M HCKYCCTBO, TpeOyromue
OO0JIBIIIOTO PAKTHYECKOTO OIBITA H y4eTa pa3HOOOPa3HbIX (PaKTOPOB, K KOTOPBIM MTPEK/IE BCETO OTHOCSTCS:

* IPEANIOYTEHMS TOCTEN;

* YUCJICHHOCTh M KBATH(DHUKAITHS IEPCOHAIA;

* HAJIMYME Pa3HOOOPA3HOTO KyXOHHOTO 000PYIOBAHUS U €0 MOITHOCTD;

* HAJIMYHE U CBEXKECTh HEOOXOIUMBIX HHTPEIUCHTOB.

[Tpu cocTaBiIeHHH MEHIO TaK)KE YIUTHIBAIOT PE3YJIbTAThl KAUSCTBEHHOTO aHAJIM3a MEHIO.

Ilpeonoumenus cocmeti. MeHIO COCTaBJISIETCS C MBICISIMU O TOCTSX, @ HE O TOM, YTO JIFOOUT BIajenel] u
MOXXET MPHUTOTOBHUTH Ied-1moBap. MeHIO JOJKHO COOTBETCTBOBATh MPOQWIIO W KOHIICHIUH pPEeCcTopaHa.
Hampumep, eciu koHIenmus oOpalleHa K IIMPOKOMY KPYTy TOCTEH CO CPEJHHM JIOCTaTKOM, TO B MCHIO
00s13aTeIbHO JTOJDKEH OBITh MPEAYCMOTPEH MIMPOKHI (HO HE TIIyOOKHI) aCCOPTUMEHT OJIFOJ W HAIUTKOB CO
CpeIHUM YpOBHEM IIeH Ha HUX. [[pruunHO# ycriexa MHOTHX W3BECTHBIX MPEAIPUITAN MATAHUS SBHIIOCH TO, YTO
OHHM CMOTJI CPOKYCHPOBATH CBOW KOHIICIIIIMY Ha BKYCaxX W IMOXKEIAHUSAX TOCTEH, TPEkKIC BCETO MOTYIHBIITHX
OTpaXCHHUE B MCHIO.

Yucnennocmo u keanuguxkayus nepconana. Y4eT TaHHOTO (akTopa MO3BOJISIET OTBETUTH Ha BOIIPOCHI:

1. JlocTaTouHa 111 YMCIEHHOCTh TIEPCOHANIA IS TOTO, YTOOBI CIIPABUTHCS C OTOKOM 3aKa30B B YaChI MUK ?

2. CooTBeTcTBYeT Jin IpodeccnoHalIbHOE MAcTEepPCTBO IEpcoHana (IMoBapoB, O(ULMAHTOB) OKUIAHUIM
roCTei?

N3Beunoit mpoOiieMoii st BCeX MPEANPHUSATHN MMUTAHUS SBISICTCS PAallUOHATILHOE pacTpe/ieieHIe padodeid
Harpy3kd B TEUEHHUE JIHSA, B OCOOCHHOCTH, KOTJa MPEANPHUATHE MpeylaraeT MUPOKHH aCCOPTHMEHT OJI0J H
HAIUTKOB. B pemniennn 310 mpoOiaeMbl OrpOMHOE 3HAYCHHE YISISACTCS pacueTy MOTPEOHOCTH B IEPCOHANIE
OOCTYyXKMBaHUS M TOCTPOCHUH pabodero rpaduka, MaKCHMaJIbHO YYHTHIBAIOMIETO BCIUISCKA W CITAJIbI
AKTUBHOCTH F'OCTEH.

OnpeaensomumM moka3aTenaeM MpoPecCHOHAIBHOIO MacTePCTBa U KBATH(UKAIIMK TIEPCOHANIA SIBIISIETCS €TI0
COOTBETCTBUE YCIIOBHUSM KOHKPETHOTO TPEIIPUATHS, HMCIOIIET0 MEHIO C ONPEICIICHHBIM YHUCIOM OO
OTIPENICTICHHOM CJI0HOCTH M OOCTYXMBAIOIIETO OMpPEACIEHHOE YHCIO TocTel. B coBpeMeHHBIX OO0JbIINX
pecTopaHax BBICOKOE KadeCTBO OO M OBICTpOTAa OOCTYKMBAHHS TOCTUTAIOTCS 3a CUET TIyOOKOHW CIIeIH-
aJIM3aIy BBITIOJHECHHS TIPOU3BOACTBEHHBIX TporieccoB. K mpumepy, kiraccudeckas KyxoHHas Opurama (Le
service de cuisine), coctaB KoTopoit mpoayman emie XKopxkArioct Dckodbe (1847-1935), BrintoyaeT B cedst:

1) med-moBapa (¢p. maitre saucier);

2) 3amectutens 1ed-noBapa (sous chefs). Ilockonpky 1mied-moBap TpaTUT MHOIO BPEMEHHU Ha
aJIMHHHCTPATHBHYIO pa0OTy, IOBCETHEBHOE PYKOBOJICTBO pa0OYUMH CMEHAMH IIPUXOJUTCS OCYIIECTBIIATH €To
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3aMeCTHTENI0. B 3aBUCHMOCTH OT pa3mepa MpeANPHUITHS MOKET ObITh HECKOJIBKO 3aMECTHUTENICH: OJMH WU JBa
OTBEYAIOT 33 JTHEBHYIO CMEHY, OJIMH — 32 BEYECPHIOI0, OJMH — 32 OAHKETHI U T.II.;

3) cmenHoro noBapa (chef de rartie);

4) cneranucTa 1o coycam (saucier);

5) cnenuanucTa mo xapkomy (rotisseur). 'OTOBUT >kapeHble W TyIIECHbIE O0/a M3 MsCa, MTHUIBI, PHIOHI,
I'pWITb, TAILIBIKH;

6) cnenuanucra 1o cymnam;

7) creuuanucTa 1o XOJOAHBIM MACHBIM 3akyckaM (qarde manger). OOpaOaThIBaeT CbIpoe MsCO, JieiaeT
XOJIOJIHBIE 3aKYCKH, TTAIITEThI, CAJIaThI;

8) 6aHkeTHOrO noBapa. '0TOBUT 110 MEHIO OAaHKETOB;

9) cnenuanucra, 3aHUMAOIIETOCs IPUTOTOBIIEHUEM CIIAJIKUX OJIF0/, BCEBO3MOXHOM BBINIEUKH (patissier);

10) cneuuanucTa 1o NPUroTOBJICHUIO OBOILHBIX OJIF0] M TapHUPOB (entremetier).

[upokuii BbHIOOP HANUTKOB, MpeAjlaraéMblX B MEHIO, TpeOyeT Haiauuusg B Opurajge oQuIHaHTOB
CrHeraInucTa o BuHam (¢p. sommelier).

Hanuuue pasnoobpasnozo kyxonmoco obopyoosanus u e2o mowHocms. IIpu cOCTaBICHHMM MEHIO OYEHb
BXHO y4ecTh ATOT (akrop. [Ipobrema ydyera momHOCTEH 00YCIOBICHA MIUPOKAM pazHooOpaszmeMm 0o B
MEHIO, IPUTOTOBJICHUE KOTOPBIX TPEOYET CIIOKHON TEXHOJIOTMH ¥ COOTBETCTBYIOIIET0 000pyI0BAHUSI.

Bo Bpems dbynkumonupoBanus pectopana, kade, 6apa nmepecTpoiika KyXOHHOTO 000pyIOBaHUS OOXOAUTCS
oueHb Jjoporo. B aTom ciydae npoiie H3MEHUTh MEHIO, IPUCIIOCOOUB €r0 K YK€ UMEIoLIeMYcsi 000pyI0BaHHUIO.
MeH0 T0KHO OBITH COCTaBJIEHO TaK, YTOOBI PAaBHOMEPHO 3aJIeHCTBOBATh MMEIOIIHMECS MOIIHOCTH. MeHto,
KOTOpOE TMeperpyXxaer OMpelesieHHYI0 4acTb OOOpYJOBaHHWS, HANpUMep Tpuib, Opoisep win (Gpuriop,
CHIDKAET €ro IMPOU3BOJIUTENBHOCTh, 3aMeUIsIeT OOCIyXUBAaHUE U JEJaeT KOHTPOJIb 3a KadyecTBOM Oojee
3aTPYAHUTEIEHBIM.

Tennentun 70—80-X ToJOB JBAAIIATOTO CTOJETHS, CPEOH KOTOPHIX TJIABHOW OBUIO CTPEMHTEIHHOE
pa3BUTHE IIeTIeH MPEINPUATHIA OOIECTBEHHOTO TMUTAHUS, MPUBEIN K TOMY, YTO K pa3padOTKe W MOATOTOBKE
MEHIO CTaJI OTHOCUTHCS KaK K Cephe3HON Hayke. MeHI0 OBLIO MOJIOKEHO B OCHOBY CTPOMTENBCTBA M IIOCTABKU
obopynoBanus. [lpemnpusaTus cTaqu 3aKymaTh W YyCTAaHABJIMBATH CTPOTO OIpPENEIEHHOE O00pyHOBaHHE,
HE00X0AMMOE TSI IPUTOTOBIICHHSI OJTIOI, TPETyCMOTPEHHBIX B MEHIO.

Hanuuue u ceexcecmv neobxooumvix umepeouenmog. BOIBIIMHCTBO HHIPEIUEHTOB, HEOOXOIUMBIX IS
MIPUTOTOBIICHUS OO, TOJDKHBI MMEThCS B HAIMYMM KPYIIbld ToA. KIMEHTOB BaKHO NpPaBWIIBHO IIPO-
WHPOPMHUPOBATh O TOM, W3 KAaKHX IPOJYKTOB OBUIM MPHUTOTOBIICHBI OJIOAA: W3 CBEXKHX, 3aMOPOKCHHBIX,
KOHCEPBHUPOBAHHBIX, CYIICHBIX U T.JA. CleayeT Takke UMETh B BUY, YTO OJHHU U Te K€ OJItoJ]a B pa3HOE BpeMs
rojia UMEIOT Pa3IMYHbIe [IEHBI, YTO MPEXk/Ie BCero 00yCIOBICHO CE30HHBIMH M3MEHEHHSMH IICH Ha MPOIYKTHI
(x mpuMepy, CBEXHe OBOIIM U (PYKThI HAMHOT'O JCLIEBJIE JIETOM U OCEHbIO, UEM 3UMOI U BECHOI).

Kauecmeennwiii ananuz u onmumuzayusa menro. llenb KaueCTBEHHOTO aHalIM3a MEHIO COCTOUT B TOM,
9TOOBI COKPATUTh ACCOPTUMEHT NpeJIaraeMbIX OJIFOJI, OCTABUB JIUIIb TE€, KOTOPHIE MOJIB3YIOTCS HAUOOIBIITUM
CIIPOCOM H IPUHOCST BBICOKYIO TPUOBLITh. MEHIO HE JI0JDKHO MPEACTaBIATh KyJUHAPHBINA CIIPAaBOYHUK.

M3BecTHBI HECKOJIBKO KIIACCHYECKMX METOJOB aHaim3a MeHr. OIMH W3 CTapedimmxX MeTOJ0B ObLI
npemioxen Jxekom Musiepom. B ocHOBe ero ananmsa JIEXHUT paslelieHHe acCOpPTUMEHTa OJroa Ha JBe
TPYIIIBL:

1) Gr012, ONTB3YIOMIKUECS CIIPOCOM KIIMEHTOB,

2) 6mro1a, HE TOJIL3YIOIIHMECS] CIIPOCOM KITMEHTOB.

[Tonb3yromuecs: BBICOKUM crpocoMm Omroa Jexk Musuiep HazbiBad "nmobenuTensMu'", HECMOTPSL Ha HUZKHUI
MIPOIICHT PEHTA0ETHLHOCTH.

B 1985 ronyXaitecom u ['ybmanoMm ObuT TIpeasioKEH METOJA, B OCHOBE KOTOPOTO JICKHUT PAHKUPOBAHUE
OJIIO/T B MEHIO — TIPUCBOCHUE KXJIOMY OOy MHIUBUAYAJTHLHOTO paHra B 3aBUCHMOCTH OT NMPHOBLIHHOCTH.
bitosia mepBbIX TpeX paHroB MPUHOCST HAUBBICIIYIO NPUOBLIL (Ta0I. 4 4).
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Tabnuma 4.4
PanxxupoBanue 01101 mo meroJy Xaieca u I'ypmana

Panr bairono Uucras npuoObLIb (YOBITOK)
(ycn. en. )
1. JlanTeT 58,30
2. ®duite KypuHOE B OeIKax 26,66
3. [Tomunopsl, papiIMpoOBaHHBIE CHIPHBIM CaJaTOM 21,03
4. Canat u3 KyKypy3bl C Y€pHOCITBOM 19,75
5. KapGonaz ¢ rapaupom 16,65
6. KpeBetku -2,32
7. ['puOsl, 3ameueHHbIC B CMETaHE -10,15
8. OcerpuHa 3amuBHAs -17,74
9. Crarertu -19.40
10. bapanuna, )xapeHHas Ha BeprTene -20,35

B ocHOBe Apyrux METO0B KAUECTBEHHOTO aHAIM3a MEHIO JISKUT pa3OMBKa aCCOPTUMEHTA OJIF0]] Ha YEThIPE
OCHOBHBIE TPYIIIHI (KaXaasi — ¢ HAMMEHBITUMH U HauOOJBIIUMH O00beMaMu cripoca (Mpojiaxk), MpUObLIBIO 1
IPYTUMH ITOKA3aTeNsIMU), a 3aTeM ONTUMH3AIH MEHIO Ha OCHOBE CPAaBHUTEIHHOTO aHAIIN3A.

Metoa Mumniepa, pazpadotannsiii B 1980 romy, mpenmnosiaraet CIeIyronyl0 MaTpUIly: BEpTUKAIbHAS OCh
KOOpAMHAT — 00BEM IMPOJIaXK, TOPU3OHTAIbHAS OCh KOOPAMHAT — ce0ecTOMMOCTh (B mporieHTax) (puc. 4.6).
Jlyuminmu ("nuaepamu') npusHarotces 0J1t0/1a ¢ HAaMMEHbIEeH ce0eCTOMMOCTBIO U OOJIBIIMM CIIPOCOM (00beMOM
MPOIaXK).
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Puc. 4.6. Ananu3 MeH10 o metoay MuJsuiepa

B 1982 romy npodeccopom Bammurronckoro ynusepcuteta JlonHangom CmMuUTOM B yueOHOM Kypce
"MHxKUHUPUHT MeHIO" Oblila IpEeUIokKeHa CXema, COCTOAIIAs U3 YEThIPEeX MO3UIMM, OIEHUBAIOIMIUX KaXKJ10€
Omo0 B MeHI0. biroza, 3aHMMaromuMe HawiIydllyl0 HO3UIMIO, HasbiBatoTcs "3esgamu" (puc. 4.7). OnHu
00J1a1a10T BBHICOKOW BaJIOBOW TPHOBLIBIO (TOPU3OHTANIbHAS OCh KOOPAMHAT) U CaMbIM BBICOKUM OOBEMOM
poJiaxk (BepTUKalbHasl OCh), MPUYEM BaloBYI0 NpHObUIL CMHUT OIpeneiseT Kak pa3sHHUIly MeXAYy LEHOU u
ce0ecToMMOCThI0 — 0e3 yueTa o0beMa Mpoiax.

[IpoTHBOMNOJIOXKHYIO (HAUXY/IIYIO [TO3ULIMIO) B MaTpuUlle 3aHUMaroT Oroaa "cobauku'.

B MeHI0 Kax1oro npeanpusTHs OOBIYHO MPUCYTCTBYIOT BCE ue€ThIpe Mo3uuuu Omona: ot "3e3a" 1o
"cobauex". MeHemKephl CTPEMATCS YBEIUYUTH YUCIIO "3Be31" U BOBce M30aBUTHCS OT "cobauek". OpHako Ha
MIPaKTUKE CAETIaTh 3TO OUEHb TPYAHO, IOCKOJIbKY CIy4aeTCs TaK, YTO CEroMHALIHSAS "3Be3/1a" 3aBTpa HaJ0eqaeT
TOCTSIM U TpeBpaiaercs B "3araaky" win "padouyto nomanky". M HaoGopoT, 6irono "3aramka" mpeBpamniaercs
B ouepenHyio "3e3ay".
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Puc. 4.7. Ananu3 menio no meroay JA.Cmura

B 1983 rony [»Bux IIdiiBecuk [uisi aHamu3a MEHIO MPEAJIOKHUI PYKOBOJCTBOBATHCS KOMOMHALIMEH Tpex
MEPEMEHHBIX: ce0eCTOMMOCTbIO 0101, BaJIOBOM MPUOBLIBI0, 00bEMOM Ipojax (puc. 4.8).
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Puc. 4.8. Ananu3 menio no meroay /l.IDiiBecuka

B npennoxeHHO# mMarpulle Jydnive Mo3uiuu — y ONroJ] ¢ HU3KOM ce0eCTOMMOCTBIO U BBHICOKON BaloBOM
pUOBLIBIO (CPEIHEB3BEIICHHOM), OMOJHEHHOM BBICOKUM 00BEMOM MPOJAXK.

[IpoBoasi cpaBHUTENBbHBIA aHAU3 MEHIO 10 BCEM MPEAJIOKEHHBIM METOJaM, B 00s3aTElIbHOM HOPSIKE
HE0OXO0IMMO YUYUTBIBATh CJIEIYIOLIUE YCIOBUS:

* pa3nauyHbIe rPyNIbl 010/ B MEHIO (3aKYCKU, OCHOBHBIE OJ110/1a, J€CEPTHI U T.1.);

* BpeMs e/ibl (JIaHY, Y’KUH U T.11.) U popMy 0OCITyKHBaHUS;

* pa3Mep pecTopaHa U TUIl yIIPaBJICHUS;

* [IEPUOJ] ACUCTBUS aHAIU3A.

Tounocmov cocmagneHus u 6HewiHue 0COOeHHOCMU OPopmaeHun menio. MeHIO NOJKHO COJEepXKaTh
repeyeHb UMEHHO TeX 0Jt0J1, KOTOpbIE€ €CTh B HAJIMYMH WJIM MOTYT ObITh IPUTOTOBJIEHBI JJISl TOCTEH.

BHemHuil BU MEHIO JJOJKEH OTpakaTh PHIHOYHYIO KOHUENIUIO, 00JUK U Au3aiiH npeanpustus. [lanurpa,
ucrnoJyib3yemasi npu o(OpMIECHUM MEHIO, JI0JDKHA COOTBETCTBOBATh ILBETOBOW TaMMe, MCIIOJIb3yeMOH IpHU
OTJIeJIKE MOMeIlleHusl pectopaHa. Pasmep u 4yeTkocTh mpudTa OnpenensitoTcsl ¢ y4eTOM OCBELEHHOCTH 3alla,
TaK Kak cj1adoe OCBEIICHHE B 3aJie 3aTPYAHSIET IOCTIM YTEHHE MEHIO.

MeHto MOXkeT ObITh HalleyaTaHO Ha Pa3IMYHbIX MaTepHallax: OT TOHKOW Oymaru pa3oBOTO IOJIb30BAHUS J10
CHEIHaJIbHO BbIJIEJTAHHON KOXH WK nepramMenTta. OIHako yallle BCEero MEHIO Ie4yaTaioT Ha HeIoporoi oymare,
KOTOPYIO MIOTOM BKJIa/IbIBAIOT B IPOYHYIO OOJ0KKY JUTUTEIBHOTO TOJIB30BaHUS.

YacTo wucmosnp3yercs MHOTOIBETHAas medarh ¢ (ororpadusmMu (pUCyHKamMu) MPEANPUITHS, €r0 3aJiOB,
(GupMEHHBIX U HalUMOHAJIBHBIX OntoA. HecMoTpst Ha TO YTO yKpalleHHe KapThl MEHIO IOMEIIEHHEM Ha Hel
dbotorpadumii 6mron "3Be3n" wiam "3aramok’ MIMPOKO HCIOJNB3YETCS B PECTOPaAaHHOM OHM3HECE, OTHOIIEHUE K
3TOMY CIELMATUCTOB HEOJHO3HAuHO. Tak, (paHIy3CKHE CIEUUATMCThl CKJIOHSIOTCS K TOMY, YTO BCSIKHE
KapTUHKU U ¢poTorpaduu Ha KapTe MEHIO HU K yemy. KiueHT oskeH BooOpasuTh 0110710, a HE paccMaTpUBaTh
ero Ha (ororpadun.

YacTto B MEHIO KCIIOJIb3YeTCs onucanue 0. B naHHOM ciyyae BaXKHO yKa3aThb MHIPEIUEHTHI, KOTOpbIE
XO04YeT NMo4epKHyTh med-nosap. [IpocToe nepeuncienre Ha3BaHui 0110, MyCTh U OPUTMHAIIBHBIX (K IPUMEPY
"KanTara", "Onera", kornera "Bapmasa"), Huuero He ckaxkeT KiueHTy. Eciu B MeHI0 onucanusi OJ1t011 OTCYT-
CTBYIOT, O(QHIIMAHT JOJDKEH ObITh IOTOB B YCTHOM (opMe pacckazarb 00 HMX COCTaB€é U OCOOEHHOCTSAX
[IPUTOTOBJICHUSI.

[Ipu cocraBmeHuu MeHIO oco0oe OTHOIIEHWE TpedyeTrcs K TpeiokeHuio necepra. Jleceptr — 3T0
TPaJMLMOHHBIA (UHAJI HacToslled Tpame3bl. B ero TOYHOM KyIMHApHOM MOHMMAaHMU 3TO HE IPOCTO
3aBepraromiee Omt0m0 crona. CMBICT BCSKOTO Jecepra — He J00aBUTh CHITOCTH, a, Ha00OpOT, CHSTH

OLIYIIIEHUE INOCICO0EICHHON TSAXKECTH, HE BBI3BATh Yy KJIMEHTA KeJaHue 3acHyTb. OCHOBHOE IPAaBUIIO IPH
IIPEUI0KEHUH JIecepTa ClleAytollee: BEIOOp AecepTOB AOJIKEH ObITh HEOOJIBIIMM, OJHAKO IIPH 3TOM HE CIEAYET
KOHOMHUTb MECTO B MEHIO. COBEPILIEHHO HEJOIMYCTHUMA B MEHIO CJIEIYIOIIasl 3aIKCh:

"®pykTel B accoprumente" win "MopoxeHoe B accoptumente". Hactosimuii, xopomo u "BKycHO"
IIPENOIHECEHHBIN AecepT B KapTe MEHIO — 3TO JIMLO pectopaHa. Kak nocinennee 0mono gecepT 00sA3aTeNbHO
3aIlIOMUHAETCS TOCTSIMMU.

B MeHI0 He nonycKaeTcsl HUKaKuX UCIPaBICHUN OT PYKH, MOATUPOK, TOMAapOK.

74



[Ipu ocymiecTBiIeHNH 3aKa3a B peCTOPaHE MOJIb3YIOTCS ONPEACIICHHBIMY MIPAaBUJIAMHU IIOa4U MEHI0. MeHIo
MOJIAt0T MPaBOM PYKOM € MpaBOM CTOPOHBI TOCTS B PACKPHITOM BHUJE Ha TOW CTPAaHMIE, TAE MEPEUUCIICHBI
¢bupmMeHHbIe OJF01a UK XOJIOAHbIE 3aKYCKU.

Ecnu rocrelt gBo€ — MyX4YMHA U KEHIIHWHA, TO MEHIO IIPEAIAraloT MYKYMHE, KOTOPBIM caM NEpPEAacT ero
name. [locie Toro kak gama caenaeTr BbIOOp, MyXUYMHA TUKTYET 3aKa3 O(QUIHAHTY.

Ecnu npuma rpymnmna, MEHI0 MOAA0T CTaplIeMy WIHM CTapLIed 1o BO3pacTy.

Ecou B rpynme ectb MyXYHHBI M JKCHIIMHBI, TO MEHIO IMOJAIOT TOMY TOCTIO, KOTOPBIM OOpaTwics K
odpuimanty. Eciu rocreit MHOTO, JKe1aTeIbHO MIPUHECTH HECKOJIBKO SK3EMILISIPOB MEHIO.

[lonaB MeHIO, OQUIMAHT OJKEH IPEJOCTaBUTh BpeMs CIesaTh BbIOOpP M MOJOMTH K CTOJy BHOBB, KOTJa
TOCTbh MOJIOKUT MEHIO Ha CTOJI WM IPUTJIACHUT €TO0.

Bonpocs! 1151 noBTOpPEeHUA

1. [lepeuncnure HanboJEEe BasKHbIE KPUTEPUH KJIaCCU(UKALIUY TPEANPUITHI MUTAHUS.

2. Kakue Tumsl OpenpusTuil MUTaHUS BBIAEISIOT B 3aBUCUMOCTH OT XapaKTepa OCYLECTBISEMONW TOProBo-
IIPOU3BOJICTBEHHON JESATEILHOCTH?

3. Kak xiaccuguiupyrot 6apsl B 3aBUCUMOCTH OT WX PACIIOJIOKEHHS B TOCTHHUYHOM 371aHUN?

4. Kakas nndopmanus 1omkHa ObITh yuTe€HA U 3a(UKCUpOBaHA MPU MPUHATHH 3aKa3a Ha 00CIy)KMBaHUE B
TOCTHHUYHOM HOMEpe?

5. V3noxuTe crienMaabHbIe TIPaBuiIa 00CITY)KUBaHUsI TOCTEH B HOMEpax.

6. HazoBure ciiaraemble KyJabTypbl 0OCITYKUBaHUs HA MIPEANPUATHIX TUTAHUSL.

7. YeM oTiIn4aeTCsd KOHTUHEHTAJIbHBIN 3aBTpaK OT aHIJIIUICKOTo?

8. Kakume wmetonpl 0oOCiIy)XMBaHHsS HCHOJB3YIOTCS HpPHU OpraHU3allMd 3aBTPAKOB, O0€I0B U Y)KHUHOB?
Onumure ux.

9. B uem cytb ppaniry3ckoro cepsuca?

10. IIpuBenute Knaccudukaiyo OaHKETOB.

11. JlaiiTe onpeneneHue NOHATUAM ""cTaTudHOE" U "LHUKINYHOE" MEHIO.

12. Ilepeuncnure pakTopbl, KOTOPHIE TOJKHBI YIUTHIBATHCS IPU COCTABICHUH MEHIO.

13. HazoBuTe cocTaB KIacCHYECKO KyXOHHOU Opurajsl, npemioxenHoi XK A. Ockodbe.

14 B yem cyTh KaueCTBEHHOTO aHayM3a MeHI0? Ha30BuTe 1 0XapakTepu3ylTe METOIbI aHAIN3a MEHIO.

I'TABA S YIIPABJIEHUE KAYECTBOM YCJYT

5.1. KauecTBO yciyru Kak o0 beKT ynpaBJIeHUS

CyllecTBYIOT —pa3iauyHble IMOAXOAbl K TOJKOBaHWIO TOHATUA "kKayectBo ycayru'. Hawubonee
ynoTpeOIsieMbIM SIBIISIETCA ompeaenienne, qanHoe B Mexaynapoaaom cranaapre UCO 8402-94 "VYnpapnenue
KauecTBOM M oOecrniedeHue kauectna. CioBapp':

"KayecTBO YCJIYIrH — 3TO COBOKYITHOCTHh XapaKTEPHCTHUK YCIYTH, KOTOPbIE MPUIAIOT € CIIOCOOHOCTH
YAOBJIETBOPSTH 00YCIOBICHHBIC HIIM TIPEATIOaraeMbie moTpeoHocTr" .

B MC UCO 8402-94 takke npuHAT TEPMUH "KauecTBO OOCIyX UBaHUA", KOTOPOE pacCMaTpUBAECTCS Kak
COBOKYITHOCTh XapaKTePUCTHK TIpoIlecca M YCIOBHHA OOCTYy)KHMBaHUS, OOECIIEYMBAIONINX YIOBICTBOPEHHE
YCTAHOBJIEHHBIX WJIM IPEANOoaraéMblX MOTpeOHOCTE noTpeOuTeNs.

K BaxHelmmM Xxapaxmepucmukam yciayzu, OOECIICUMBAIOIIAM €€ CIHOCOOHOCTH YAOBJIETBOPSTH
OTIpe/IeIeHHBIC TIOTPEOHOCTH, OTHOCSITCS:

* HA/IKHOCTH;

* IPEIyNPEIUTENEHOCTD;

* JOBEPUTEIHLHOCTD;

* TOCTYITHOCTB;

* KOMMYHUKaTHBHOCTb;

* BHUMATEIIbHOE OTHOIIICHHE.

Haoescnocmp onpeniensieTcs Kak CIOCOOHOCTD TepCOHANIa B TOYHOCTH TPEIOCTABUTH OOCIIAaHHYIO YCIIYTY.
C oOecrnieueHusi HAJAEKHOCTH JOJDKHA HAYMHATHCSA pPa3pabOTKa MPOTpaMMbl KAadeCTBEHHOTO CEpBHCA.
OcHOoBaHWeM U1l HAIEKHOCTH SBISIETCS KOMIIETEHTHOCTh INepcoHana oOcmyxuBanus. Criaaurtb
HEKOMIIETEHTHOCTh TEPCOHANa HE MOMOTYT HH OOJbIIME 3aTpaThl Ha PEKOHCTPYKLIUIO M OOHOBIICHHE
TOCTHHHYHOTO 3[aHUs1, HU JPYXKEIT00HOE U MPUBETINBOE 00CTY)KHBAHNE KITHEHTA.
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Ilpeoynpeoumenvnocms — pemiuMoCTb NOMOYb KJIMEHTY M 0€3 3aJepKKU OKa3aTh yciayry. Bo Bpems
00CIyXKMBaHUSl OYEHb YAaCTO BO3HUKAIOT HEIITATHBIE CUTYAllMHM WU K€ y KIMEHTOB MOSBISIOTCS 0COObIe
XKesaHus (IOCTaBUTh B HOMeEpe OeNblil posuib WM KpOBaTh "KOPOJEBCKUX pa3MepoB" u T.n.). B monoGHbIX
CIIydasiX OIICHMBAETCS CIMOCOOHOCTh MPEANpHUATHS HaWUTH HeopauHapHoe U dddextuBHOE pemeHue. Oco-
OCHHOCTH JIeATENbHOCTH NMPEANPUATUil chepbl ycayr U, B 4aCTHOCTH, TOCTUHUYHBIX TaKOBA, YTO 37ECh BCEr/a
BO3HMKAJIM U OyAyT BO3HUKaTh HeIITaTHble cuTyauuu. I[loaTomy HeoOXonuMo 3apaHee CIUIAaHMPOBATh
BAapUaAHTHl YCTPAHEHUsI IIOI0OHBIX MPOOIIEM U BbIPA0OTATh COOCTBEHHBIE MPUHIMIIBI paboThl. B Takux cioyyasx
HeoOXo/lMMa KadyecTBEHHas paboTa mepcoHana, KOTOPBIM JOJDKEH He3aMeAJIMTENbHO pearupoBaTth Ha
BO3HUKAIOIIKE MPOOJIIEMbl B COOTBETCTBUM C MPUHLUIAMHU Ka)XJ0ro KOHKPETHOrO Ipeanpusitus B paboTe c
TpeOOBaTENbHBIMU U CKaHIAJIbHBIMU KiIMeHTaMHU (coryacHo IlpaBuiy [lapeto MokHO mpennoyioxurhb, 4yto 20
% xinenToB co3aaT 80 % mnpobiem). McciaenoBanusi, IpoBeIECHHbIE HA TOCTUHUYHBIX MPEANPUATHAX, TOM-
TBEPKJAIOT, 4YTO OJIHA M3 TMEPBbIX MbICIEH, BO3HMKAIOIIMX Yy MepcoHajla OOCIYy)KMBaHUS BO BpeMms
KOH(DJIUKTHBIX CHUTyalMil, — O3TO CTPEMJICHHWE 3allUTUTh ce0sl, J10Ka3aTh, 4YTO OHU HE MPUYACTHBI K
BO3HUKHOBEHHUIO NpoOsieMbl. J[aHHOE OOCTOSITENBCTBO CBUACTEILCTBYET O HEYBEPEHHOCTH CIIYXKALUX B TOM,
YTO PYKOBOJCTBO ACUCTBUTEIHHO MOOILIPSieT 3a00Ty 00 YyAOBIETBOPEHHUU KIHMEHTOB. B mporuBHOM ciydae
BMECTO yriyOyieHus KOHQUIMKTa W JI0Ka3aTeIbCTBAa CBOEH IPABOTHI OHU MPEXKJE BCErO MOMBITAIUCH Obl
CIPaBUTHCS C MPOOJIEMO, MPOSIBUB BEIMKOIYLIME O OTHOIIEHMIO K "mpuaupuuBoMy"' kiaueHty. KiueHt B
JNeUCTBUTENBHOCTH HE Beeraa npaB. OIHaKO KaKylo BBITOJY MOJIYYUT TOCTUHUYHOE MIPEANPUSITHE, JOKa3aB, YTo
KJIMEeHT He npaB? HecoMHEHHO, OHO MOTEPSIET KIMEHTA, a IPUBJIEYb HOBOTO OyJET ropas3o CIOXKHEE U JOPOKE.
UccnenoBanus, mnpoBeneHHble MexXayHapOIHOW accomMamueil OOCTyKUBaHHS KIHNEHTOB, IOKa3alH, YTO
3aBOEBAHME HOBOI'O KJIMEHTA CTOMUT B IATh pa3 JOPOKE, YEM COXpaHEHHUE craporo. Jlpyroe xe ucciaeroBaHue,
npoBesieHHOoe MHCTUTYTOM IporpaMM HCCIEAOBAHUNA MO TEXHUYECKOMY COACHCTBHIO, CBUAETEILCTBYET, UTO
91 % HenoBOJBHBIX KIMEHTOB OOJIbIIE HUKOIAA HE OOpaTUTCS Ha 3TO MNPEANPUATHE U KAXKIBIA U3 HUX
MTOJICJTUTCSI PACCKA30M O CBOMX MPOOJIEeMaX MUHUMYM C JIEBIATHIO IpyruMu KiaueHtamu. Onnako ot 54 go 70 %
KJIMEHTOB CHOBA BOCIHOJIB3YIOTCSl YCIyraMH "MpennpHusaTHsI-o0uaunKa", eciii HX >KajaoObl ObUIM YHOBIIET-
BopeHbl. Eciy ke KIMEeHTHl BUJAAT, YTO BO3HMKAIOIIME MPOOJIEMbI peniaroTcsi 04eHb OBICTPO, TO 3Ta 1udpa
BO3pacrtaer 110 95 %.

/Jloeéepumenvnocms — ymMeHUE NEpcOHaNa BbI3bIBATh JoBepue. [[1s co3gaHusi TOBEPUTEIHLHOCTH OYEHb
BAKHO AaKIIEHTUPOBAaThb BHMMAaHUE Ha BHELIHUX IPHU3HAKAX, KOTOPHIM MOTPEOUTENU JOBEPSIIOT B OOJIbIICH
CTeNEeHU. XOpOILIO OPraHU30BAHHBIN HWHTEPbEP TOCTUHUYHOIO XOJUIa, HOMEPOB, pEecTopaHa, YHUCTOTa
MOMEIEHUH W ONPSTHBIA BUJ YABIOAIOUIMXCA CIY)KalUX — BCE OITO BHEIIHME KPUTEPUH KadyecTBa
00CIyXUBaHUS, MO KOTOPHIM KJIMEHTHI CJAEJAI0T 3aKJIIOYEHHE O TOM, 4YTO Ha KaKOM-TO KOHKPETHOM
MPEANPUSITHH BCE B MOPSAJIKE U EMY CIIEIYET JOBEPUTHCH.

Jlocmynnocmes — NerkocTb YCTAaHOBIIEHHUS CBsI3€l ¢ mepcoHanoM oOciyxuBanus. K npumepy, eciu roctsb
BBI3BAJI B HOMEP PaCChUILHOTO, TO TOT JI0JIKEH MPUOBITH B TEUEHNE HECKOJIBKUX MUHYT, a HE YacoB.

Kommynuxamuenocms — crnocoOHOCTb 00€CNEeUUTh Takoe OOCIy)KHBAaHHME, KOTOPOE HCKIIIOUUT
HEJOMOHUMAaHNE MEXJYy IEpCOHAJIOM U KJIMEHTaMU 3a CYeT TOro, 4YTo HeoOxoaumas uHpopmauus Oyner
MIPEIOCTABIISITHCS KIIMEHTaM BOBPEMsI U 0€3 IOMOJHUTENBHOTO 3aIpoca C UX CTOPOH.

Brnumamenvnoe omunowenue — VHIUBUIYalbHOE OOCITY)XKMBAaHUE W BHUMaHHE, KOTOpPOE MpPEINpUATHE
MIPOSIBJIIET [0 OTHOLIEHUIO K KiIMeHTy. Ocobast IEHHOCTh 3TOW XapaKTePUCTUKHU KadecTBa yCIyru 0ObsCHAETCS
TE€M, YTO KaXJbI KIUEHT UMEET 0COObIe MOTPEOHOCTH, OTIMYAIONIUECS OT MOTPEOHOCTEW APYrux IoJeH.
Uto0Obl 00ecnieunTh BEPHOCTh KIMEHTa HMPEANPUSITHIO, IPHU MPEIOCTABICHUN YCIYTH CJeIyeT M0Ka3aTb, YTO
KOHKPETHBIA KIIMEHT SIBJIAETCS JJIs MPEIIPUSITUSI OCOOCHHBIM, YTO €r0 MHIUBUAYAJIbHbIE MOTPEOHOCTH OyIyT
YUTEHBI.

[Ipu paccMoTpeHuM KayecTBa YCIYI YacTO YHOTPEOJSIOTCS HECTaHAAPTHU3UPOBAHHBIE OIPEACICHMUS:
"COOTBETCTBYET — HE COOTBETCTBYET TpeOoBaHUsAM'", "Bblllie ypoBHS — HUXke", "xopomo — mioxo", "ynoB-
JIETBOPSIET MOTPEOHOCTH — He ynoBieTBopsieT" u 1.1. Hampumep: "KadecTBo 00cayXKuBaHHS B OTEYECTBEHHBIX
TFOCTUHUIAX HE COOTBETCTBYET TPEOOBAHMSIM MEXJIYHAPOJAHBIX CTaHIapTOB", "YpoBeHb 0OCIYKHMBaHUS B
roctuauie "lloser" Hmke ypoBHS OOCTYXKHBaHHS B Tpex3Be3n04HOW roctunuie", "KauecTBo ycmyr,
MPENOCTaBIISIEMbIX B TOCTUHHMIIAX HEOOJIBIIMX pPAMOHHBIX TOpPOJOB, MOXHO OLIEHUTh Ha «HEYAOBJIET-
BopurensHO»". Illupokoe pacnpocTpaHeHHEe HECTaHAAPTU3UPOBAHHBIX TEPMHMHOB B OTHOIICHMU KadecTBa
YCIIyT BIOJIHE ONPaBJaHO, TaK KaK MO3BOJISIET I0KA3aTh BCHO MHOTOTPAHHOCTh KAUYECTBEHHBIX XapaKTEPUCTHUK B
NeSITeIbHOCTH MPEANPUATHI TOCTEIPUUMCTBA.
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KadecTBO yci1yru ¢ TOUKH 3peHust norpeduTeist

JUia npeanpusATUil TOCTENIPUUMCTBA pELIAIOLIee 3HAYEHHE HMEEeT TO, YTO M Kak I[OTEHIUaJIbHbIN
MOTpeOUTENb MPUHUMAET 3@ KaueCTBO Ha PBIHKE YCIYT, TO €CTh NPH PACCMOTPEHHH IMOHSATHS '"KauecTBO" B
LEHTPE BHUMAHUS HAXOJUTCSI IMYHOCTh MOTPEOUTEIS.

[Ipu oneHke kayecTBa yclIyru HOTPEeOUTENb CPAaBHUBAET TO, YTO €MY MPEAOCTAaBUIIM, C TEM, UTO OH XKeyaj
nosyuuTh. Okujaemasi yciayra MNpeACTaBlsseT U3 ceds OXKUJaeMoe KayeCTBO M MOXKET COOTHOCHUTHCS C
KEJIaHUAMU M HHAWBHUIyaJIbHBIMM HOpPMaMH HOTpeduTeneil, ¢ OOBEKTUBHBIMHM MPEACTABICHUAMU 00
OKUJAEMOM WJIM JIPYyIrMM CTaHJapToM cpaBHeHUsA. OneHka yCiayrd 3aBUCUT OT ONbITa oOpalleHus K
MIPOM3BOJIUTENSIM MMOAOOHBIX YCIYr, OT 3HAHMS YCIYTH, PIHOYHON KOMMYHHUKaluU (CBEACHUN U3 PEKIIaMbl,
CMU, kaTasioros, IpPOCIEKTOB), JIMYHBIX XEJIaHUN MOTpeOuTenst U umMumKa npousBoautens. [loTpebnsemas
yciIyra Kak BOCIPHHUMAaeMOe KauyecTBO NoaunHeHa ¢ dexraMm oTOOPOUYHOTO BOCIPHUSATHS, TPUCTIOCOOTICHUS U
HCIPABIIEHUS BOCIIPUHUMAEMOTO.

Omobopounoe 6ocnpusimue 03HA4aET, YTO OJIHA U Ta K€ YCIIyra BOCIIPUHUMAETCS BCEMU €€ NOTPEOUTENIMU
[I0-pa3HOMY, BCJIEJICTBUE WHIMBUIYaTbHOCTU UX XapaKTepa, MHTEPECOB, JUYHBIX KAa4EeCTB, 3HAHUI, a TaKxKe
CUTyallud, B KOTOPOH MPOUCXOAUT NoTpedneHue ycayrd. K cuTyallMOHHBIM OCOOEHHOCTSIM BOCIHPUSITHS
KayecTBa OTHOCUTCS IPEJOCTABIEHHOE B pacoOpsHKEHUE BpeMsl (HallpuMep, B CIIEHIKE MOKHO HE 3aMEeTHUTh, a B
CIOKOMHOI 00CTaHOBKE PacCMOTPETh BCE AETajM), KOHKPETHAs 00CTaHOBKA (HampuUMep, IpU IJIOXOW MOroje
OT/IbIXAIOUIMEe — KJIMEHTHl KypOPTHBIX MOCTUHHUIl HAYMHAIOT oOpaliaTh BHUMaHUE Ha MeOelb U OOCTaHOBKY
HOMeEpa, Y HUX MPOSBIIAETCS NOBBILICHHBI MHTEPEC K KaYeCTBY MUTAHUS U T.11.).

Bocnpusitue kauecTBa MOXKET BO BpeMs HOTpeONIeHUs npucnocabaueamvcsi K CHOPMUPOBABIIUMCS
oxxujanusM. Eciu BocipuHMMaeMoe KadecTBO HE3HAUWTENbHO OTKIIOHSETCS OT OXKUIAHWM, TO MOTpeOUTElNb
MOATOHSIET BOCIIPUATHE MOJ] CBOM oxuaanus. Ho eciin BocipuHUMaeMast yCiiyra nojgHOCTbIO HE COOTBETCTBYET
OKUJAHUSIM, BO3HHMKAaeT 3((deKkT KoHTpacTa: Oosiee BBHICOKME OXHUAAHUA YCHIUBaIOT 3(Q(EeKT KOHTpacTa.
Kpaitnuii ciydaii HEyJOBJIETBOPEHHMSI, KaK MpPaBUIJIO, OTMEUYAETCs, €CIU YeJIOBEK YK€ co3jaai ais ceds on-
peneneHHbId 00pa3 U BbIOMpPAET U3 TOTO, YTO €My MIPEUI0OKUIH, TOJBKO Ty UH(GOPMALINIO, KOTOpas BXOJIUT B
pamKu 3Toro oopasa.

IlocrostHHOE UCnpasnenue eocnpurHumaemoz2o NPOUCXOAMUT, KOTJA MOTPEOMTENb IBITAETCS HCIOJIb30BATh
4y»KOU OMBIT — Jpy3eH, KoJuIer 1o pabote, cocesiell, KOTOPbIM 3HaKOMa yCIyra Uili €€ OTAEIbHbIE SJIEMEHTHI.
B pe3ynbraTe yKperisitoTcs MoJ0KUTENbHbIE BIICYATICHUS, @ HETaTUBHBIE BHITECHSIOTCS JIMOO HA000POT.

OnucanHasi MOJIeNIb BOCIIPUATHUS OTPEOUTENIEM KadecTBa YCIYT'H MO3BOJISIET PACCMOTPETh 3TO MOHATHE KaK
€IMHCTBO TPEX COCTABJISIOIINX YaCTEH:

* 0a30BOI0 KAayecTBa;

* TpeOyeMoro KauecTBa;

* KEJIAEMOI'0 Ka4yecTBa.

ba3zoeoe (ocnoenoe) kauecmeo — 310 COBOKYITHOCTh TEX CBOMCTB YCIyTd, HAJIMUNE KOTOPHIX MOTPEOUTEIH
cuMuTaeT o0s3aTeNbHBIM, caMo co0oil pazymeromumcs. Hanesch 0OHapyXuTh 3TH KauecTBa, MOTPeOUTENb HE
CUMTAaET HEOOXOIMMBIM TOBOPUTH O HHUX mpousBojguTento. IlpuMepamu 0a30BbIX KayecTB MJI YCIYT
TOCTUHUYHOTO IPEIIPUITHSI MOTYT OBITh:

* HaJIM4YK€ YUCTOTO NOCTEIBHOrO Oelbsl U MOJIOTEHELl ITPU 3aCEJI€HUH B TOCTUHUILLY;

* eXKeIHeBHasi yOOpKa HOMepa FrOpHUYHOMT;

* rapaHTuu 6€30TKa3HOM pabOThI TEIEBU30pa U APYTOH anmaparypbl, UMEIOLIENHCs B HOMEpE;

* 0e30111M00YHbIE ONIEPALIMU ITPU MTPOBEICHUU OKOHYATEIBLHOTO pacyeTa ¢ TOCTEM 3a MPOKUBAaHUE U T.[.

Obecrieyenrie 0a30BBIX KauyeCTB YCIYTM MOXET TpeOOBaTh MOCTOSHHBIX YCWIMM M 3aTpaT pPecypcoB
npennpusTis. Bmecte ¢ TeM npou3BoUTENb JOJHKEH BCErja UMETh B BHJLY, UTO 0a30BbIe MOKa3aTeNu KayecTBa
HE OIPEeNeNSIIOT LIEHHOCTH YCIYTH B ria3ax norpedurens. C Apyroil CTOpoHbI, UX OTCYTCTBHE MOXKET MOBJICYb
3a co0O¥ HEeraTUBHYIO peakIuio norpedutens (knuenrta). [Ipon3BoauTeNb CHIIBHO PUCKYET CBOUM MMUJIKEM U
MOCIIEAYIOIUM OU3HECOM, €CIIU OH HE yJeJseT HaUIeXKaIero BHUMaHus 0a30BOMY KayeCTBY YCIIYTH.

Tpedyemoe (oxcudaemoe) Kauwecmeo — 3TO COBOKYMHOCTh TEXHHYECKMX U (YHKIMOHAIBHBIX
XapakTepUCTUK yciyrd. OHM MOKa3bIBalOT, HACKOJIBKO YCIIyTa COOTBETCTBYET TOMY, UYTO ObLIO 3aIUIAaHUPOBAHO
npousBoauTeneM. lmeHHO TpeOyeMble cBOWCTBA yCayrd OOBIYHO PEKIAMUPYIOTCS M TapaHTUPYIOTCS
npousBoauTeneM. IlpuMepamu TpeOyeMbIX TEXHUYECKUX XapaKTEPUCTHUK T'OCTUHUYHBIX YCIYT SBISIOTCA:
HaJMuue KOMMYHAJIbHBIX y00OCTB B HOMepax (BaHHBI, Aylla, TyajeTa), KOHAUIHUOHEPOB, KOH(EpPEH-3aI0B,
MEepEeroBOPHBIX KOMHAT U T.J. [IpumepaMu TpeOyeMbIX PyHKIMOHAIbHBIX XapaKTEPUCTUK TOCTUHUYHBIX YCIIYT
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MOTYT OBbITh: KPYTJIOCYTOUHOE 00CITY)KMBaHUE B HOMEpaX M Ha 3Takax, ©KeIHEBHas JI0CTaBKa CBEXEH Mpecchl
U T.J1.

Kenaemoe kauecmeo mperncTaBisieT AN MOTPEOUTENs HEOKUAAHHBIE LEHHOCTU IpeAjiaraeMoil emy
YCIyTU, O HAJIWYUM KOTOPBIX OH MOI' TOJBKO MEYTaThb, HE IMpEAnoJsiaras BO3MOXKHOCTH WX peau3alHuu.
Oco0OeHHOCTD JKeJTaeMbIX MOoKa3aTesiel KayecTBa COCTOUT B TOM, YTO MOTPEOUTENb HE JOJDKEH NMPUAYMbIBATh
ux cam. OH, KaK MpaBWIO, HE TpeOyeT WX, HO BBICOKO OIIEHHWBAET MX HAJWYHE B MpEIaraéMol eMmy YCIIyTe.
[IpumMepaMy TOCTUHUYHBIX YCIYT C JKEJIaeMbIM Kau€CTBOM SIBJISIFOTCSI CIIYTHUKOBOE M KaOelIbHOE TeNeBUICHHE
B HOMeEpax; MPeAI0KeHUEe rOCTIO OCTaBUTh ce0e B MOJIapOK Ha MaMsATh O MpeObIBaHUM B FOCTUHULE (DEH, 30HT,
¢bupMeHHbIE KOCMETHYECKUE CpeACcTBa M T.J.; OecIulaTHas OyThUIKa IIAMIAHCKOTO K YXUHY U T.. Ecmm
ycllyra, Y4YUTHIBAIOIIAsl JKEJIaeMOE KaueCTBO, BBINIOJHEHA XOpOILIO, TO OHAa MOXET PE3KO YBEJIUYUTh
YIOBJIETBOPEHHOCTh NOTPEOUTENsl, MAaKCUMaJbHO pacliupsii CEKTOp pbIHKA Ui  IPOU3BOJUTEIS.
beccructeMHOCTD M HEMOCIEA0BATEIBHOCTD MPEIOKEHUS TONOJHUTEIbHBIX YCIYT, BHICTYNAIOIIUX B KAYECTBE
MOKa3aTesell jKeIaeMoro KauecTBa, MOXKET MPEBPATUTHCS B CEPbE3HYIO MPOOJIEMY sl IPOU3BOJIUTENSA. YUeT
MIPOM3BOJIUTENIEM JKEJIaeMOro KauyecTBa B CO3/aBaéMOM YCIyre SBISETCS XOPOIIMM HWHIMKATOPOM €ro
MOTEHIMAJILHOW BO3MOKHOCTH B HOBOBBEACHUSX U CO3AET OJAronpHUsITHbIE YCIOBUS AJISl MPOPbIBA HA PHIHOK
U JajdbHEHILEro ynydlleHus yCIyrd, a TaKKe ONEepeKeHUs BO3MOXKHBIX KOHKYpEHTOB. JKenaeMble mokazareiu
KayecTBa JIOJDKHBI ObITh HEJOCTYNHBI KOHKYpEHTaM, MO KpaliHell Mepe A0 TeX Iop, HOKa OHM HX He
CKOIIUPYIOT.

Peanuzanus jxenaembIx IMOKa3aTeleld KadyecTBa YacTO SBISETCS Pe3yabTaTOM XOPOIIO IPOJTyMaHHOM
KOMOHMHAIMK Pa3IMYHbIX TEXHOJOTUN U IIIyOOKOro 3HaHHS MPOU3BOAUTEIEM TOTO, YTO XOYET MOTPEOUTENTh U
KaK OH OyZIeT 3TUM I0JIb30BaThCA. YUET MPOU3BOAUTENIEM JKEIAeMOr0 KaueCTBa BO BHOBb CO3/1aBaeMoOil yciyre
MOXKET CTUMYJIMPOBATh (POPMHUPOBAHHUE HOBBIX MMOTPEOHOCTEN 001IIECTBa.

C TOuKu 3peHHUs YIOBIETBOPEHUSI NOTPEOHOCTEN KIMEHTOB 0COOBI UHTEPEC MPEACTABISIET MPEUI0KEHHAs
amepukaHckuMu yueHbIMH Kenorrom m TepiukeHOM munonozus snemenmog oodcaycueanus. B pesynbprare
U3Y4YEHHUs MOTPEOHOCTEH, OKa3bIBAIOIIUX BIUSHUE HA MPUHATHE PEIICHUs KIMEHTOB O MPUOOPETEeHUU YCIIYT,
STUMH YYE€HBIMU ObUIM BbIJENIEHBI YETHIPE IPYIIbI AEMEHTOB 00CTYKUBaHUS:

* KPUTUYECKHUE;

* HEUTPAJIbHBIE;

* IPUHOCAIIUE YIAOBIETBOPEHUE;

* pa304apOBBIBAIOILILE.

Kpumuueckue snemenmul SIBISIOTCS CYHIHOCTBIO MHJYCTPUHM TOCTEIPUUMCTBA. OJTO TJIaBHbIE (PAKTOPHI,
OKa3bIBAIOLIME HEIOCPEIACTBEHHOE BO3/IEHCTBIE HA NoBeieHue noTpedutens. OHU JOJDKHBI IPUCYTCTBOBATH B
MEPBYIO OYepe/lb, MOCKOJIbKY OCHOBAaHbl HA MUHHMYME CTaHAApTOB, MpHEMJIEMBIX s noTpeduteneii. Ecou
MPEANPUATHS XOTAT BBDKUTh B KOHKYPEHTHOH 00pb0e, OHU JOJDKHBI C/I€TaTh BCE, YTOOBI MPEATI0KUTH UMEHHO
9TH AJIEMEHTHI 00cmyKuBaHus. [IpuMepbl UX OYEHb MPOCTHI: YUCTOTA TOCTUHUYHBIX HOMEPOB, OOLIECTBEHHBIX
MOMEILEHNH, 0e30MacHOCTh, 30pOBas NMUIlla U T.J. KpUTHUECKUMHU 3TU 3J1€MEHTHI Ha3bIBAIOTCS MOTOMY, UTO
OHM BBI3BIBAIOT JINOO MOJIOKUTEIBHYIO, JIMOO OTPULIATENbHYIO PEAKIMIO B 3aBUCUMOCTH OT TOTO, JOCTUTHYTHI
9TH MUHUMAaJbHbIE CTaHAApPThl WM HeT. Kpurhyeckue *e OHU €elle U MOTOMY, YTO UTHOPUPOBAHUE 3TUX
AJIEMEHTOB MOJKET OBbITh MPOIIEHO MNPEANPUATUSAM HUHAYCTPUU TOCTENPUUMCTBA JMIIb B KPUTHYECKHX
CUTYaIUSIX.

Hetimpanvnvie snemenmul, HA060POT, HE OKA3BIBAIOT MIPSIMOTO BO3JEHCTBUS HA AEATEIbHOCTD IPEIITPUSITHSL.
K aTum sneMeHTaM MOXHO OTHECTH LIBET YHU(POPMBI OOCIIYKHBAIOIIEr0 MEpCOHaNa, MaJUTPYy Kpacok, B
KOTOPBIX BBIIIOJIHEH UHTEPhED 3JaHUsI, PACIION0KEHNE aBTOMOOUIBHOM CTOSAHKH U T.A4. Tak Kak 3TH 3JIEMEHThI
UMEIOT JTOBOJIPHO CJIa00€ BIMSHUE Ha CTENEHb YAOBJIETBOPEHUS MOTpeOUTENeH, HA HUX HE CTOUT TPaTUTh
3HAYUTENIbHbIE YIPABICHYECKUE YCUITHSL.

IIpunocawue yooenemeopeHnue s1emenmvbl MOTYT BbI3BaTh OJAarofapHyl0 pEaKLHIO, €CIU OXKUIAHUA
MIPEIBOCXUILEHBl, HO HUKAKOW PEaKLHH He MOCJIEAYeT, €ClIM OXKUIAHMS YIOBIETBOPEHbI WM, HA00OPOT, HE
ynoBieTBOpeHbl. [IpumepaMu MOTYT ciyKUTh OOCIyXKMBaHHWE B TOCTUHHUIIAX B HOYHOE BpeMms, OecIIaTHbIE
HAIlUTKH, IMPEJOCTABIIIEMbIE T'OCTSAM BO BpeMsi OAaHKETOB OT HMMEHHU JIUPEKTOpa, LBETHI, MPENOAHOCHUMBIE
aJIMUHHCTpaIed JamaMm B pectopaHax U T.1. O4eBHIHO, YTO MOJAOOHBIE 3JIEMEHTHI MO3BOJISAIOT NPEANPUATHIO
ObITh 3aMETHbIM Ha o00meM QoHe aHalorWyHbIX mnpeanpustuil. Hukrto He Oyner Bo3paxarb MPOTHUB
OecIJIaTHOTO YrolleHus, LIBETOB WM LIOKOJa/1a, HAWJEHHOTO BEYepOM Ha IMOJYIIKE B crajibHe. TOUYHO TaK ke
HE MHOTUE OyayT >KajoBaThbCsl, YTO HE JOBOJIbHBI YPOBHEM OOCIY>KMBAHHUS, TOCKOJBKY IOJOOHBIE CIOPIPU3BI
CHelMaIbHO HE OIUlauMBaiu. Takue 3JIEMEHThl HE JOCTAaBJISIIOT HENPUATHOCTEHM, €ClAM KIMEHThl MX He
MOJIy4YaloT, ¥, HA00OPOT, IPUHOCST YIOBJIETBOPEHHUE, €CIIU KIMEHTHI BAPYr OOHAPYKUBAIOT UX.
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Pa30qap06b16a}0mumu onemenmvl CTAaHOBATCA TOraa, KOraa OHHW HE BbIIIOJIHCHBI IIPAaBHUJIBHO U
COOTBCTCTBCHHO BBI3bIBAIOT OTPULATCIIbHYIO PCAKIHUIO. OI[HaKO HUKaKOH peakKuu MOXKET HC II0CJICO0BATH,
€CJIM BCC A€JIacTCA IMPaBHUIIbHO. K TakmMm sreMeHTaM OTHOCSTCS U HCyJa4HO BI)I6paHHa$I HJIM OpraHU30BaHHAaAg
CTOsHKa JJI1 MalllMH, 3aCTaBJIAIOIIasA rocrei JaJICKO MATH, OTKa3 OT OIIJIaThI I1O HauoboJjee pacrnpoCTpaHCHHBIM
KPCAUTHBIM KapTOYKaM; H€)Ipy>K€J'II—O6I/I€ NepcoHala; rpA3HbIC MCTICJIbHULBI U T. 1.

OTHocUTeIbHOE KAa4eCTBO

K nonstuio "kadectBo yciayru'", KOTOpoe MO3BOJSET BCECTOPOHHE OLIEHUTH AESTENBbHOCTb NMPEANPUSTUI
TOCTEMPUUMCTBA, TPUMBIKACT MOHATHE "OTHOCUTEIHHOE KA4YECTBO'", SIBJSIONIEECS OTIIPABHBIM B pa3pabOTKe
oOuieil crpareruy KauecTBa, OPUEHTHPOBAHHOTO Ha moTpedutens. Pacrymas riacHOCTh phIHKA IMO3BOJISET
MPEANPUATHIO IPOBECTU MPSMOE CPAaBHEHUE CBOETO MAKETA YCIYT C MPEUIOKEHUIMU KOHKYPEHTOB — OTCIOJIa
Y MIPOUCXOIUT MOHSTHE "OTHOCUTEIFHOE KA4ECTBO", KOTOPOMY IPHUCYIIHU CIEAYIONINE XapaKTEPUCTHKHU:

* BO3MOYKHOCTb CPaBHEHHUSI C YCIyraMu CaMbIX CUJIbHBIX KOHKYPEHTOB;

* BO3MOKHOCTb PACCMOTPEHHUS C TOUKU 3pEHUS IOTPEOUTENS;

* HE3aBUCUMOCTD OT CTPYKTYPHI LIEH Ha IPEIIPUSITUH;

* BO3MOXXHOCTh OXBaTa HE TOJIbKO MAaTE€pPHAJIbHBIX, HO W HEMATEPUAJbHBIX YCIYT, BKJIKOYas HOBEACHUE
nepcoHasia.

BrisiBeHHE OTHOCHUTEIBHOIO KauecTBa YKPEIUISIET HAJEeKHOCTh MPEANpUsATUS, MOMOTaeT 3aBOEBaTh U
yZepKaTh IO3ULUU Ha pbIHKE. MeToAuKa BBISIBIIEHUS! OTHOCUTENILHOTO KaueCTBa BKIIIOUAET JiBa dTarna.

[TepBrrit sTan. CnenyeT BBIACIUTh BaXKHEHWIINE ¢ TOYKH 3peHUst oTpeduTens kputepun (5—10), koTopbie
MPUBOJAT K MPUHATUIO PELIEHUSI O IPUOOPETEHUN YCIIYT, PU 3TOM LIEHBI HE JOJKHBI IPUHUMATBCS B PAacyeT.
BaXHOCTh  BBIZIENIEHHBIX KPUTEPUEB HEOOXOAMMO COIJIacOBaTh C MHEHHUEM IepcoHalla, KOTOPbIH
HETMOCPEACTBEHHO KOHTAKTUPYET C MOTPEOUTENIEM U UMEET OOJIBIIION OTBIT OOIIECHNUS.

Bropoii atan — ouenka kpurepueB 1no 5—I10-06amibHON 1IKane ¥ MOCIEAYIOUlee CPaBHEHHE C TaKOM ke
OLICHKOW MJIGHTUYHBIX KPUTEPUEB Ha BAXKHEHIIMX MPEANPUATUAX-KOHKypeHTax. Yem Oospiie Oyzaer
HNPEeaNpUsITHI, TeM To4yHee OyayT KpPUTEpUU OTHOCHUTEIBHOTO KauyecTBa, KOTOpPbIE JIydlle H300pa3suTh
rpau4ecKu, B pe3yJbTaTe Yero MmoayquTcsi CBOeoOpas3Hblid mpouias kayecTBa (puc. 5.1).
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Puc. 5.1. IIpo¢uib 0THOCUTEIBHOI0 KA4eCTBA TOCTHHUYHBIX YCJIYI:
a — pacnosoKeHue; § — Ka4yecTBO MUTAHUSA; 6 — (e30IACHOCTD;
2 — KOMIIETEeHTHOCTb IePCOHAJIA; 1 — NpeJI0oKeHHe JONOTHUTEIbHBIX YCIYT;
€ — YHCTOTa B HOMepaXx, TyajieTe, 1yllie; i — Be:KJIUBOCTb U 100p0sKke/1aTeIbHOCTD ePCOHAIA; 3 — padoTa TejieBU30pa,
BH[€0, ayAH0; ¥ — THILINHA U MOBEICHUe coceeii; Kk — Mefeslb B HOMepe.

[TonsTe "kauecTBO" ¢ MO3UIMHM MOTPEeOUTENs paccMaTpuBaroT MHorue aBTopel. Tak, @. Tartapckuii
yYTBEpKJAaeT, 4yTo '"KauecTBa BooOlIe He ObIBaeT, a ObIBAET OHO TOJBKO HPUMEHUTEIBHO K KOHKPETHBIM
TpeOOBaHHUAM KOHKPETHBIX MOTPEOUTENIC M OKa3bIBACTCS, KAaK IMPABHIIO, HEKUM KOMIIPOMHCCOM MEXIY
KauecTBOM H 1eHou". K. XapuHTTOH NOAXOAUT K 3TOMY MOHITHIO CIEAYIONTUM 00pa3oM:

"KadecTBO — 3TO yHOBJIETBOPEHHUE OKUJIAHUN MOTPEOUTENIA 32 IIEHY, KOTOPYIO OH ce0e MOXKET MO3BOJIHTD,
KOI'/Ia y HEr0 BO3HMKJIA NOTPEOHOCTh. BrICOKOE KauecTBO — MpEBBIIICHNUE OXKUIAHUNM MOTpeduTens 3a dosee
HU3KYIO IIEHy, 4eM OH mpexmnoJiaract"'. B 3ToM muiane wHTEpec mpeacraBisieT U (opmyna, Mo KOTOPOH
aMepUKaHCKUE MOTPEOUTENHN OLIEHUBAIOT IPOAYKLIHIO:

1 Kauecmeso + Hadexcnocnmv + Ydobemeo 6 obeayacusanuy
eHHoCMb = .

Ilena
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Taxum 00pazom, yIOBIETBOPEHHE OTIPEACISETCS HE TOJIBKO Ka4eCTBOM. Y IOBJIETBOPEHHE — ATO PE3YJIbTaT
aHaM3a IICHbI W TOJIK3bI, & UMCHHO CPAaBHEHHUs KadecTBa W IeHbl. OYeHb YacTO MPOMCXOIHMT, OCOOCHHO B
cdepe yciyr, 9To OTPEOUTETh OCTACTCS HEOBOJILHBIM, HECMOTPS Ha TO YTO CUMTAET Ka4ecTBO BHICOKUM. [Tpn
ATOM IPUYHHA HEIOBOJLCTBA — II€HA. B TO ke camoe BpeMst 3TOT MOTpeOuTe s OYIET A0OBOJICH IPYruM, OoJiee
JCMEeBbIM TMPOAYKTOM. Hampumep, mnpu OpOHMPOBAHWMM OJHOMECTHOTO HOMEpPAa B TOCTHHHIE KIIMEHTA
UH(OPMUPYIOT O TOM, YTO B HEOOXOOUMBIH JUIS HEr0 MEpUOJ BPEMEHM Uil MPOXKUBaHUS OyAyT CBOOOJIHBI
TOJILKO HOMEpA KJ1acca JIIOKC 1o 1ieHe 220 moJ1apoB 3a CYTKH; HOMEpa e IKOHOMUYECKOTO KJ1acca 1o 1eHe 45
JI0JUTApOB 3a CYTKM U OM3HEc-Kj1acca 1o IieHe 62 foJuiapa 3a CYTKH Ha 3TOT Iepuoj yxke 3abpoHupoBanbl. He
ocIiapuBasi KauyecTBa yCIIyT, KOTOPbIe ObLTH OBl TIPEIOCTAaBIICHBI KIUEHTY MIPH pa3MeIIeHUH B HOMEpE JFOKC, OH
YK€ He MOJIyJWIT YAOBIETBOPEHHS, COOTBETCTBEHHO, HE MPHHSII PEIICHHS O MOKYIIKE MPEII0KEHHOTO HOMepa
U TBITACTCS HAWTH JPYro, MEHee IOpOrod IyThb K IIOJYYEHHIO JKEJAEMOI0 KOHEYHOIO pe3yjpTrara —
oOpariaercsi B Ipyrue rOCTUHUIIB.

B cdepe ycnyr ananm3 motpeOUTENEM COOTHOIICHHS '"KaueCTBO—IIeHA—PE3yJIbTaTUBHOCTD'" MPOUCXOIUT
MOCTOSTHHO. DTO JIa€T OCHOBAaHWE TOBOPHUTH O HEOOXOAMMOCTH HCIIOJIH30BAHMUS B YIIPABICHUH KAYECTBOM YCIIYT
TaKoOTO MOHATH, KaK "KauyecTBO LieHBI".

[TonsiTe "kauecTBO yciayru" TakKe MOKHO paccMaTpUBaTh KAaK KOMIUIEKC, COCTOSIIMN M3 CIEIYIOIIHX
yacTen:

* KayecTBa MOTEHIMAJIA (TEXHUIECKOTO KauecTBa);

* KauecTBa npouecca (PyHKIHOHAIBHOTO KayeCcTBa);

* KayecTBa KYJIbTYpPHI (COIMATLHOTO KAaYeCTBA).

Kauecmeo nomenyuana, wnm mexunuueckoe Kauecmeo, COCTOUT U3 KPUTEPUEB, OTHOCSIIMXCS K
MIPOU3BOJICTBEHHOMY COCTOSTHHIO TPEANPHUITHNA TOCTENPUUMCTBA. B OTHOIIEHWH TOCTUHUYHBIX YCIIYT 3TO
Ka4ecTBO TOCTHHHYHBIX HOMEpOB, OJION B pecTopaHe, IMpelaraéMblX B apeHIy aBTOMOOWIICH,
KOMMYHUKAIIMOHHOW TeXHUKH M T.A. [loTpeOuTenr mMeeT BO3MOXKHOCTh YaCTUYHO OLIEHHTH TEXHUYECKOE
Ka4eCTBO TOCTUHUYHOM YCIYTH JI0 €€ IPUOOPETCHHUS.

DYyHKYUOHAbHOE KAyecmeo — 3TO Kayecmeo npoyecca TPEeAOCTaBICHHUS T'OCTUHUYHBIX YCIIYT, KOTrJa
MPOUCXOAUT HEMOCPEACTBEHHOE B3aMMOJICUCTBUE C TepcoHaaoM (OpoHUpOBaHHE HOMEpa, O(OpMIICHHE B
peLeIny, CONPOBOXKICHNE B HOMEp, AOCTaBKa Oaraka, IpeAoCTaBIeHHE Pa3IMIHbIX YCIYT U T.1.). OTIn4HOe
(GyHKIIMOHATFHOE Ka4eCTBO MOXKET YIYYIIUTH BIEUYATICHHE OT HOMeEpa, KOTOPBHIA HE BIOJHE OTPaBIbIBACT
oxumanus KkimeHTta. OmHako eciu (PYHKIHMOHAIBHOE KayeCTBO IIOX0E, TO JaKe MPEKpPacHbIi HOMEp B
TOCTHHHIIE HE MOKET UCIPABUTh BO3HHKIIIEE YYBCTBO HEYOBIETBOPEHHOCTH.

Coyuanvnoe kauecmeo — 3TO Kauecmeo Kylbmypsl, KOTOpoe (OPMUPYETCsI MOBEIECHUEM U MO3UIMEH
COTPYIHUKOB TOCTHHHIIBI MO OTHOUICHHIO K TOCTSAM. BaXHEWITUMH KpPHUTEPHSIMH COIMAIBLHOTO KayecTBa
SIBIISTFOTCS IPYKEITF00ME, OT3bIBUNBOCTD U JIFOOE3HOCTH IEPCOHAIA.

Bo MHOrmx 3apyOeXHBIX TOCTHHHUIAX, YICISIONIMX OOJbIIOE BHUMAaHHE BOIPOCAM KadeCTBEHHOTO
oOCITy’>)KMBaHUs, 32 KPUTEPUH KadecTBa MPUHUMAIOT IMPEIbSIBICHHBIC XKaJIOOBI, YTO TO3BOJISIET OLEHHTH, TI0
MOBOJly KaKOro M3 TPEX COCTABJSIOUIMX OOIIEro KayecTBa MMeEETCs OoJbllle BCEro 0OOCHOBAaHHBIX Kajnood
kinueHToB. Ilo cBuAeTenbCTBY CIEUMAIMCTOB, B ATHUX TOCTHMHHUIIAX B Oosnee uem 70% cinydaeB KIMEHTHI
KaITyIOTCSl Ha KauecTBO Tpoliecca W KylIbTyphl. KauecTBO moTeHIMAaa 37eCh JOCTHUIJIO BBICOKOTO YPOBHS H
YAOBJIETBOPSIONIETO KJIMEHTOB COOTHOIICHHS "1IeHa—Yyciyra'.

5.2. Cranpaprusanus U cepruguKanms B YIPaBJIeHHH KA4YeCTBOM YyCJIyr

Cranapaprusanus

CrannmapTuzanms — 3TO JAEATeIbHOCTb, HAMPABJICHHAS HA pa3padOTKy U YCTAaHOBJICHUE TPEOOBAaHUM, HOPM,
MPaBUJI, XapaKTEPUCTUK KaK 00s3aTEIbHBIX JJI BHITIOJHEHUS, TAK U PEKOMEHAYEMBIX, 00CCIIEUHBAIOIIas TPABO
MOTpeOUTENsI HAa TMPUOOPETEHHE YCIYr HAAJIEKAIIero KauyecTBa 3a MPUEMJIEMYIO IIEHY, a TaKXe IpaBO Ha
0€301acHOCTh U KOM(OPTHOCTH TPy/Ia.

Lens cTrangapTU3anui — JOCTIKCHHE ONTHUMAJIBHON CTENEHU YHMOPSAOYEHUS B TOW WJIM MHOW OOJacTH
MOCPEACTBOM HIMPOKOTO W MHOTOKPATHOTO HCIIOJIHb30BAHMS YCTAHOBJICHHBIX IMOJIOKEHUN, TpeOOBaHUN, HOPM
JUTsl PEIICHUs PeajbHO CYIIECTBYIOMIMX, MJIAHUPYEMBIX WM MOTCHIMANBHBIX 3amad. llenw cranmapruzanuu
MOXHO pa3JIelInTh Ha 00IIMe U y3KHUe.

OO0mme 1eny BBITEKAIOT MPEXIEe BCEro U3 coaeprkanus noHsatus. Konkperusamus oOmumx menei cBszaHa ¢
BBITIOJTHEHUEM TeX TpeOOBaHHWI CTaHIAPTOB, KOTOPBIE SBISIIOTCA oOOsi3aTenbHBIMU. K HHM OTHOCSTCS
pa3paboTka HOpPM, TpeOOBaHWMU, MpaBWJI, OOCCHEYMBAIOIMIMUX: OC30MACHOCTh YCIYT IS KU3HH M 370POBbS
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JIOJIEH, OKpYKarollel cpelbl U MMYILECTBA, KaUeCTBO YCIYT B COOTBETCTBUU C YPOBHEM DPAa3BUTHUS HAYYHO-
TEXHUYECKOT'O Mporpecca, SKOHOMHHM BCEX BHJIOB PECypcOB, O€30MACHOCTb XO3AWCTBEHHBIX OOBEKTOB,
CBS3aHHAsl C MPEJOTBPALIEHHEM BO3HMKHOBEHMS pa3IMUHBIX KaTacTpod (MPUPOJHOTO M TEXHOIE€HHOIO
XapakTepa) U Ype3BblYaliHbIX CUTyallui U T.J.

V3kue (KOHKpPETHBIE) LEIM CTaHJapTU3alUU OTHOCATCA K OIpENesIeHHON o0iacTu AesTeNbHOCTH, chepe
YCIIYT B LIEJIOM, TOMY MJIM HUHOMY NPEANPUATUIO B OTACIBHOCTH, KOHKPETHOMN YCIIyre U T.1.

CrangapTuzanus cBA3aHa C TaKUMHU TOHATHUAMH, Kak OOBEKT (MpeAMeT) CTaHaapTU3aluu U o01acThb
CTaHIapTU3aLUH.

Obvexm cmanoapmuzayuu — yCiyra, MpoIecc 00CIyKUBaHus, VIl KOTOPBIX pa3pabaThIBAOT T€ WM UHBIC
TpeOOBaHuUs, XapaKTEPUCTUKH, ITapaMeTpbl, paBuia U T.11. CTaHgapTU3alus MOXKeT KacaTtbes 100 00beKTa B
L[EJI0OM, JINOO €ro OT/EIbHBIX COCTABIISIIOIINX (XapaKTEPUCTHK).

Obaacms cmandapmu3ayuu — COBOKYIHOCTbh B3aMMOCBSI3aHHBIX OOBEKTOB cTaHjapTuzanuu. Hanpumep,
TOCTUHUYHAsT UHAYCTPUS SIBJISETCS OOJACThIO CTaHAAPTH3alUU, a 00bEKTaMU CTaHAAPTU3ALUU MOTYT OBIThH
KOHKpETHbIE TOCTUHUYHBIE YCIYTU: YCIYT'H 1O O(GOPMIIEHUIO U Pa3MEILEHUIO FOCTel, YCIyrd TOPHUYHOM 10
yOOpKEe HOMEPOB, YCIyrd NUTaHUS U T.1.

CrangapTuzanus OCYIIECTBISETCS Ha pa3HbIX YPOBHIX. YPOBEHb CTAaHJAPTU3ALMU pa3IdyaeTcs B
3aBUCHUMOCTHU OT TOTO, YYaCTHUKU KAaKOT'0 reorpapuueckoro, 3KOHOMUYECKOT0, IOJUTHYECKOTr0 peruoHa Mupa
MPUHUMAIOT CTaHJApT. B 3aBUCUMOCTH OT YpOBHSI, HA KOTOPOM OCYILECTBIISIETCS CTaHJapTU3ALIMSI, Pa3IMYaloT:

* MEXJIYHAPOJHYIO CTaHJApTU3ALMIO — JIEATEIbHOCTh, OTKPBITYIO JJIi COOTBETCTBYIOLIUX OPraHOB JHO00M
CTpaHbl;

* PETMOHAJIbHYIO CTAaHAAPTU3ALUI0O — JIEATEIbHOCTh, OTKPBITYIO TOJIBKO JJISi COOTBETCTBYIOUIUX OPraHOB
rocysapcTB OJJTHOTO reorpapuueckoro, HOJIUTHUYECKOTO MIM SKOHOMUYECKOTO PErMOHa MUDA;

* HAllMOHAJbHYIO CTaHJApTHU3allMI0 — CTaHAAPTU3ALMIO B OJHOM KOHKPETHOM Tocyrapctse. B cBoro
ouepe/lb HAllMOHAJIbHAS CTaHJAPTU3ALMS MOXET OCYLIECTBIISITHCSI HA Pa3HBIX YPOBHSX: HAa TOCYAAPCTBEHHOM,
OTpaciIeBOM, B TOM WJIM HHOM CEKTOPE SKOHOMHKH, Ha YPOBHE acCOLMai, 00beIUHEHUH, TPEATIPUITHIA.

MexnyHapoaHas W peruoHaJlbHas  CTaHIApTHU3alUs  OCYIIECTBISETCS  CIEUUAIMCTaMU  CTpaH,
MIPEJICTABICHHBIX B COOTBETCTBYIOIINX MEXIAYHAPOIHBIX U PETMOHAIBHBIX OpraHU3aIUsX.

B nmpomecce crangaptuzauuy BbIpaOaThIBalOTCS HOPMBI, IIpaBHia, TpeOOBAHMS, XapaKTEPUCTHKH,
Kacaroluecsi 00beKTa CTaHJapTU3alMM, KOTOpble O(QOPMIISIIOTCS B BHUAE HOPMATHUBHOIO JOKyMeHTa. Pas-
HOBUJHOCTH HOPMAaTHBHBIX JIOKYMEHTOB pekoMmeHnoBaHbl PykoBoactBom 2 MCO/MOK, cocraBiieHHbIM
MeXAyHapoAHOW opraHuzanuedt no crangaptuzauuun (MCO). Oto craHmaptbl, JOKYMEHTBl TEXHHYECKHX
YCIIOBUM, CBOJIbI IPABUJI, PETJIaMEHTBHI.

Cmanoapm — 5TO HOPMATUBHBIA JOKYMEHT, pa3paOOTaHHBI HAa OCHOBE KOHCEHCYCA, YTBEP)KICHHBIN
MPU3HAHHBIM OPraHoM, HaNpaBJICHHBIH Ha JOCTH)KEHHE ONTHUMAJIbHOM CTENEeHW YHOpPSAJOYEHHUS B
onpezeneHHoN obnactu. B crangapre ycTaHaBiIMBaKOTCS Ui BCEOOLIEr0 M MHOTOKPATHOTO HCIIOJIb30BAHMUS
oOliye MPUHIMIBL, TpaBUia, XapaKTEPUCTHUKH, KAcaloLIUMecs pas3JIMYHBbIX BHUJIOB JAEATEIbHOCTH WIH UX
pedynpraTtoB. CTaHzapT JODKEH ObITh OCHOBAaH Ha OOOOIIEHHBIX pe3ylbTaTax HayKd, TEXHUKU H
MIPaKTUYECKOIO OMbITA U HAIIPABJIEH HA JOCTH)KEHUE ONTUMAJILHOM MMOJIb3bI JUI 00LIECTBA.

PykoBonctBo 2 MCO/MOK, 060011ast MEXIyHAPOIHBIN OMBIT CTAHAAPTU3AINH, IPEACTABISAET CIACAYIOIINE
BO3MOYHbIE BUJIbl CTAHIAPTOB:

* OCHOBONONG2AOWULI CMAHOApm WMEET IIMPOKYI0 00JIaCTh PacHpOCTPAHEHUS WM COJEPKUT oOIue
MOJIOKEHUsI  JUId  ompenesieHHoW  ob6mactu. OcHoBomoOdararmoluil  CTaHZapT MOKET IMPUMEHSATHCS
HENOCPECTBEHHO B KaYeCTBE CTaHIapTa WIH CIYKUTh OCHOBOM Ui JPYTUX CTaHJApTOB;

* mepmMuHoIO2UYeCcKUll cmanoapm PacHpOCTPAHAETCS Ha TEPMHUHBI, K KOTOPBIM, Kak IpaBWJIO, TAIOTCS
ONpeJeNieHusl, a B HEKOTOPbIX CcIy4yasx — HpUMeuYaHus, Wwuioctpauuu u T.1. Hanpumep, cranpmaprtu-
3UPOBAaHHBIMU MOTYT OBbITH CJIEIYIOIIME TEPMUHBI: TOCTUHUYHAS YCIIyra, yciyra OOIIECTBEHHOIO NMHUTaHUS,
TOCTHHHIIA, pecTopaH, kade, 6ap u T.1;

* cmawoapm MemoO08 UCNbIMAaHUli YCTAHABJIMBAET METOJUKH, IpaBWiIa, MPOLEAYPhl Pa3IMUHBIX
WCIIBITAHU U CONPSKEHHBIX C HUM JICUCTBU;

* cmawmoapm Ha ycayey, npoyecc, HNpOOYKYur0 YCTaHABIMBAET TPEOOBAHUS, KOTOPHIM JIOJLKHBI
YIOBJIETBOPATH yCayra, Ipolecc, MPOAYyKLHUs, C TeEM YTOObI 00eCIIeYuTh X COOTBETCTBUE HA3HAUYEHHUIO,

* cmaHoapm Ha COBMecmuMOCmb YCTAaHABIMBAeT TPeOOBaHHUS, KacarolIUecsi COBMECTUMOCTU IPOAYKLUU
WM CUCTEM B MECTaX UX COUJICHEHMUS;

* cmamoapm ¢ OMKPLIMbIMU 3HAYEHUAMU, HeuoeHyuduyupyrowut cmanoapm COAEPKUT IepedyeHb
XapaKTEePUCTHUK, JJIi KOTOPHIX JIOJKHBI ObITh yKa3aHbl 3HAUYEHUS WM Jpyrue JaHHbIEe JUIsI KOHKPETU3aluu
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yciyru winM npouecca. Kak mpaBuio, Takue JaHHblE KOHKPETHU3UPYIOTCS B JIOTOBOPHBIX OTHOILIEHUSX
IIPOM3BOIUTENEM 100 MOTpeduTeneM

JloKymenm mexHuueckux ycaoeuili ycCmanaeéaueéaem TEXHUYECKUE TpeOOBAaHUS, KOTOPBIM JOJDKHA
YIOBJIETBOPATH yciayra (IpoayKuusl, npouecc). B 1okyMeHTe TeXHUYECKUX YCIOBUH AOJDKHBI ObITh YKa3aHbl, B
cilydae HEOOXOJIUMOCTH, MPOLEAYpPbI, C MOMOIILI0 KOTOPHIX MOKHO YCTAaHOBMUTb, COOJIO/IEHBI JIU JIaHHBIE
TpeOOBaHUSL.

C600 npaeun — NOKyMEHT, PEKOMEHIYIOIIUNA TEXHUYECKUE MpaBWIa WIHM MPOLELYpbl MPOEKTHUPOBAHMUS,
U3TOTOBJIEHUS, 00CITYKUBAHUSI, SKCIUTyaTalllH.

Peznamenm — JOKyMEHT, COJIepKallUil 00s3aTeIbHbIE IPABOBbIE HOPMbI U MIPUHSATHIA OPraHOM BJIACTH.

Pa3ButHe MeEXIyHapOOHON TOProBiAM M MEXIYHApOJHOTO COTPYAHMYECTBA BO BCeX 00JacTIX
YeJI0BEYECKOU NEesTeIbHOCTH 0ObEKTUBHO IPUBEJIO K HEOOXOIUMOCTH COTJIacOBaHUs (TapMOHM3AIMM) HAIHO-
HaJIbHBIX CTaHJAPTOB, Pa3pabOTKe U HIMPOKOMY MPUMEHEHHIO MEKIYHAPOJIHBIX CTaHAApPTOB. MUPOBOI OMNBIT
yIOpaBieHUs KaueCTBOM CKOHIEHTPUPOBAH B MakeTe MexayHapoAHblx cranpaproB HMCO 9000— 9004,
npuHATHIX B Mapte 1987 roga u ob6HOBIeHHBIX B 1994 rony. B cBoeM KiacCMUeCKOM BapHaHTE CTaHIAPThI
HNCO cepun 9000 Oputn pazpaboTaHbl I TPOMBIIIUICHHOCTH, OJHAKO 001mast (uiocodusi CUCTEM KayecTBa,
U3JI0’KEHHAs B HUX, yHUBepcaibHa. [loaToMy B Hacrosimiee BpeMsl NPEeIUpUsTHS U OpraHu3alMd CaMblX
pa3auuHbIX chep AeATEIbHOCTU CTAJIM aKTUBHO HCIOJIB30BaTh ATy MeTojo0Jioruto. Cieayer OTMETUTh, 4To 3a
pyOeKOM ThICAYM TOCTHMHMIl M PECTOPAHOB CEPTU(ULUPYIOT CBOM CHUCTEMbl KauecTBAa B HALMOHAJIBHBIX U
MEXAYHApOJHBIX CHUCTEMAaX CepTU(PUKAIMKM, YTO JAaeT UM 3HAYUTENIbHBIE MPEUMYIIECTBA B KOHKYPEHTHOM
6opr0e. [Ipumepsl cepTuduKanuu CUCTEM KadyecTBa Ha TOCTUHUYHBIX MPEINPHUATUAX UMeIoTcs B Poccuiickoit
®enepaunu. OnpeaeneHHbIM TOCTHKEHUEM MUPOBOTO OIbITa B YIIPABICHUH KaU€CTBOM YCIYT MOXHO CUUTATh
npunsatue MCO mexaynapoanoro cranmapra MCO 9004-2 "OOmiee pyKOBOJICTBO KAa4ECTBOM M JJIEMEHTHI
cuctembl kauectBa. Yactsb 2. PykoBoasiiue yka3aHus 1o yciayram'.

Cepruduxanus

CnoBo "ceprudukanua" B mepeBojsie ¢ JATHHCKOTO si3bIKa O3HaudaeT '"cuenaHo BepHO'". [[is Toro 4roOs
yoemuTbcsi, 4TO yciayra 'okazaHa BepHO', HEOOXOAMMO 3HATh, KakMM TpeOOBaHUSIM OHa JIOJDKHA
COOTBETCTBOBATh U KaKUM 00pa3oM BO3MOKHO IMOJYYUTh JOCTOBEPHbIE JOKA3aTEIbCTBA 3TOTO COOTBETCTBHSL.
OO1enpu3HaHHBIM CIIOCOOOM TaKOTO J0Ka3aTeIbCTBA CIYKUT CepTUDUKALINS COOTBETCTBHUSL.

Cepmugukayus — npoueaypa, NoCpeCTBOM KOTOPON TPEThsI CTOPOHA JaeT MUChbMEHHYIO TapaHTHIO, YTO
yCciIyra COOTBETCTBYET 3aJlaHHBIM TpeboBaHusM. [log TpeThell CTOpPOHOW MOHMMAETCS JIMIO WJIH OpPraH,
MPU3HAHHBIA HE3aBUCUMbBIM HHU OT MPOU3BOAMUTENS YCIYT (IEPBOM CTOPOHBI), HU OT UX MOTpeOuTeNs (BTOpoit
CTOPOHBI).

[Ipouenypsl, mnpaBuiia, HCIOBITAHUS W JAPYrHe JEHCTBUS, KOTOPbIE MOXHO paccMaTpUBaTh Kak
COCTaBJISAIOLIME CAMOTr0 IpoLecca CepTU(PHUKALIMU, MOTYT ObITh PA3JIMYHBIMU B 3aBUCUMOCTH OT psiia (pakTopoB.
Cpenu HUX — 3aKOHOJATENbCTBO, Kacalollleecs CTaHJapTU3allMd, KayecTBa U  HEMOCPEJICTBEHHO
cepruduKanum, 0COOEHHOCTH O0BEKTa cepTU(UKAMM, YTO B CBOIO OYEPEIb OIpENeNsieT BBIOOp METo/a
MIPOBEJIEHUSI UCCIeNoBaHUN U T.A4. Jpyrumu cioBamu, JOKa3aTeIbCTBO COOTBETCTBUSI MIPOU3BOJIUTCS IO TOM
WK UHOM cucteme ceptudukanuu. B cootserctBuu ¢ Pykooactsom 2 MCO/MOK — 310 cucrema, Kotopas
OCYILIECTBIISIET CEPTU(DUKALINIO 110 COOCTBEHHBIM IIPABHJIaM, KaCaIOUIUMCS KaK MPOLEAYpPbl, TaK U YIPABICHHUS.

B o6mem Bune cucmemy cepmugpukayuu cOCTaBIISIOT:

* LEHTPAJIbHBIN OpraH, KOTOPBIA YIPaBISIET CUCTEMOM, TPOBOJUT HAI30p 32 €€ NEATEIbHOCTHIO U MOXET
nepeiaBaTh paBo Ha IPOBEACHUE CEPTUHUKALIUU IPYTUM OpraHaM;

* IpaBUJjia U MOPSAJOK MPOBEACHUS CePTUPUKALIUY;

* HOPMATHUBHbIE JOKYMEHTBI, HA COOTBETCTBUE KOTOPHIM OCYIIECTBIIIETCS CEPTUPUKAIINS;

* IpoLEeTypHI (CXEMbI) cepTUDUKALINN;

* IOPSII0K MHCHIEKIIUOHHOTO KOHTPOJISL.

CepTuduKanuio yciayr OCYHIECTBJISAIOT OpraHbl MO CepTU(UKALNM, AKKPEIUTOBAHHBIE B LEHTPaIbHOM
(HauroHanbHOM) opraHe. DYHKIMU OpraHa Mo CepTU(PUKAIMU YCIAYT MOTYT BBINOJHATH MNPEANPUATHS U
OpraHu3aly, OTBEYarollue TPeOOBAHUSAM HE3aBHUCHUMOCTHM M KOMIIETEHTHOCTH M HMEIOLIME HE MEHEe JBYX
AKCIEPTOB-ayIUTOPOB.

Cucrempl cepTuUKalUd MOTYT JAEWCTBOBATh Ha HALMOHAJIBHOM, PETHOHAIBHOM M MEKIYHapOJIHOM
ypoBHsX. Eciu cucrema cepTugukanuu 3aHUMAaeTcs J10Ka3aTeIbCTBOM COOTBETCTBHUSL OIPENIEIICHHOIO BHJIA
YCIIyT, — 3TO CUCTeMa CepTU(UKALUU OJHOPOJHBIX YCIYT, KOTOPasi B CBOEH MpaKTUKe MPUMEHSET CTaH1apThl,
MpaBUJIa U IPOLEAYPY, OTHOCSIINECS UMEHHO K JJAHHBIM yCIyram.

82



CepTtudukanus MOKeT HOCUTb 00s3aTeIbHBIN U JOOPOBOJIbHBIN XapaKTep.

Obsazamenvhas cepmughuxayusi OCYILIECTBISETCS HA OCHOBAaHUU 3aKOHOB M 3aKOHOJIaTEJIbHBIX MOJIOKEHUN 1
ofOecrieunBaeT J0Ka3aTeIbCTBO  COOTBETCTBUSl  YCIAYr TOCTEIPUUMCTBA TPEOOBaHMUSM  TEXHUYECKUX
periaMeHToB, o00s3aTeNbHbIM TpeOoBaHUSM cTaHgapToB. OOs3arenbHble TpeOOBaHUS OTHOCATCA K
0€301MacCHOCTH, OXPaHE 370POBBS JIIOJICH U OKPYKAIOIIECH CPEIIbI.

Obs13aTenbHas ceprudukanus BBeaeHa 3akoHamu "O 3amurte npas norpedbureneit”, "O ceprudukanuu
npoaykuuu u yeayr". Jljis ocyuiecTBieHus 00s13aTeNbHON cepTUUKALMN CO3/1at0TCS CUCTEMBI 00s3aTeNIbHOM
ceprupukanuu. HomeHknaTtypa  oOBbEKTOB  00s3aTeNbHOW  cepTU(UKALMU  yCTaHAaBIMBAaeTCs  Ha
rocy/lapCTBEHHOM YpPOBHE yrpaBjeHHus. Tak, B 4aCTHOCTH, B NEPEYEHb YCIYr, MOJUIeKAIIUX 00s3aTeNIbHOMN
cepTuduKaIKK, yTBEPKACHHBIN TOCTAaHOBJIICHUEM NpaBUTeNbcTBa Poccuiickoit @enepanuu ot 13 aBrycra 1997
roga Ne 1013, BKJIIOYEHB! YCIYI'M OCTHHHUII M MPOYUX MECT HpoxkuBaHus (ko rpymnnsl — 04); ycayru mno
MpeloCTaBICHUI0 MecT mnpokuBaHus (06); yciayru mUTaHUS, YCIYTM IO M3TOTOBJICHHIO KYyJIMHAapHOU
MPOJIYKIIMH, YCIYTU MO peanu3aluu KyIuHapHoi npoaykuuu (12).

Jobposonvnas cepmughukayuss TPOBOAUTCS MO HHUIMATHBE OPUAMYECKUX WIM (PU3MYECKHX JIMIl Ha
JOTOBOPHBIX YCIIOBUSAX MEXIYy 3asBUTEIEM W OPraHoM I0 CepTUPHUKALMM B CUCTEMaxX J0OpPOBOJBHOM
cepruukauuu. Pemenue o goOpoBoibHONH  cepThduKanuu  OOBIYHO  CBsI3aHO C  MpoliemMamu
KOHKYPEHTOCIIOCOOHOCTH YCIYT, IPOJBUKEHUEM YCIYT Ha PHIHOK (0COOEHHO 3apyOeKHbIN), TPEINOUYTEHUSIMU
MOKyIaTesnei, Bce OOJiblle OPUEHTUPYIOLIUMXCS B CBOEM BblOOpe Ha cepTuduuupoBaHHble yciuyru. [lpu
cepTHuUKAIMK YCIYT UCIIOIB3YIOTCS CXEMBI, TIPEICTaBICHHbIE B Ta0mwuIe 5.1.

Tabnuna 5.1

Bo3Mo:kHbIe cxeMbl cepTUPUKANNHU YCIYT
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HIPOJTE CTabUITEHOCTH QYHKUMOHUPOBAHMS

Haubonee pacrpocTpaHeHHBIM IPUMEPOM JI0OPOBOJILHOM CepTUPHUKAMU B WHIYCTPUU TOCTENPUUMCTBA
ABJIAETCA cepTU(UKAMS NPEANpPUATHH HA COOTBETCTBHE TPEOOBAaHUSAM OIPEAEICHHOW KaTeropuu 110
nercTBytomel kiaccudukanuu (cM. TiaBy 1).

Bexoil B pa3BuTuM JOOPOBOJIBHOM cepTHU(PUKALUU TOCTHMHUL MOXHO cuutath 1989 ron, korma BTO
paszpaboTasia TIpoekT "MexayHapoaHas TapMOHHU3AIUS KPUTEPHUEB TOCTUHHYHOW KiacCHU(UKAIIMH Ha OCHOBE
KJIaCCU(UKAMOHHBIX CTaHAApPTOB", 0J00peHHBIN pernoHanbHbiMU Komuccusimu (Manpun, BTO, 1989, 30.
XI).
JloOpoBosibHas cepTUQUKALUSA TPOBOIUTCS OpraHaMu M0 CEPTU(PHUKALUU 110 JTOTOBOPHBIM LIEHAM M TOJBKO
MOCJIe MOTy4YeHUs 00s3aTeTbHOTO cepTudrKaTa 0€30MacHOCTH.

[Topsiiox mpoBeaeHUs CEPTUPUKALUU YCIYT BKIIOYAET:

1) momauy 3asBKU Ha cepTU(UKALINIO;

2) NpUHSATHE PEIICHU [0 3asBKE, B TOM YHUCIIE BEIOOP CXEMbI CepTUPUKAIINY;

3) pa3paboTKy METOIMKH MPOBEICHUS POBEPKU;

4) npoBenieHue cepTU(UKALNOHHONW TPOBEPKU;

5) BelIauy cepTuduKaTa COOTBETCTBUS M JIMIIEH3MM HA MPUMEHEHHE 3HAaKa COOTBETCTBMS, 3aKJIIOUYECHUE
JI0OTOBOpA Ha MPOBEIEHNE NHCIIEKIITMOHHOTO KOHTPOJIS 32 COOTBETCTBUEM;

6) OCYILECTBIEHUE WHCIEKIIMOHHOTO KOHTPOJISI 3a COOTBETCTBUEM CEpTU(GUIMPOBAHHON ycioyru
TpeOOBaHUAM HOPMATUBHBIX JOKYMEHTOB.

NHcnekunoHHbIA KOHTPOJIb OCYIIECTBIIIETCS OPraHOM, BBIAABIIUM cepTHU(UKAT, B TEYEHHE BCETO CPOKa

neicTBus cepTudukaTa, HO HE pexe OJHOTO pasza B roj, B (opMe MePpHOANUECCKIX U BHEIJIAHOBBIX MPOBEPOK.
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Pe3ynbTaThl MHCHEKIMOHHOTO KOHTPOJS O(OPMIISIOTCS aKTOM, B KOTOPOM JaeTcs OLEHKa pe3ysIbTaToB
KOHTPOJISL U 3aKJIIOYEHHE O BO3MOKHOCTH COXPAaHEHHUs JEWCTBUS BBIIAHHOTO cepTU(duKaTa. AKT XpaHUTCS B
oprase 1o cepTu(uKaluy, a ero KoUK HAMPaBJISIOTCS UCHOJHUTENI0 YCIYT U OpraHu3alusM, IPUHUMAaBILIUM
Y4aCTHE B MHCIIEKIIMOHHOM KOHTPOJIE.

B cnywae BbIsiBIEeHUS HapyuleHHH JeiicTBUE cepTH(QHUKaTa MOXKET ObITh MPHUOCTAHOBIEHO JHOO
IIPEKPALLEHO.

5.3. BceoOmee Ynpasiaenue Kauectsom
Baxneiimas posib B pa3Butuu koHuenuuu BeeoOmero Ympasnenus Kasecrsom (BYK wnu TQM — Total
Quality Management) npuHaIeKUT aMepukaHCcKkuM yueHbiM J. Jlemunry u JIx. Jxypany. Pazpaborannsie
uMu Quitocodus KayecTBa U METO/ibl 00eCIeYeHNsl KauecTBa SIBJISIFOTCSI OCHOBoNoJararomumMu B Teopun BYK.
B wuznannoit B 1982 rony kuure 3. Jlemunra "KadyecTBo, NMpOAyKTUBHOCTb, KOHKYPEHTOCIHOCOOHOCTH'
cozepkarcsi 14 3HaMEHUTHIX MOCTYJIATOB MEHEIKMEHTA, MIPaKTUUECKasi peaan3anusi KOTOPbIX B CYIIHOCTU U
cocrasisieT koHuenuuo BYK.

Hocryaarel lemunra

1. ¥V mepconana mnpeanpusTANA TOJDKHO OBITh BBIPAOOTAHO TOCTOSHHOE CTPEMJICHHE K TOBBIIICHUIO
KayecTBa NpPONYKUMHM U ycayr. [loBpllieHHMe KadecTBa [OJDKHO OCYHIECTBIATHCS HE SIU30JUYECKH, a
HENpPEpPhIBHO U IUJIAHOMEPHO, CTaTh OJHOW M3 BaKHEHMIIMX 3ajay npousBoautens. [Ipu 3Tom Heobxonmmo
oOecreunTh palMOHAIBHOE pa3MELIEHHE PECypcoB, YIOBJIETBOPEHHE JIOJTOCPOUYHBIX MOTPEeOHOCTEH,
KOHKYPEHTOCIIOCOOHOCTh, HapallluBaHHe OU3Heca, 3aHATOCTh U CO3/IaHHE HOBBIX pab0YMX MECT.

2. HeoOxoammo oBmaneTe HOBOW ¢uinocodueld OuszHeca, COCTOSIIEH B TOM, YTO B MEHSIOIIMXCS
SKOHOMMYECKUX YCJIOBUSX PYKOBOJIUTENb HE MOXKET JIOBOJIbCTBOBATHCS CETOJHSIIHMMHU ycrexamu. W3yuus
CJIOHBIIYIOCSI CUTYAallUIO, OH JIOJKEH MEepHOoIMYecKd OpaTh Ha ceOsl pyKOBOJCTBO MEPEXOAO0M MPEANPUATHUS K
JeSITEIbHOCTH B HOBBIX YCIOBUSIX.

3. IlpekpaTuTh 3aBUCUMOCTb OT MHCIIEKIIMH. Heo0X01MMO YyCTpaHUTh MHCIIEKIIMH KaK CIIOCO0 JOCTUKEHUS
KayecTBa.

4. IlpekpaTuTh NpaKTUKy 3aKIOUYEHHs KOHTPAKTOB Ha OCHOBE HHU3KMX LeH. HeobOxomumo Bcerna
COM3MEPATH KaueCTBO C LIEHOM.

5. IlocrosinHO ynyumarh cuctemy. IlocTosiHHOE M HENpEephIBHOE YIY4YIIEHHE CHUCTEMBI IIaHUPOBAHUS,
MIPOM3BOJICTBA U OOCIYXUBaHHS IPEAyCMAaTpUBAET OINEPATUBHOE pEIIEHUE BO3ZHUKAIOIIKX Mpoliem,
MIOCTOSIHHOE YJIy4lIEHUE KaueCTBA U MOBBILIEHUE TPOU3BOAUTEILHOCTH.

6. OOGyyarp Ha pabouem wmecte. Jlyig opraHuzanuu OOydeHHUS HENOCPEACTBEHHO Ha paboueM MecTe
HEO0OXO0JIMMO BBECTH COBPEMEHHBIE METOJIbl MOJArOTOBKU M MEPENOArOTOBKM Ha pabouyMx MecTax AJisi BCEX,
BKJIIOYasi yIpaBiieHYecKuid mnepcoHan. Oco0oe BHHMMAaHHE JOJDKHO OBITh YJEJIEHO HCHOIb30BAaHUIO
BO3MOXHOCTEHN Ka)/10T0 pabOTHHUKA.

7. Yupemuth pykoBoAcTBO. [loapazymeBaercs yupeKIeHHE HHCTUTYTa PYKOBOJCTBA C LIEJbI0 OKa3aHUS
MIOMOIIIM TIEPCOHAy B PEIIEHWU TIOCTABJICHHBIX 3a1ad. B HacTosiee Bpemsi HamOoJiee Ba)XHOM 3amayeit
PYKOBOJUTENS Ha JOOOM YpOBHE YIPABIIEHUS SBJSETCS BbIIBICHHE TpeOyeMOTo COBEPILIEHCTBA IS
MOAYMHEHHOI0 U OKa3aHUE TIOMOIIIU B €0 COBEPUICHCTBE C T€M, UTOOBI OH CTaJI JINJEPOM.

8. Hckopenutp crpax. PaboTHUKM mNpeanpusituil paboTalOT 3HAYUTENBHO 3IPQPEKTUBHEE, €CIIU Cpeau
JBUKYIIMX MOTHBOB NPUHYXACHUE U CTPAX UTPAIOT HE3HAUYUTEIbHYIO POJIb.

9. Ycrpanuth Oapbepsl. Mmeetcst B Buiy ycTpaHeHHne 0apbepoB MEX]ly OTJeIaMU U rpylamMu IepcoHara.
Kanps! 10mKHBI BOCTIPUHUMATBCS KaK €MHAasi KOMaH/a.

10. M30erath mycThIX JIO3YHIOB M Npu3bIBOB. He mpu3bpiBaTh K NOBBINICHUIO KayecTBa, HE YUUTHIBas
croco6oB ero aocTmwkeHus. [lycTbie 103yHrH, Kak Obl IpUBJIEKATEIbHBl OHU HE OBbLIN, UMEIOT ONpeeIeHHBIN
3¢ (deKT B TeueHNE KOPOTKOTO BPEMEHHU U TTOTOM 3a0bIBAIOTCS.

11. He cnemyer mpeyBenuuuBaTh 3HAuY€HUE, MPUIABAEMOE B OpraHu3aluu padboThl LU(GPOBBIM KBOTaM
(BCEBO3MOKHBIM HOpMaTuBaMm). Xopomield paboThl B OOJbIIEH CTENEHW CcleAyeT J00MBaThCS dYepes
KYJIbTUBUPOBAHUE CUCTEMBI JINJEPCTBA.

12. JIaTh BO3MOKHOCTb FOPAUTHCS MPUHAIEKHOCTbIO K KOMITAHUHU. Y CTPaHUTh Oapbephl Epe]] UyBCTBOM
ropAocTu 3a padboty. O4eHb TPyIHO UMETh YYBCTBO TOPAOCTH 3a CBOIO pabOTy, €CIIM BhIITyCKaeMasi PO IyKIHUs
WM OKa3bIBa€Mbl€ YCIYT'H HE MOJIb3YIOTCS XOpOoUIel penyTranueil min paboTHUK HE MOXKET BIUATH Ha pabouylo
CUTYaIHIO.
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13. IoowupsaTs 0Opa3zoBaHUE U caMOCOBepIIeHCTBOBaHUE. [IpoaBrKeHNE 1O CIyKeOHO JIECTHULIE TOJIKHO
OIIPENEIATHCS YPOBHEM 3HAHUM.

14. BoBiieub KaxJ10ro pabOTHUKA B JIEATEIBHOCTH 110 NMpeoOpa3oBaHuio npeanpusTus. OJHUM U3 ITIaBHBIX
YCIIOBUH ycliexa B IPOLECCe JOCTHKEHMS] KauyecTBa SBJIAETCS YOEXKJAEHHOCTh BBICIIErO PYKOBOJCTBA B
HEO0OXOJIMMOCTH 3TOr0 BOBJICUYEHHUSA. PyKOBOJACTBO JOJDKHO €)XKEIHEBHO NPUHUMATh YYacTHE B IMpOILECCe
MOBBIIIEHUSI KAayecTBAa U IPOU3BOAUTENBHOCTH. TONBKO MpU YCIOBUH, YTO PYKOBOJUTENb BEPUT B
HE00X0IMMOCTh 00eCIIeUeHNs KauecTBa U IPUHUMAET B ATOW paboTe HEMOCPEICTBEHHOE U aKTUBHOE y4acTHe,
BO3MOYHO HENPEPHIBHOE YITYyUIlIEHUE KaYyeCTBa.

OcHoBHas 3aciyra B pa3paborke cucrem BYK mpunamnexut Snonuu. YuuteiBas onbIT AnoHun u psna
CTpaH 3amaja, Npu peanus3aluu noctyiaaToB JlemuHra oco0oe BHHUMaHUE CJIEAYET YIENUTh CIEAYIOLUM
MOMEHTaM:

* amoyuonanvhou cgepe. Kak oTmedanoch paHee, HEOOXOOUMO YCTPaHHUTh CTpax COTPYIHUKOB IeEpen
HaKa3aHUEM WJIM YBOJBHEHUEM, 3aMEHHUB €ro J00poKeslaTelbHbIMU OTHOLIEHUSIMU MEXIY COTPYJHUKAMU U
PYKOBOJCTBOM;

* momusayuonHou cghepe. Crenyer 0TKazaTbCs OT IYCThIX HEKOHKPETHBIX JIO3YHIOB, TaK Kak OHH HE
SBJIIIOTCSI MOTUBUPYIOIIUMH (paKTOpaMu;

* pazeumuro yenogeueckux pecypcos. PekoMenyercs noouipsats 00pa3oBaHue U caMOOOpa30BaHUE;

* 83AUMOOMHOULEHUAM MENHCOY pYKogooumenem u noouurnenHvimu. CIUTaeTCs, 4To 3a7a4a pyKOBOAUTENS HE
KOHTPOJIMPOBaTh, a IOMOraTh NOJAYMHEHHBIM B UX paboTe;

* 83AUMOOMHOWEHUAM MeNCOY PA3HbIMU omoenamu u cayicoamu. PEKOMEHyeTcs HE TOJIBKO YCTPaHSTh
Oapbpepbl MEX1y OTAEIaMU, HO U MOOIIPSATh B3aHMOIIOMOIIIb.

Ba3HPOBaHHC )/—\k BHumaHue
pellieHu# Ha (akTax rnpolueccam
1 AKIIEHT Y

ITocrosHHOE M Bosneuennocts

YJIydlIeHUE KadecTBa B paboTy Bcex

Puc. 5.2. Knrouesnble 321emMenThl BYK

Basxcneinmumu snemenmamu BYK ssnsrorcs (puc. 5.2):

* aKIIEHTUPOBAHHE BCEH NEATEILHOCTH Ha TPEOOBAHUIX U MOXKEJIAHUAX TOTPeOUTENEH;

* oOecrieueHNEe BO3MOKHOCTH U PEAJbHOE Yy4acTHE KaXKJOTr0 B IPOLECCE JOCTUKEHUS TJIaBHOM Lienu —
YAOBJIETBOPUTD 3aIIPOCHI IOTPEOUTEIIECH;

* IOCTOSIHHOE M HEMIPEPHIBHOE YIyUIIEHHE KauecTBa;

* (¢oKycupoBaHHME BHHMMAHMS Ha MpoLECCaX, PAaCCMATPUBAEMBbIX B KAayeCTBE ONTUMAIbHONW CHUCTEMBI
JNOCTHKEHHS TJIABHOM L€ — MaKCUMHU3alUU LEHHOCTU NPOAYKTa JJIs NOTPEOUTENs U MUHUMU3ALUHU €ro
CTOMMOCTH;

* 0a3upoBaHKE BCEX PEUICHUH TOJIBKO Ha (hakTax, a HE Ha UHTYULIMU WM ONBITE PAOOTHUKOB.

Axyenm na nompeoumens. B nentpe xonuneniuu BYK — pons motpebutens. KauecTBo oneHuBaercs
TOJIBKO MOTPEOUTENEM U TIOSTOMY JIOJKHO OBITh MOCTABJICHO B 3aBUCUMOCTb OT €ro HYXK[I U MOKeJTaHHi. ITo
3HAYUT, YTO TMOTPEOUTENb SBISETCS YYaCTHUKOM IIPOLIECCa, OCYLIECTBISIEMOrO IPOU3BOJIUTENEM, U
3aMHTEPECOBAH B KOHEYHOM PE3YNbTATE, ABJISASACH ITIABHBIM apOUTPOM B €r0 OLIEHKE.

HogBas napagurma, noposxJieHHasi rJ1aBeHCTBYIOLIEH POJIbI0 OTPEOUTENIS, 3aKIIIOUAETCS B CIIEAYIOLIEM:

* MPOIECCHI CYIIECTBYIOT, YTOOBI YAOBIETBOPATH HYK/IbI JTIOJCH M TOTPEOHOCTH OOIIECTBA;

* [IPOLIECCHI MOJIE3HBI, €CJIM OHU JOOABJISIOT HEHHOCTH /IS JII0JIeH U 00I11ecTBa;

* JKEJIAaHWS M HY)KJIbI Pa3JIMYHbl BO BPEMEHHU M ITPOCTPAHCTBE (JJIs1 pa3HBIX KYJIBTYP M Y pa3HBIX HaIUH);

* MOTPEOHOCTH U MPOLIECCHl X YIOBIETBOPEHUS MOTYT ObITH CMOJAEIUPOBAHBI U OTCJIEKEHBI C MIOMOIIbBIO
CTaTUCTUYECKOTO aHATIN3a;

e JIydylllag MOJENb Ipoliecca YIOBJIETBOPEHHUS NOTpeOHOCTEH oOmecTBa JOJDKHA OBITh MPUHSATA
PYKOBOJICTBOM IIpU HEMOCPEICTBEHHOM Y4aCTUU Ka)XJ0ro WieHa oOIIecTBa.

B cooTrBercTBUM ¢ HOBOM mapaaurMoil Jr000# Ipouecc Uis YAOBIETBOPEHUS HYXK] JOJDKEH TapMOHHYHO
YUUTBHIBaTh KaK HHTEPECHI OOIIECTBA, TAK U MHTEPECHI KaX0r0 KOHKPETHOIO YEJIOBEKA.

HoBas mapanurma u3MeHsieT Halle MPEACTaBIEHUE O LEHHOCTH HE TOJbKO MIPOAYKTa, HO M KaXJI0Io
ydacTHHUKa Ipoliecca ero co3zganus. Ecnu paHee neHuscs pabOTHHK, KOTOPBIN OECpPEKOCIOBHO BBIMOJHSLI
yKa3zaHus pykoBoautess — "Oocc Bcerna mnpas', TO TeNepb LIEHHOCTh €ro padoThl OIIEHUBAETCS MOTPEOUTENIEM
— "moTpeburenp Bcernaa mpas'.
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AKIIEHT Ha OTpeOUTENsI 03HAYaeT HE TOJBKO €ro TJIABEHCTBYIOIIYIO POJIb B JACATEIBHOCTH CHCTEMBI, HO U
MOJTydCHHE JTOCTOBEPHOW MHQPOPMAIMM O HYXKIAX M KeJlaHWsX moTpedutens. [loaTromy mosBisiercss HeoO-
XOJUMOCTh B KOHTAKTHOM II€pPCOHajie, OT KOTOPOIO 3aBUCUT HE TOJBKO JOCTOBEPHOCTH IOCTYHAIOIIEH
nHpOpMAIINY, HO ¥ CyOBEKTUBHBIM UMUK TPEANPHUITHS B TIa3aX MoTpeOuTens. Tak, KIUEHT MMoJrydaeT mepBoe
BIIEYATIICHUE OT TOCTHHUIIBI, B KOTOPYIO PEUIMII TIOCETUTHCS, OT COTPYAHUKOB CITYKO 0OCITy)KUBaHMUS, IpreMa
1 pasmerenus. OT Toro, KakuM OyZeT 3TO BIeYaTICHUE, 3aBUCUT UMUK TOCTUHUIIBI (CM. TJIaBy 2).

OcnoBuoe TtpeboBanne BYK — paccmorpenne mnoTpeOuTenss Kak yJYacTHUKA TMPoOIEcca CO3TaHHS
BBICOKOKQYE€CTBEHHOTO TIPOIYKTA (YCIYTH).

[lepBBIM 11aroM, KOTOPBIH HEOOXOAUMO MPEANIPHHSTD Ul TOTO, YTOOBI BKIIOYHTH IMMOTPEOUTEINS B TIPOIIECC
CO37aHMSI BBICOKOKAYECTBEHHOI'O TMPOAYKTA, SIBJSETCS OIpPENEIeHHE €ro MelaHuh u Hyxa. Jas storo
HEOOXOMMO HCCIIEIOBATh PHIHOK W PEaJM30BaTh PHIHOYHBIC OKWAAHUS TPU TUIAHUPOBAHHH, Pa3pabOTKe H
M3MEHEHHUH MTPOIYKTa.

CymiecTByeT MHOTO Pa3iIMYHBIX METOJIOB IOMCKA M cOOpa JaHHBIX 00 OXHIAHHIX MoTpeouTens. Kaxmprii
U3 ATHX METOJIOB MMEET CBOM NPEHMYIIECTBA U HEIOCTATKU, HE 00eCIeunBasi TOJTHOTY OTBETOB Ha BOIPOCHI,
MHTepeCyIoIue npou3BoauTelsi. Hanbosee nomyasipHbIMH SBISIOTCS CIEIYIOIIHE METOIBI:

* MICbMEHHOE aHKETUPOBAHHE IOTPEOUTENS TIPH IIOMOIIIH 3apaHee IMOATOTOBICHHOW aHKETHI;

* TMYHOE aHKETUPOBAHUE NOTpedUTENs (B TOM yucie U mo TenedoHy), odecrneunBaroiiee 0onee ObICTPbIN
OTBET;

* TPYIIOBOE 00CYKIEHHE MPOOJIEMbl B KOJIJIEKTUBAX MOTPEOUTENEH, NMPEeACTaBIAIOIUX CO00M rpymy U3
8—12 yenoBek, COTIacCUBIINXCSI BCTPETUTHCS B CBOOOIHOE OT pabOThI BpeMs;

* HAOJTIO/IEHUS 32 IOTPEOUTEIIEM.

[TomuMo BBITIIEYKA3aHHBIX MPSIMBIX METOJIOB KOHTAKTa MPOU3BOAUTEINS C MOTPEOUTENEM, CYIIECTBYET PsiJ
KOCBEHHBIX METOJIOB, TIO3BOJISIONINX MOJYYHTh HEOOX0MMbIe JaHHBIC. [IpuMepaMu Takux METOJIOB SIBIISFOTCS
yUeT JaHHBIX, IMOJIYYCHHBIX Ha OCHOBAHHMH ITyOJHMKYEMBIX HCCIICOBAHWW PBIHKA, CIICIUAIBHBIX OT3HIBOB,
*ano0 morpeduresneit, NpuHATHE HA ce0s POJM KIMEHTA U T.J. B 11eoM HeoOX0oAuMO MCII0JIb30BaTh HECKOIBKO
METO/I0B OJTHOBPEMEHHO, YTOOBI MOJIY4YUTh JEHCTBUTENbHYIO KapTUHY "KeJlaHui U HyXJl noTpeouTens".

Axuyenm na npouecc. BYK paccmarpuBaeT mpouecc Kak JH0OyI0 OpPraHHW30BaHHYIO AESTENbHOCTb. Y
MpoIriecca eCTh TPAHUIIbI, ONIpeesieMble HAYaIbHOM cTaauel (BX01) 1 KOHEYHOU (BBIXO/).

[Ipouecc BBIMOJIHAET CBOIO JESTENBHOCTb, UCHOJb3Ys pecypchl (JIroAel, o0opyroBaHuE U T.JI ), KOTOPbIE
JOJDKHBI  ObITh pactipezeneHsl B HeMm. [lostomy mpoyecc B cootBerctBum ¢ MC HMCO 8402 — »st10
COBOKYITHOCTh B3aMMOCBSI3aHHBIX PECYPCOB M JIESATEIBHOCTH, KOTOpas MpeoOpa3yeT BXOASAIINE JJIEMEHTHI B
BbIXOJsIIME. HYacTo pecypchl paccMaTpHUBaIOTCS Kak BXoJ mpouecca. [1o cBoeil cyliHOCTH Mponecchl MOTYT
OBITh:

1) MHIMBUAYATEHBIMU, BBIITOJTHIEMBIMU OTICITbHBIMY HHIUBUIYYMaMH,

2) GyHKIIMOHATBHBIMH, WM BEPTUKATBHBIMH, OTPAKAIONIMMH JIESITEILHOCTD MPEIIPUATHS TI0 BEPTUKAIN U
COOTBETCTBYIOILIMMHU €r0 CTPYKTYpE B3aUMOJCHCTBHS pyKOBOIUTENEH, OTJIENIOB, IOPA3ACICHUN U CITYKalUX;

3) eNOBBIMH, WIIH TOPU3OHTAIBHBIME, KOTOPHIE TIEPECEKAIOT TI0 TOPU3OHTAIH ACATEIBHOCTD MPEANPHITAN
U TIPEACTABISIIOT cO00I COBOKYITHOCTh B3aMMOCBSI3aHHBIX MHTETPHUPOBAHHBIX IPOIECCOB, 00ECIICUMBAIOIINX

(uHamBHBIE PE3YJAbTAThl, COOTBETCTBYIOIINE HHTEPECAM MpeAnpusTus (puc. 5.3).
MHTerpupoBaHHBIE MPOLECCH OPTaHU3ALM
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Puc. 5.3. Cxema 1e/10BOro (ropu30HTAJIBLHOI0) MPOXO0KIEHHUS NPOLECCa B OPraHU3ALUMN

B pesynbraTte nedareinbHOCTH NPEIIPUSITHS MOXKET BBITIOJIHATHCS OTPOMHOE KOJIMYECTBO IpoleccoB. B To ke
BpeMsi OJIMH IPOLECC MOXKET IepecekaTb MHOTHE chepbl AeSITENbHOCTH IIPEAPUSITHSL.

C Touku 3penust BYK npouecc Heo6xoauMo paccMaTpuBaTh Kak HCTOUYHUK KadecTBa. OTCroAa ciaeayeT, 4To
Ka4yecTBO IPOLIECCa PABHO KayecTBY pe3yibTara 3Toro mporecca. MOKyCMpOBKa BHMMAHHUS Ha IIPOLECC
03HAYaET, 4TO IJIaBHBIM (DAKTOPOM SIBIIsIETCS NPOPUIAKTHKA, & HE UCIIPABICHHUE OIINOOK.
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Bnusinue Ha mpouecc, a He Ha pe3ysbTaThl Ipoliecca — 0a30Bas KOHLEMLHUS YIPABICHUS IPOLECCAMU
npeanpusTusi, padoraromero B ycinousx BYK. Henb3s oxuipate KOHEYHOTO pe3yiibTaTa, a 3aT€M HCIIPABISAThH
omnOku. Heo6xoauMo BAMATH HA caM IPOLECC, YTOOBI HE IOMYCTUTH HX.

Ilocmoannoe yayuwenue kauecmea. HenpepblBHOE yiydllIeHHE KauecTBa SIBJISETCS OJHUM U3 OCHOBHBIX
AJIEMEHTOB ycrexa cTpaTeruu kadecrBa. OHO MOKET ObIThb KPYIHBIM MJIM MOCTOSHHBIM MeNKuUM. «KpymnHbie
yIIy4dllIeHUs MpeArnosaraioT eIMHOBPEMEHHYIO KapAMHAIBHYIO PEOpPraHu3alyio mpouecca u TpeOyroT OO0JIbIINX
uHBectuuuii. KpynHoe ynydiieHue KayecTBa CBSI3aHO C MPUMEHEHHEM MPUHIMIIHAIBHO HOBBIX TEXHOJOTHUH,
IIIPOKOH PEKOHCTPYKIMEH ¥ T.1. YIydlIeHHs TaKoTo poja sAmoHIsl HassaioT KAWPHMO (KAIRYO). Onn
XapaKTepHbI IS 3al1aIHOTO MPeANPUHUMATENHCTBA.

Cucrema ynyumenus KAVPHO xapakTepu3syercs CIeayiOmEMH 0COOSHHOCTAMU:

* He TpeOyeTcst OOJBIINX YCUIIHH Jtoiel, a TpeOyroTcst 00IbINe UHBECTHUIINH;

* TOJIbKO HECKOJIBKO CIIELUATNCTOB BOBJICUEHBI B CUCTEMY YIYULICHHUS;

* HE00OX0/IMMO HCI0JIb30BaTh JIUIIb OIPAHUYEHHOE KOJIMYECTBO TEXHOJIOTHIA;

* [10JIXO/1 UCIIOJIb3YETCS /ISl PELIEHUS TOJIbKO MOCTaBJICHHBIX LIETEH.

[Ipu wmenkux ymyumeHusx 3¢dext "ormenpHOoro mara" oO4YeHb Maj, HO OOJIbIIAasi CEpHUs TaKHUX
MTOBCEMECTHBIX M IOCTOSIHHBIX YIy4dlleHUH JaeT 3(PQeKT, BIOJIHE COM3MEPUMBIN C TeM, KOTOphIil obec-
MEYMBACTCS YIYUIIEHUSMU IE€PBOrO THUIA, HO NPU 3HAUUTEIBHO MEHBIIUX HHBECTULHUAX. OTOT MOIXOM
XapaKTepeH JUIsl AIOHCKOr0 MeHepkMeHTa. CHCTeMy Y/IydIIeH s TAKOTo Poja AMoHIs! HassBaloT "KAVISEH"
(KAIZEN).

Cucrema ynyumenust KAMU3EH xapakTepu3yercst clie/lyFOLMI 0COOSHHOCTAMU:

* TpeOyIOTCs OOJIBIIINE YCUIIUS JIIO/IeH U HE3HAYUTEIbHbIC WHBECTHUIINN;

* BCE BOBJICUECHBI B CUCTEMY YJIYUILICHUS;

* He00XOJUMO OOJIBIIIOE YHCIIO MEJIKHX IIaros;

* cucteme npucyml ¢punocodekuit moaxoa, coorBercTBytomui pumocopun BYK.

Ilpusneuenue k pabome no yayuuwienuio Kauecmea écex yyacmuukos npoyecca. Cucrema yinydlieHus
KAW3EH, ucnone3ys 1o cpaBHeHuio ¢ cucremoit KAVPHMO HeGomnbliue MHBECTHIMH, TPEOYET MOCTOSHHBIX
yCWJIMH BCEX YyYaCTHUKOB IIpoliecca B YJIy4YIIEHUH KadecTBa. BOT moyemy HM OJMH y4acTHHK Ipolecca He
JOJIKEH OKa3aThCs B CTOPOHE OT 3TOM paboThl HM MO MPUYHHE JIMYHOW HE3aMHTEPECOBAHHOCTH, HU IMOTOMY,
YTO €My He ObLIa MPEeI0CTaBIeHa BOZMOKHOCTh ObITh BOBJICUEHHBIM.

Kak yxe momyepkuBalioch paHee, yclleX CTpaTeruu KauecTBa, IPOBOJMMOMN KOMIIAHHEH, HEeMbICIUM Oe3
BOBJICUEHHS B MPOIIECC YAYUIIEHHUs KayecTBa BBICUIETO pyKOBOJCTBA. JIMaepcTBO M KOOpaAMHALus IEHCTBUI B
3TOM MPOLECCE UMEIOT OIpOMHOE 3HaueHue. OJHAKO yCIeX MOCTOSHHOIO YIY4YIIEHHs] KayecTBa 10 CUCTEME
KAMBEH Mosxer 6biTh obecriedeH B TOM CIydae, €CIM PYKOBOICTBOM KOMIIAHHH OyIeT IpeIOCTaBICHA
BO3MOXHOCTh U CTHUMYJMPOBAHO y4acTue B paboTe MO YIYYIIEHHIO KaXKIOro COTPYIAHHKA. TOJIbKO TakuUM
00pa3oM MOXHO MaKCUMaJIbHO HMCIOJB30BATh OIBIT U HABBIKK BCErO NIEpCOHAIA.

Jiis 3QGheKTUBHOrO ydacTus KaxJOro COTpyJHUKa (HayMHas OT HM3IIEr0 3BEHA M KOHYas BBICIIMM
PYKOBOJICTBOM) B CTPATErHH KauecTBa HEOOXO0MMO:

* 00yuenue nepconana ocHoam BYK, koHIenusM MOCTOSIHHOTO YIIydIlleHusl paboThl;

* HaJieJIeHUe BceX pabOTHUKOB OTBETCTBEHHOCTHIO M MPaBaMHU, COOTBETCTBYIOLIMMU BBINOJIHIEMON paboTe;

* BBISIBJICHUE peabHON 3aMHTEPECOBAHHOCTU PaOOTHUKOB B pe3yJbTaTax CBOEro Tpya;

* MOOMIPEHHE YITYUIICHUH PE3yabTaTOB PaOOTHI.

BrinosiHenue Bcex nepevyrciaeHHbIX TPeOOBaHUI MO3BOJIUT YCIEUIHO BBINOJHUTH NMPOrPAMMBI YIyULICHUS
KayecTBa.

VYyactue Kaxaoro B Ipoliecce YIy4lIeHHUs KauecTBa OIPENENIeTCs €ro BO3MOXKHOCTSIMHU BIIMATH Ha
IpOTEKaHME mpolecca. A 3To, B CBOIO OU€pe/ib, BO MHOTOM 3aBHCUT OT IOJINTUKH PYKOBOJCTBA. B 3T0i1 cBsi3U B
BVYK ucnons3yercs noHstue "moauTHKa paccpeioToueHus" .

Ilonumuka paccpedomoyenus — 3TO HAJEIEHHE KaXKJOTO JJIEMEHTa OpraHU3allMOHHOM CTPYKTYpbI
yIpaBieHUsl MPEANPUATHEM OINpeAeNeHHbIMU (YHKIUSIMHU MO YIYYIIEHHIO KadecTBa 3a CUeT Mepelayd UM
GbyHKIMI pyKoBojCTBAa. BO3MOKHO, B 4aCTHOCTH, PAacCpelOTOYEHHUE MO NPEIIPUATUIO MPaB PYKOBOJIUTEINS,
COOTBETCTBYIOIUX OIpPEAEICHHBIM 00S3aHHOCTSIM HCIIOJIHUTENS B BOIPOCaX YIy4IlIeHUs] KayecTBa.

CymiecTByeT 1B€ CXEMBI TTOJIMTHKU paccpenoToueHus (puc. 5.4):

1. BeprukanbHas (puc. 5.4, a) — xapakrepHa sl NPEANpPUATANA C aBTOPUTAPHBIM CTUJIEM YIpPaBIIEHUS,
KOI/Ia pYKOBOJICTBO '"cIlycKaeT" MpuKas3bl OTAENaM M Iojpa3felieHusM, paboTaromuM Ha norpeOuteneil. B
9TOM CIly4yae LU U CTPATEruu paccpeoTOUNBAIOTCS OJIHUM IyTeM — CBepXy BHU3. Ilpu Takoil monuTuke He
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SICHBI U TI03TOMY, KakK NpaBUJIO, U3-3a (YHKIHMOHAIbHBIX O0aphbepOB OTCYTCTBYIOT CBSI3U MEXAY LEISIMH Ha
Pa3IMYHbIX YPOBHSX U 3alIpOCAMU MOTpeOUTENEH.

2. Tl'opuzonranbHas (puc. 5.4, 6) — UMEET OYEHb TECHYIO CBSI3b C MOTPEOUTENSIMH Ha OIPEICICHHOM
(ropU30HTaIBLHOM) YPOBHE, XOTSI y4€T UX TpeOOBaHUU MPOU3BOAUTCS JIUIIb HAa 3TOM YPOBHE U HE BbI3bIBAET
U3MEHEHHH B LIESIX OCTAIbHBIX YpOBHEH. B 3TOM cilyyae ocinaliaeHO LEHTpalu30BaHHOE PYKOBOJCTBO, YTO
MeUIaeT peaji3aliy JOJIrOBPEMEHHBIX U MEPCIEKTUBHBIX TUIAHOB YIIYUILIEHUS KaueCTBA MPOLYKIIUU U YCIIYT.

TTomarixa 3apocs
(crparerms) norpeburenei
FIPO3BOIMTENS

e /07, i

/[ ]V NN \
L/ l NN / ' / \
a 6
Puc. 5.4. Cxema pa3padoTKu NOJTUTHKH:

a — BEPTUKAJIbHAaA, 0— TOpU30HTAJIbHAA

ba3zuposanue pewenuii monvko na ¢paxmax. Hespibnemoe tpeboBanme BYK — Bce mpuHuMaeMmbie
pelIeHNs JOJDKHBI OCHOBBIBAThCSI TOJIBKO Ha (DakTax, a HE Ha MHTYUIUHU WIM JIMYHOM OIBITE CIIELHUAINCTA,
MIPUHUMAIOIIETO PEIIEHUE.

MexyHapoAHbIN ONBIT MOKa3biBaeT, yTo oT 20 10 90% BceX MPOEKTOB YIYyYIIEHUs KayecTBa TEPIST
MpPOBaJl TOJBKO IO NPUYMHE OIIMOOYHOTO MHEHHUS O COCTOSSHUM pbIHKAa, Ha 0aze KOTOPOTO MPUHUMAETCS
perieHue o crparerur OuzHeca mpennpusatus. OObSICHEHUSAMH TAKOTO TOJIOKEHHUS MOTYT OBITh CJIEIYIOLINE
MOMEHTBHI:

* OTCYTCTBYET IOJHAasl OL[EHKa TOTO, YTO JAECWCTBUTENBHO XOTAT MOTPEOUTENH U KaK MHOIO OHHM T'OTOBBI
3arIaTUTh 3a 3T0. Pemienus He 0a3upyroTcs Ha KOHKPETHBIX LU(pax;

* IPEANPUATUS UMEIOT HEIOCTATOYHbIE 3HAHUS O CBOUX YCIyrax U MPOAYKTaX B MEPHUO/I, MPEAIIECTBYIOMNN
MOSIBJICHUIO YCIIYT U MPOJYKTOB.

B oTHOIEHNN HENOJHOTHI 3HaHUH JIOAM MO0 MPHU3HAIOT ee, 1100 He npu3HatoT. Hanboiiee onacHa BTopas
cuTyanus. Eciaum mioaM 0CO3HAIOT, 4YTO OHU HE OYEHb XOPOLIO pa30uUparoTcsl B CUTYyallud, OHU MOTYT IIPOBECTU
UCCIIEIOBAaHUE WJIM SKCIIEPUMEHT, MBITAsICh y3HATh TO, YTO OHU He MmoHuMmaroT. Korma ke moau yBepeHbI B
CBOEI1 MpaBoOTe, Ja’ke €CJIM HEJJOCTaTOUYHO XOPOILO pa30uparoTCsl B CUTyalluH, pelaTh IpoOIeMbl HEIIPOCTO.

[IpuHsTHE MPAaBUIBHOTO pEUICHHs] TPEOYET CTATUCTUYECKOTO MBIIUIEHUS, KOTOPOE BKIIIOYAET CIEAYIOLINe
OCHOBHbIE TpeOOBaHUS:

1. Bonbiie noBepusi KOHKPETHBIM (aKkTaM, a He aOCTPaKTHBIM UJIESM.

2. Brelpaxenue (axkTOB B KOJMYECTBEHHOW (popMe, HEMOCPEACTBEHHO CBSA3aHHOM C IPOBOJMMBIMU
HCCIIEIOBAaHUSIMH, & HE C IIOMOILBIO CJIOB U SMOLIMH.

3. Oco3Hanue, 4yTo HAOIIOJEHUS BCErJa BEIYTCS HaJl YacThIO IEJIOr0 U MO3TOMY PE3YJIbTaThl COAEPXKAT
OIMMOKH ¥ OTKJIOHEHHS.

4. BrisBieHHE B pe3yJbTaTe€ MHOTOYMCIEHHBIX W JUIMTEIbHBIX HAOMIOJCHUN YCTOMYMBOW TEHICHIIMNH,
MPEACTABIISIONIEH COO0M HANEKHYIO HH(POPMAIIHIO.

CraTucTrueckoe MbIIUICHUE IpelycMaTpUBaeT 3HAHUE U YMEHHE NPHUMEHSTh CTaTUCTUYECKHE METO]IbI,
KOTOpbIE JOJKHBI o0ecrnedynBaTh HAaJEKHOCTh MHTEPIPETALUU CTAaTUCTHUUECKUX JAHHBIX, BCEOOBEMIIEMOCTh
nH(OpPMAaLIUU U TPOCTOTY UCIOJIb30BAHMUSL.

Bomnpocs! 11 noBTOpeHUst

1 IlpuBeaute Hamboee ynoTpebasieMoe onpeieIeHUEe MOHATHS - "KauecTBO yciayru'".

2 Ha3zoBHTe XapaKTEPUCTHKH YCIyT, OOCCIICYMBAIONIUE WX CIIOCOOHOCTH YJIOBJICTBOPATH IMOTPEOHOCTH
KJIMCHTOB.

3. OxapakTepu3yiTe KaueCTBO YCIYTH C TOYKH 3PEHHS IOTPEOUTENS.

4. B yem otnnumne noHsaTHH "6a30Boe kauecTBo", "Kemaemoe kauecTBo", "Tpedyemoe kauecTBo"?

5. B uem cyTh noHsATHA "OTHOCUTEIHHOE KauecTBO"? ONUIIUTE METOIUKY €T0 OTPEICIICHHUS.

6. [IpuBeUTE TUTIOJIIOTHIO M OXaPAKTEPU3YHTE AIEMEHTHI 00CTYKUBAHUS, MMPEIIOKEHHBIC aMEPUKAHCKIMHU
YYCHBIMHU.
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7. Yto Takoe cranmaptusanus’? HazoBure BUIbI CTAaHIAPTOB.

8. Uem otnmvaercst 10OpoBOJIbHAS cepTU(dUKAIUSA OT 00sS3aTeIIbHON?

9. Kakue cxembl UCIIOJIb3YIOTCS IPU CEPTUPUKALUN YCITYT?

10. HazoBuTe 1 U31I0KUTE CYTh MOCTYJIATOB . JleMuHra.

11 HazoBute n oxapakrepusyire BaxkHenmue aemeHTsl BYK.

12. B uem otinune cuctems! ynyumenus KAMPUO ot cuctems! yiyumenus KA3EH?

I''TABA 6 MEHE/I’KMEHT IIEPCOHAJIA TOCTUHHMII U PECTOPAHOB

6.1. KagpoBasi ci1y:k0a roOCTHHMYHOI 0 KOMILJIEKCA

KagpoBas cmyx0ba sBiseTcss (yHKIIMOHAIBHO-BCIIOMOTATENBHBIM TOJIPA3/ICIECHUEM TOCTHHHIBL ITO
CBSI3aHO C TEM, YTO €r0 COTPYAHHUKH yYaCTBYIOT B CO3JaHWU TOCTUHHYHOW YCIYTH HE HEIOCPEICTBEHHO, a
KocBeHHO. Kak mpaBuio, paOOTHHUKH KaIpoBOHM CIIy’KOBI BBICTYHNAIOT B KA4eCTBE JKCHEPTHBIX COBETHUKOB
JMHEWHBIX PYKOBOJUTEJICH TPHU PEIICHHH BOIPOCOB O NpHeMe Ha paboTy W YBOJbHEHHWH, Ha3HAYCHWH Ha
HOBYIO JJOJDKHOCTB, HAIIPABJICHUH Ha MPo(decCHoHANIbHOE 00y4ueHNe, TOBBIIICHUH 3apab0THOM TUIATHI U T.II.

[To mepe ocnabieHus: HEHTPAITU30BaHHON CUCTEMBI YIPABJICHUS CTAIN TOSBIATHCS MPUHIUITHATIBLHO HOBBIE
3aJauu, CBsI3aHHBIC C YIIPAaBIIEHUEM TepcoHAIOM. Pernienne 3Tux 3aia4 TpedyeT COBEpIIEHHO WHBIX HABBIKOB U
YMEHUH, YeM Te, KOTOpble OBLIM JOCTATOYHBI B HEJAJICKOM MPOILIOM Ui BEACHUS JOKYyMEHTAIIHH,
COCTaBJICHUSI OTYETOB, OPraHU3allMU KYyJbTYpPHO-MAaCCOBBIX MEPOIPHITHH M XPaHEHUS TPYAOBBIX KHIDKEK.
NMeHHO 1O 3TOM NpHYMHE CETOMHS MHOTHE pPaO0OTHUKH KaJpOBBIX CIIY)KO, Nepemieqiune W3 paHee
(YHKIIMOHHPOBABIIMX OT/ICIOB KaJIPOB, HE MOTYT MPEIJIOKUTH PYKOBOJICTBY TOCTHHHUIIBI ITYTH () ()EKTUBHOTO
pemeHusl mpoOieM, CBA3aHHBIX C YIpaBJICHHWEM IepcoHaioM. [loaTomy M mosBHiach HOBas mpodeccuss —
"mepcoHan-MeHeKEp", TO €CTh YNPaBIAIOIIMN TEPCOHATIOM. Ynpasuawowue nepcoHalom — 3TO
CaMOCTOSITENIbHASL Tpynmna NPoPecCHOHATBHBIX CIEIHATNCTOB-MCHEDKEPOB, TJaBHas IIeb KOTOPBIX —
MOBBIIICHUE TIPOU3BOJCTBEHHOM, TBOPYECKON OTAAa4YM M aKTUBHOCTH II€PCOHANIA, pa3paboTKa M peau3arius
MIPOTPAMMEI Pa3BUTHS KaJIPOB TOCTHHHUIIBI.

3amada COCTOUT B TOM, YTOOBI KaJpOBBIC CIIYKOBI-IOCTEIIEHHO TMPEBPAIAIUCh B IEHTPHI N0 pa3paboTKe U
peali3alyy CTPATETUH TPYIOBBIX OTHOIICHUN B TOCTUHHMIIC. DTO 3HAYHT, YTO OHU JOJDKHBI OKa3bIBATh MMOMOIIIH
B pa3BUTHH OW3HECAa IOCPEJICTBOM HaiiMa BBICOKOKBATU(HUIIMPOBAHHBIX PAOOTHHKOB, TUIAHUPOBAHUS WX
Kapbephl, OLIEHKN TPOU3BOJICTBEHHON JEATEIBHOCTH M COBEPIICHCTBOBAHUS OIUIATHl Tpyna. Kagposas pabora
YK€ HE pacCMaTpPHBAETCsl KaK YMCTO aJIMUHUCTPATHBHAS CTPYKTYpa, CYHIECTBYIOIIAs HE3aBUCUMO OT JPYTHX
yIIpaBJICHYECKUX 3BEHBEB. Terepb HAI0 3HATH XO3HCTBEHHBIC MOTPEOHOCTH OPraHMU3AlUU M B CBSI3U C 3TUM
paccMaTpuBaTh NEATEIHHOCTh KaJpOBOW CIY)KObI MHTETPUPOBAaHHE C APYIUMH CTPYKTypamu. Pesymbratom
9TOr0 JOJDKHBI CTaTh OOJIbIIAs BOBJICUCHHOCTH JIIOJACH B OH3HEC, 3HAHHE CBOMX OOS3aHHOCTEH U
OTBETCTBEHHOCTH, Pa3BUTHE TPYAOBOTO IMOTEHIMAJA, ONAarOMPHATHBIA MCUXOJOTHYCCKUH KiuMaT. DyHKIus
YIIpaBJICHUS YEIOBEYECKIMH PECYPCAMH M3MEHSETCS — OT MACCHBHOTO COACHCTBHSI KaJlpoBas CIIy»0a mepexo-
JAT K aKTUBHOMY YYaCTHIO B XO3SMCTBCHHBIX PECIICHUSX.

OcHosHbiMU 3a0ayamy KAAPOBBIX CIY)KO SBIISIOTCS:

* (opmupoBaHue KaAPOB OpraHu3anuH (TUIAHKPOBAHUE, OTOOP U HAEM, BRICBOOOXKICHUE, aHAIH3 TEKyUECTH
U T.IL.);

* pa3BuTHEe paOOTHHKOB (TpodeccHOHaNbHAs OPHEHTAIMS M IEPEroJroTOBKA, aTTeCTalUs M OICHKA
TepcoHasia, OpraHu3aIus IPOABHUIKEHHUS 10 CITYXO0¢e);

* COBEPIICHCTBOBAHNE OPTraHU3AIMH TPY/a U €ro CTUMYJIUPOBAHKE, CO3IaHHE OE30TIaCHBIX YCIOBHA TPYy/Ia.

[Ipu coxpaHeHuM NpexXHUX (YHKUMHA CIIy’KO ympaBieHHs] HNEpCOHAIIOM 0co0O€ 3HadeHHE IPUOOpETaroT
THIATENbHAs pa3pabdOTKa METONOB CTUMYJIHMPOBAHHMS BCEX YYAaCTHHKOB TPYAOBOro rmporecca, audde-
PEHITMPOBAHHBIA TOX0] K TPYJOBOMY MOTCHIMATY MPH BBIPAOOTKE OONIMX ISl OpraHU3aIl[Md MPUHIIUAIIOB U
IpaBuJI pabOThI C IEPCOHATIOM.

B cBs3u ¢ 3TUM ¢ 0CcO0OH OCTPOTOIl CTOMT BOINPOC O KOOPAWHAIMHM JEATEIbHOCTH BCEX CTPYKTYP
OpraHu3alluy, TPOBEICHUH EIMHOW KaJpPOBOH IMOJMTHKH, MOA00pE MEHEIKEPOB, CHOCOOHBIX BO3IIIABUTH
caMble CJIOXKHBIE M OTBETCTBEHHBIE Y4aCTKH PaOOTEHI.

6.2. TpeGoBaHus K MeHeIKePY
MeHemkep OCYILIECTBISET YINPABICHYECKYIO NEATEIBHOCTh M PEIIACT YIpPaBICHUYECKUE 3aadyu. SIBISISCH
YICHOM TpPYAOBOI'O, KOJIJICKTHBA, OH AOCTHUIaCT PE3YyJIbTaTOB Tpyda MOCPECACTBOM BOSI[@P'ICTBHSI Ha ApYrux

YICHOB KOJIJIEKTUBA (MCTIOTHUTENCH ).
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He Bce meHemxkepbl UrparoT OJMHAKOBYIO POJb B TOCTUHHUIIE, YTO CBSI3aHO IPEXKJE BCETO C YPOBHEM
yIpaBieHus, UX 3aJa4aMy U QYHKIUSIMU.

N3 Bcero pasnooOpasusi posieii, KOTOpPhIE HIPAIOT MEHEIKEPhl TOCTUHUYHOTO Ou3HEeca, HEOOXO0IMMO
BBIJICNIUTH TJIABHbIE — T€, KOTOPbIE HE 3aBUCAT OT TUIIA TOCTUHUIL U pa3Inyus 00CTy)KMBaeMbIX UMU rocteit. K
3THUM OCHOBHBIM POJISIM OTHOCSITCSI:

1. IloaroroBka, NpUHATHE W pealld3alMsl YIPABJICHYECKUX pelIeHUu. DTo riiaBHas (QYHKLIMS MEHEIKepa.
byayuu Hanenen ocoObIM IpaBOM MPUHUMATh YIPaBICHUECKUE PEIICHUs, MEHEKEP B TO K€ BpeMs HECeT U
OTBETCTBEHHOCTbH 3@ X MOCIIEACTBHUSL.

2. Wudopmammonnas poisib. s Toro d9toObl npusiITh 3G(EKTHBHOE YIPABICHUYECKOE peEIIeHUE,
HEO0OX0IMMO TOJY4YUTh U 00paboTaTh JOCTOBEPHYIO SKOHOMHUKO-YIPABICHUYECKYI0O HHPOPMALUIO O pPa3BUTUU
CUCTEMBbI YIPaBJIEHUS TOCTUHUYHBIM KoMIuiekcoM. He 3ps rosopsar: "Krto Bianeer nnpopmaiuei, TOT BlaJeeT
mupom". OT TOro, HaCKOJIbKO MOJHOW MH(pOpMaLeil BliaJieeT MEHEIKep, HACKOJIBKO OH MOKET SICHO U YETKO
JOBOJUTH HY>KHYIO HH(OPMALIUIO 10 UCTIOJHUTENIEH, CUIIbHO 3aBUCUT PE3Y/IbTAT €0 pabOThL.

3. Pabora B KauecTBE pyKOBOAUTENS, (OPMHUPYIOUIETO OTHOLIEHUS BHYTPU M BHE OpraHHU3aluy,
MOTHBHUPYIOIIETO WICHOB TPYIAOBOIO KOJUIEKTMBA HA JIOCTH)KEHHE NMPAKTUYECKUX U CTPATErMUECKUX Iesel
OpraHu3alyy.

OddexTuBHOE PYKOBOJCTBO MPEANOJAraeT CIIOCOOHOCTh pa3/IeuTh CBOE BUJICHHUE MPOOJIEM C IPYTHMH,
MOTHBHUPOBATh UX JIJIsl JOCTHKEHUS MOCTABJICHHBIX II€JIed, TO €CTh YIpPaBJIsITh BMECTE C JIOAbMH, a HE yIpaB-
JATh J0AbMHU. JIroau XOTAT, yT0OBl MX JuAep ObUI HE TOJIBKO U HE CTOJBKO MPO(ECCHOHATIOM-TEXHOKPATOM,
OpUEHTUPOBAHHBIM HCKIIIOYUTEIBHO Ha IPOLIECC IMPOM3BOJACTBA (TUIl MeHemkepa 9.1 mo ympaBlieHYeCcKOM
pemietke ['PUJI), ckoiabko pykoBOgUTENEM C "YEJIOBEYECKUM JIMLIOM'", HMEIOIIMM COOTBETCTBYIOLIYIO
COLIMAJIBHO-TICUXOJIOTMYECKYI0 TIOATOTOBKY. B ero ympapiieHueckol 1edTelbHOCTH Ha MEPBOM IUIaHE JO0JDKHA
CTOSITb OPHEHTALUsl Ha YeJIOBEKa, YTO OCOOEHHO BAaXKHO ISl TOCTMHUYHOM HMHIyCTpUM (TpUHAAJIEKAIIeNd K
cucteMe "4enoBeK-uenoBek").

[TockonbKy M JIIOM, U CUTYallUd MOCTOSIHHO MEHSIOTCS, MEHEIKEP JOJDKEH OBITh JOCTaTOYHO THOKHM,
4TOOBl MPUCHOCOOUTHCS K HENpeKpalarmuMcs nepeMeHaMm. [loHumMaHue cuTyalud W 3HaHHE TOro, Kak
YIOPaBIATh YEJIOBEYECKHMMH PECypcaMy, — Ba)KHEHIIME KOMIIOHEHTHI 3QPEKTUBHOIO pyKoBoJjCTBa. Bce 310
CBUJETEIBCTBYET O TOM, YTO YyIpaBieHYecKas paboTa OTHOCUTCA K YHCIY TaKUX BHUJOB YEJIOBEYECKOU
NEeSITEIbHOCTH, KOTOpble TPEOYIOT CHelM(PUUECKUX JTUYHOCTHBIX KayecTB, AETAONINX KOHKPETHYIO JUMYHOCTh
po¢eCCHOHANTBHO MPUTOTHOM K YIIPABICHUYECKOU IeATEILHOCTH.

B OwpiBmiem CCCP npu nondope ympaBieHUYECKHX KaJpOB PYKOBOJCTBOBAIMCH UYETHIPbMS OCHOBHBIMU
TpeOOBaHUAMU: MOJUTHYECKON TPaMOTHOCTHIO, MOPAJIBHOW YCTOMYMBOCTHIO, KOMIETEHTHOCTbIO, HAIUYUEM
OpPraHU3aTOPCKUX CIIOCOOHOCTEH.

CoBpemeHHast Teopus U NMPAKTUKA MEHEI)KMEHTa B TOCTUHUYHOM M PECTOPAHHOM XO3SIMCTBE BBISBUIIA PsijL
mpeobosanuil, NPEeIbIBIIEMbIX K MEHEIDKMEHTY. TaKuMHM SIBIISIFOTCSL:

* 3HaHMUS,

* OIIpe/IeTICHHbIE JINYHbIE KAaYeCTBa,

* COOJIIOJICHUE 3TUYECKUX HOPM;

* HaBBIKU U OPraHU3aTOPCKUE CIIOCOOHOCTH.

3nanusa menedxcepa. I1ockolibKy MEHEIDKEp JOCTUTAET pe3ybTaTa CBOETO TPYAad, BO3JIEHCTBYS Ha JAPYrux
JUL, TO €eMy HEOOXOIMMBbI MPEXkEe BCEro 3HAHUS B 00JaCTU COIMAIIbHOMN MCHXOJIOTUH, 3HAHUE COBPEMEHHBIX
YIpaBIE€HYECKUX MTOAX0/I0B U 3HAaHUE 0COOEHHOCTEN Mpodeccuu.

Jluunvie kauecmeéa — HECTaHIAPTHOE MBILUICHHUE, PELIIUTENLHOCTh U HACTOMYMBOCTh B JIOCTHKEHUU LIEJIH,
MHULMATUBHOCTb, YMEHHE BBINOJHATH 00s3aTENIbCTBA M OOEIIaHUsl, BBICOKUN YPOBEHb 3pYIUIUHU, TBEPIOCTD
XapakTepa, CIpaBeIIUBOCTb, TAKTUYHOCTh, AKKYpPAaTHOCTb, YMEHHUE PACIOJIOKHUTh K cede, YyBCTBO IOMOpa U
XOpolIee 37J0POBbE.

Omuueckue Hopmsi. IlpuHuunom paboThl MEHeKepa TOJDKHO CTaTh COOJIOACHHE HOPM IpPEXJE BCEro
JIEI0BOM ATUKH, BKJIIOYAIOIIECH CIEAYIOIINE TPaBUIIA:

* MaKCUMM3a1usl IPUOBLIN HE I0JDKHA TIOCTUTaThCsl 3a CUET PaspyLIEHUs OKPYKAIOIEN Cpeibl;

* B KOHKYpEHTHOW OOpnOe cieayeT HMCIOJb30BaTh JUIIb "103BOJIEHHbIE" MpPUEMBI, TO €CTh COONI0AATh
MIpaBUJIa PHIHOYHOM UTPbI;

* CIIpaBeAJIMBOE pacipeeneHue ouar;

* TUYHBIN IpUMep COOIOICHUS ITUYECKUX HOPM Ha paboTe U B OBITY;

* TUCLUIUIMHUPOBAHHOCTh U MOPAJIbHASL YCTOMUUBOCTD.
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Hasvixu u opeanuzamopckue cnocoonocmu meneoxicepa. Y Meno UCIob3ys HHPOPMALINIO, BpeMs U JTIOAEH,
PYKOBOJIUTEIIb obecrieunBaeT MOJIy4YeHue BBICOKHUX pe3yNbTaToB, MIOCTOSIHHO MOBBIIIAS
KOHKYPEHTOCIIOCOOHOCTh pyKOBOAUMOM UM pupmbl. Ha 3pPexTUBHOCTH yrpaBiIeHUsI MOT'YT BIMSTh:

* YMEHHE OINPEAETUTh TEMIIEPAMEHT U XapaKTep MOAUNHEHHBIX;

* YMEHHE YIPaBIATh COO0;

* YMEHHE OLIEHUTh U NM0J00paTh pabOTOCIOCOOHBIN NepCoHAT;

* YMEHHE BUJETh U 00ECIIeunBaTh NEPCIEKTUBY Pa3BUTHS CBOETO KOJIJIEKTUBA;

* U300peTaTeNbHOCTh U MHUIIMATUBHOCTD;

* BBICOKAsl CHOCOOHOCTh BJIMSITh HAa OKPY)KAIOLIUX, 3apsyKaTh UX SHEPrHUeil.

Ecnu nabmioaeTcsi HECOOTBETCTBHE KayeCTB MEHEKepa KakoMy-THOO M3 Ha3BaHHBIX TpeOOBaHUM, TO
rOBOPSAT 00 ONPE/IEICHHOM OIrpaHUYeHUH (HEAOCTAaTKE) BO3MOXKHOCTEN MEHEIKepa.

BbIsiBUB Takue OrpaHUYEHUs, MOXKHO COCPEIOTOYUTh BHUMAHUE Ha TeX (aKTOpax, KOTOPhIE MPEMATCTBYIOT
MOJIHOM  peanu3allii BCEX JIMYHBIX KAdyeCTB MEHE/DKepa. BpIIeNsoT cleAyroue MOTEHIUAIbHbIE
O0ZPAHUYEHUA 8 0eAMENbHOCIU PYKOGOOUMEIA.

1. Heymenue ynpaenams cobou. Te pyKOBOAMTENN, KOTOPble HE YMEIOT MNpPaBUIbHO '"paspsbkarbes’,
00poThca ¢ KOH(MIMKTAMU U cTpeccamH, 3PQPEKTUBHO HCIIOJIb30BATH CBOE BPEMS, SHEPIHIO U HABBIKU, HE
CHIOCOOHBI 3PPEKTUBHO YIPABJIATH IPYTUMH JIFObMHU.

2. Pasmuimoie nuunvle yennocmu. Ecnu NUYHBIE NEHHOCTU HE SICHBI Ui ce0sl U OKPYXKAIOUIUX, TO OHU
OyAyT BOCIIPUHMMATHCSI B UCKaXEHHOM BHUAE. B pe3ynbTare 3T0ro 3QQeKTUBHOCTh NPUHATUS U peanu3aliiu
YIPABICHYECKUX PEIICHUI CHU3UTCA

3. Hescuoie nuunvie yeau. Menemkep, He CIIOCOOHBIN ONPENETUTh CBOM IEIH, HE MOXKET JOCTHYD yCIieXa B
YIIPABJIEHYECKOM AEATEIBHOCTH.

4. 3amopmoorcennoe nuunoe pazeumue. JIns MeHeKepa BaXKHO MOJYYUTh NMPU3HAHUE, & Ui ATOTO HYKHO
MMOCTOSTHHO TIOBBIMIATH CBOE obmiee pa3BuThe. COCOOHOCTh K CAaMOPA3BUTHIO XapaKTEPU3YETCS HE TOJIBKO
MIOCTOSIHHOM yueOoi, HO U YMEHUEM BHEIPUThH B MPAKTUKY MOJyYEHHbIE 3HaHUSA. PyKOBOIUTENH, KOTOPbIE HE
Pa3BHUBAIOT CBOU CIIOCOOHOCTH, HE UMEIOT MEPCIIEKTHUBBI.

5. Heymenue pewamo npobnemsi (npunumams pewenus). Pemenue npobieM HUKOrAa He ObIBAET MPOCTHIM
JIeIOM, HO COOTBETCTBYIOLME HAaBBIKM MOTYT OBITh B 3HAUUTENbHOM CTENEHM pa3BUThl MeHemxkep,
CTpaJalolllMii TakKUM OrPAHUYEHHEM, KaK HEJIOCTAaTOYHOCTh HaBbIKA pELIEHUS MpOOJeMbl, MOCTOSHHO
MO3BOJISIET ce0e OCTaBJIATh HEPELIEHHbIE BOMPOCH Ha 3aBTpa. B pe3ynpTaTe 3TOro HakariauBaeTcs O0JbIION
Kpyr npobiieM, KOTOpble pyKOBOJIUTEINb PELIUTh YK€ HE B COCTOSIHUM. ECTecTBEeHHO, Takoil MEHEKep TEPIUT
¢uacko.

6. Omcymcmesue meopuecmea 6 padbome. TBopueckas JTUYHOCTh IMOJArOTOBJIEHA K pabOTe B YCIIOBHUSAX
HEONPEeeIEHHOCTH. MeHeKepbl, UCIOIb3YIOIINE B CBOEH /IEATEIbHOCTU CUTYAllMOHHBIN (HEenpeIBUACHHbIN)
MOJAXO0/JI, CIIOCOOHBI UIPATh MHOT'O POJiel, CBOEBPEMEHHO KOPPEKTUPOBATh CBOM JEHCTBUS B 3aBUCUMOCTU OT
CIIOXKUBIIEHCA cuTyaluu. JlJis JOCTMXKEHMsI CTPATErM4ecKUX LeJed OpraHu3allid OHU MOTYT IOpBaTh C
TpaJuLUAMHU, UCIIOJIb30BaTh HOBATOPCKUE UIEH, UATH Ha ONpaBAaHHbIN puck. PykoBoauTenb, HE Keaoumui
AKCIEPUMEHTHPOBATh, PUCKOBATh MM COXPAHATh TBOPYECKHH Mmoaxona B pabote, HE crnocoOeH 3()PeKTUBHO
YIPAaBIIATS.

7. Heymenue enuams na arooeii. KiltoueByro poiib B BOIIPOCAX BIUSHUSA UTpaeT JU4HbIN (pakTop. Ha MHOTHX
JIOZIe MPOU3BOJAUT BIEUATIIEHHWE BJIACTHOCTb, MaHEpa JAep)KaTbcs, HeBepOanibHble (OPMBI BIUSHUS (KECTBHI,
BHEIITHUM BUJ U T.I1.).

8. Henonumanue cneyuguku ynpaenenyeckoco mpyoa. MeHekep NOJKEH N00MBaThCS Pe3yIbTaTOB HE
JUYHBIM TPYAOM, a yepe3 TPyl Apyrux jauil. Jlo Tex mop, moka pykoBOJUTENINW HE CKOHLUEHTPUPYIOT CBOU
yCcuJinsl COOCTBEHHO Ha YIPaBJICHUH, BBICOKUX PE3YJIbTATOB B JIEATEIbHOCTH OPTaHU3allMU UM HE I0OUTHCS.

9. Huzkue opeanuzamopckue cnocoonocmu (Hecnocoonocms pykogooums). Pedb HIeT 0 CmocoOHOCTH
MeHepKepa "3apsiKaTh" SHEpPruel UIeHOB KOJUIEKTHBA, YMEHUM ONTHMAJIbHO OpPraHu30BaTh TPYIOBOM
npouecc. ApuTMusi TpyZIoBOro mpouecca U Hedp(EeKTUBHOCTh NPUMEHSEMbIX METOJI0B PadOThl MPUBOIAT K
TOMY, YTO JIFOJU YYBCTBYIOT ce€0si HEYBEPEHHBIMU B 3aBTPAILHEM JIHE, HE IOJIy4alOT YAOBJIETBOPEHHOCTU OT
TPYIAOBOM NESATENLHOCTH U COOTBETCTBEHHO PabOTAIOT HUYKE CBOMX BO3MOKHOCTEM.

10. Heymenue obyuams. Kaxxnpiii pyKOBOIUTENb JOJDKEH 3a00TUTHCS O MOBBIIIEHUN KOMIETEHTHOCTH TEX,
KEM OH pPYKOBOJAUT. XOPOIIUNA PYKOBOJUTENb BBICTYIIAE€T, KPOME BCEro MpOYero, U B POJIM YUUTES.
[loBpiieHne kBanuduKaluu, B Kakol Obl (QopMe OHO HU MPOBOAUIOCH, — BAKHEUIIMH 3JIEMEHT
YIPABJIEHYECKOM AEATEIBHOCTH.

11. Heymenue ghopmuposams koanekmus (cMm. maparpad 6.3).
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Taxum 00pa3om, ppIHOYHASI YKOHOMHKA TPeOyeT OT MEHEKepa:
* CIIOCOOHOCTH YIPaBJIsTh COOOI;

* pa3yMHBIX JIMYHOCTHBIX IICHHOCTEH;

* YeTKHX JINYHBIX IIETICH;

* IOCTOSIHHOTO JINYHOTO pocTa (pa3BUTHS);

* HaBBIKOB pellIeHUs IpooOIieM;

* U300pETaTENLHOCTH U CIIOCOOHOCTH K MHHOBAITHSIM;

* CIIOCOOHOCTH BIIUATH Ha OKPYXKAIOIINX;

* 3HaHUSI COBPEMEHHBIX YIIPABJICHYECKUX ITOX0JIOB;

* OPraHU3aTOPCKUX CIIOCOOHOCTEH;

* CIIOCOOHOCTH 00y4YaTh MOAYUHECHHBIX;

* criocoOHOCTH (POPMUPOBATH U Pa3BUBATH TPYAOBON KOJIJIEKTHUB.

6.3. ®opmupoBaHHe TPYAOBBIX KOJNJIEKTHBOB

Cpenu yCTOMYHMBBIX TPYII JIFOACH, 00bEIMHEHHBIX IO MPU3HAKY OTPEICICHHON, COBMECTHO BBIMOIHIEMOM
NeSITEIbHOCTH, Ba)KHEWIIasi pojib MPUHAIJICKUT TPYIOBOMY KOJUIEKTUBY. W3BECTHBI npusnaku mpyoosozo
KoJIeKmuea: 0OUHOCTh UHTEPECOB BCEX €r0 YJIEHOB, €MHAas OOIIECTBEHHO I0JIe3Hasl U JINYHOCTHO 3HaYMMast
1[eJ1b; COBMECTHAs JEATEIbHOCTh ISl JOCTHKEHMS ITOW LeNH, ONpesesieHHas OpraHu3aluoOHHasl CTPYKTYpa;
HaJIM4ue OTHOILIEHUN PYKOBOJCTBA U NOMYMHEHUS; (popMasibHbIe U HeOpMaIbHbIE OTHOIICHHUS.

Menemxepy ciieqyeT UMeTh B BUJLy, UTO TPYIOBOM KOJUIEKTHB KaK MEpBUYHAs sA4yeiika oOIIecTBa BHIIOIHSAET
JIB€ B3aUMOCBSI3aHHbIE (DYHKLHU: S3KOHOMUYECKYIO U COLMAIBHYIO. DKOHOMUYEeCKas (OyHKYuUs 3aKIH0YAETCs B
TOM, YTO KOJUIEKTHUB OCYIIECTBJIIET COBMECTHYIO TPYIOBYIO JI€ATEIbHOCTDb, B PE3yJIbTaTe KOTOPOM CO3qat0TCs
MaTepuajgbHble JMOO JyXxoBHble IeHHOCTH. CoyuanvHas Ke QyHKyus COCTOUT B YJIOBJIETBOPEHUU
OOLIECTBEHHBIX MOTPEOHOCTEN UWIEHOB TPYJIOBOTO KOJUIEKTHBA — BO3MOXKHOCTH TPYAUTHCS, MOJIy4aTh
BO3HArpaKJeHHE 3a TpyHd, OOIIaTbcsd C WIEHaMHM KOJUIEKTHMBA, TNOJy4YaTh NpU3HAHUE, Y4acTBOBAaTh B
yIpaBi€HUH, UCI0JIb30BaTh CBOU IIpaBa B COOTBETCTBUU C 3aKOHOJATEIBLCTBOM (IIPaBO Ha TPY/, OTAbIX, OXpaHy
310pPOBbSI U T I1.).

dopmupoBaHue KOJUIEKTHBA — MPOIIECC CIIOKHBIN U MPOTUBOPEUUBBINA. DTO MPEXJIE BCETO CBA3AHO C TEM,
YTO KOPEHHBIE MHTEPEChl W ILIEJU €ro WIEHOB HMMEIOT pPa3JInyusl U IPOTUBOpEUMs (4acTO JIMYHBIE LEIH U
MHTEpEChl BCTYNAIOT B MPOTHBOpEUYME C LENsSMU OpraHusanuu). B 3aBUCUMOCTM OT CTeNeHM €IUHCTBA
WHIUBUAYAIbHBIX 1I€JIeH U TPYNIOBBIX YCTAHOBOK MOHO TOBOPUTH O CTENEHU KOJUIEKTUBHOCTHU WUJIM CTEIEHU
COLIMAJILHOM 3pEJIOCTH TPYAOBOI0 KOJUIEKTHBA. OT CTENEHU TaKOW 3pENIOCTH 3aBHCHUT XapakTep U COoAepKaHHe
YIpaBIEHYECKON IEATEIIbHOCTH MEHEKepa.

PykoBoauTento He0OX0IMMO UMETH B BHJLY, UTO B CBOEM (POPMHUPOBAHUM U Pa3BUTUU TPYAOBON KOJUIEKTUB
MIPOXOJIUT MPU OCHOBHBIX IMANQ.

Ha nepBoM stamne, korjna KOJUIEKTUB €I1€ TOJIbKO CO3/aH, IPOMCXOJUT B3aUMHOE 3HAKOMCTBO €T0 WIECHOB.
PykoBoauTento BaXKHO HPUCMOTPEThCA K JIIOASM M IONBITaThCS ONpeAeIuTh HauloJiee BIUATEIbHBIX U
aBTOPUTETHBIX pAOOTHUKOB, C TEM YTOOBI MPUBJIEYb UX HA CBOIO CTOPOHY U NMPABUJIILHO PACcCTaBUTh HA paboune
Mecta. Ha sToM »Tame pyKOBOIWTEIh BBICTYNAET Kak '"BHEMIHAS cuja" 1O OTHOIIEHUIO K KOJUICKTHUBY.
BonbmmHCcTBO TpeOOBaHUN UCXOAUT OT HETO U Yepe3 HETO.

Ha BTopom sTame GopMupyroTCs MUKPOTPYIIIBI (CO3/at0Tcs HeOopMallbHbIE OTHOIICHHS). BBISBISIOTCS
HauboJiee Co3HaTeNbHbIe, SHEPIrUYHbIE U MHUIIMATUBHBIC JIIOJIU, U3 KOTOPHIX (OPMUPYETCS aKTUB, IPU3BAHHBII
[IOMOTaTh PYKOBOJUTENIO B JIOCTHKEHUU OCHOBHBIX LIEJIEH M 3ajlad ylnpaBisieMoro UM KosuiektuBa. Ha atom
JTare BBISBJSIOTCS U NACCUBHBIC, U HETaTHBHO HACTPOEHHBIE K PYKOBOJUTENIO PaOOTHHUKHU, KOTOPHIE MOTYT
Meuiath paboTe, Je30praHU30BbIBaTh KOJUIEKTUB. PykoBoIuTEN0 HEOOXOAUMMO TIIATEIbHO IPOaHATU3UPOBATh
MPUYMHBI BOSHUKHOBEHHS TAKOW TPYIIIIbl U MHIMBUyalbHbl€ MOTHUBBI, IO KOTOPHIM B HEE MOMAJIM T€ UM UHbIE
paboTHUKU. XapaKTepHasi 0COOEHHOCTh JIaHHOTO 3Tala COCTOUT B TOM, YTO PYKOBOJHUTENb MOKET YIPABIISThH
KOJUIEKTUBOM U IPEIbSBIIATH K HEMY TPeOOBaHMSI HE TOJBKO JINYHO, HO U Yepe3 HeOopMaJIbHBIX JIUIEPOB.

Ha tperbeM 3Tane co3HaTenbHOCTh M aKTUBHOCTh PAOOTHUKOB JIOCTUTAIOT BHICOKOTO YPOBHS: MOTYMHEHHbIE
XOPOLIO MOHUMAIOT CBOETO PYKOBOAUTENS U 0€3 aIMUHUCTPATUBHOIO HAXKMMa BBIMIOJIHSIOT CBOU 00S13aHHOCTH.
PykoBoautens u HepopMmanbHbE JUACPHl yXKE€ HE BBICTYHNAIOT IO OTHOIICHHIO K OCTaJbHBIM YJI€HAM
KOJUIEKTHBA Kak "BHEWIHSS cwia', mo3ToOMy HUX TpeOOBaHUS BOCHPUHHMMAIOTCA BCEMHM KaK €CTECTBEHHbIE U
MOHATHBIE. XapaKTepHas 4yepTa JaHHOTO 3Tala — JOCTHKEHHE TapMOHHYECKOI0 COYETaHUs IPYIMIIOBBIX U
JUYHBIX UHTEepecoB. Ha TpeTbeM aTane MeHemKep, Kak MpaBUIo, MEHSIET CTUJIb PYKOBOJCTBA: €CJIM Ha MIEPBOM
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JTane pPyKOBOJAUTENIb B OCHOBHOM HCIIOJIb3YEeT AaBTOKPAaTUYECKHM CTWIb YIPAaBIEHUSA, TO TEIEph YXKe
MaKCHUMAJIbHO HpI/IMeHSIIOTCSI )IeMOKpaTPIquKI/IC HpI/IHHI/IHBI pYKOBO)ICTBa.

Pa3BI/ITI/IC KOJIJICKTUBA — HpOIICCC HOCTOS[HHI)II71 U HC 3aKaH4YMUBACTCA TpCTBI/IM 9TaIIOM. 9TOT Hpouecc
IIOCTOSITHHO HpO)IOJ'DKaeTCﬂ 158 BI)Ipa)KaeTCSI B paBBI/ITI/II/I TBOpLIeCKI/IX CHJI KOJIJIEKTHBA, CaMOYHpaBJ'ICHI/II/I,
VKPEIUICHUU COIUATBHO-TICHXOJIOTHISCKOT0 KJIMMAaTa W YCHWJICHHW COIUAIBHON cdepbl. OYeBHIHO, YTO B
CBOEM pa3BUTHUU OJHU 3Talbl KOJUIEKTUB MOKET MPOXOAUTH ObICTpee, Apyrue MeJUieHHee. bbIBaloT ciydau,
KorJa oH "3acTpeBaer" Ha OJTHOM W3 ATAIOB U JaKe pacragacTcs.

Baacth u 1u4HOe BiIMsSIHME

OO6nanath BIACThIO — 3HAYUT, YMETh OKa3bIBaTh BIMSHUE HA JItOJEH, U3MEHATh MOBEJIECHUE U OTHOLICHHE
4eJloBeKa WM rpynnsl Jrojed. O pe3ynbrarax paboThl MEHEKEepa CyAAT HE 10 TOMY, UYTO OH JENaeT, a Io
TOMY, Kak OH MoOyxngaer K pabore apyrux. BrmacTb ¥ MaHMIyIHpOBaHHE €10 SIBIISIFOTCS MpobiemMamMu
ynpaBiieHusi. MHOTUM KaXKeTcsl, 4TO 00J1aJlaHue BJIACThIO — 3TO MPEpOraTuBa TOJIbKO PYKOBOIUTENS, KOTOpas
[0Ipa3yMeBaeT BO3MOKHOCTbh HaBSA3bIBATh CBOIO BOJIIO HE3ABUCUMO OT UYBCTB, EJIAaHUN U CIOCOOHOCTEN MO /I
yiHeHHoro. OfHako ceiyac NMPU3HAETCS, YTO BIIMSHUE U BJIACTh B PaBHOW Mepe 3aBUCAT OT JMYHOCTH, Ha
KOTOPYIO OKa3bIBa€TCsl BIUSHUE, a TAK)KE OT CUTYallUH U CLIOCOOHOCTEH pyKOBOIUTEIS.

Kak u3BecTHO, MOTEHIMAN BJIACTH B JIEATEIBHOCTH MEHEKEpa SBJISETCS MOIIHBIM (aKTOPOM OKa3aHHs
BIUSIHUS Ha TMOJAYMHEHHBbIX. HaleneHHbI BIacTbio, MEHEIKEpP MOXEeT TpedoBaThb OT MMOJAYMHEHHBIX
HEYKOCHUTEIBHOTO BBIMIOJIHEHUSI CBOMX pAacHoOpsHKEHUM M yKazaHuid. DYHKUMS BIACTH MPOSBISETCS B
YIpaBJIE€HUH Y€pe3 BIIOJIHE ONPEeICHHbIE KaHAIbl — CHOCOObI NPOAGIEHUA 6IACIU:

1) npunysrcoenue — noOyKIeHUE TOJIEH K NEATeTbHOCTH BOIIPEKU UX JKeNaHUI0. JJaHHbBIN BUJT TOOYKACHUS
OCHOBAaH Ha CTpaxe Iepes Haka3aHueM. B kauecTBe MHCTPYMEHTOB IMPHUHYKJIEHUS BBICTYNAIOT 3aMEyaHMUs,
BBITOBOPBI, IITPa(dbl, YyBOJIbHEHHUS, IEPEBO/] HA HU3KOOIUIAYMBAEMYIO paboTy U T.1.;

2) enusanue. B3aumonelcTBUE MEHEIKepa C BIUATEIbHBIMU JUIAMH (C 1IepOM, C BBILIECTOSIIMMU
JIIEJIOHAMHM PYKOBOJICTBA) JlaéT €My KOCBEHHyIO cuily BiacTd. [logumHeHHble, oOwiasich cO CBOUM
HaYaJIbHUKOM, OIIYLIAIOT HE TOJBKO BJIACTHYIO (DYHKIIMIO HEMOCPEACTBEHHOIO HayalbHHUKA, HO Y HayalbHHKA,
CTOSIILIETO Ha/l HUM;

3) xomnemenyus. MeHemKep, B CHIy CBOEH mpodeccHOHaIbHON MOArOTOBICHHOCTH, HAJAETEH IPABOM
BBICTYIIaTh B KauecTBE OHKcHepra U 'cyabu" MNPAaKTUYECKH MO BCEM MPO(ECCHOHATBLHBIM BOIPOCAM.
[TogunHeHHbIE BOCIPUHUMAIOT 3TO KaK pa3HOBUHOCTD BJIACTH;

4) ungopmayusa. Jlronu TOCTOSHHO HCHBITHIBAIOT IMOTPEOHOCTh B CAaMOM pas3IMYyHOW HHMOpMaLUU.
Menemxep peryiupyer J0cTyl UH(GOpPMAIMU K CBOUM MOJYMHEHHbIM. TeM caMbIM OH OCYLIECTBIISET Ha HUX
BJIACTHOE BO3/ICICTBHE: KaKOBa MH(POpPMAIHS, TAKOB U XapaKTep AeATEIbHOCTH JItOJIEH;

5) Oondxcnocmuoe nonodcerue. Uem BbIlI€ JTOJDKHOCTHASI MO3MLMSI MEHEKEPa, TEM BBIIIE CTENEHb €ro
BJIACTHOIO BIMSHUS Ha Jitojiel. [loqunHeHHble, CTaJKUBAsICh C PYKOBOJUTENEM B IPOLECCE OOILIEHUS, TIPEKIE
BCEr0 UMEIOT JIEJI0 C JIOJIKHOCTHIO;

6) asmopumem. MeHenxep, MONb3YIOLUUNCS Yy MOJUYMHEHHBIX aBTOPUTETOM, OCYIIECTBIIIET CBOE BIMSIHUE
Ha HHUX 0€3 JEeMOHCTpalUd CBOEH BIJIACTHOM YMOJHOMOYEHHOCTU. Jlromu 0e3 mpoTecta MOBHUHYIOTCS
aBTOPUTETHOMY PYKOBOJUTEINIO;

7) npaso Hacpasxcoams (u munoeams). JIFOON JIETKO TTOBUHYIOTCSI TOMY, KTO UMEET MPABO U BO3MOXKHOCTh
Harpaxjaatb M MWioBaTth. Bce XoTaT Oombiie 3apaboTarh, MPOJABUHYTHCS IO CIIy)KOe, MOJIb30BaThCA
npu3HaHueM. Biacte yenoBeka, 001a1al0Iero TaKUM MpaBoOM, MOXKET MOJAHATHCS IO 3HAYUTENIbHBIX BBICOT.

Kak Buaum, m000# MEHEKep MMeEeT JOCTaTOYHO KaHAJOB JJIsl MCHOJb30BaHUS cBoei BiacTu. OgHAKO
9yTOOBl BBICTYNATh B POJU JIMJEpa W BECTU 3a COOOI0 JIOAEH, HYKHO TMOJb30BaThCS 3TOM BJIACTBIO
ocMoTputenbHO. YToOBI oOecneunTh OajlaHC BJIACTH PYKOBOJUTENEH M TMOJYMHEHHBIX, NpUOErarwT K
oenecuposaHuIo 0omeencmeeHHOCmu, TO €CTb MEHE/DKEP B MPOIECCE BBHIMOIHEHNUS PYHKIUN YIpaBJIEHUS 4acTb
CBOEIl KOMIIETEHLMHU IMeperaeT NOJYMHEHHbIM. B 3TOoM ciyuyae cielyer MUMETh B BUAY, YTO INEpeJaHHOE
MOJAYMHEHHOMY IIPaBO paboTaTh 32 MEHE/DKEpA SABJIAETCS BPEMEHHBIM U JUTUTCS Ha MPOTSKEHUH MOJTY4YEHHOTO
3ananus. llomunHeHHbI OepeT Ha cebsi 0043aTENbCTBO BBHINOJHUTH 33JaHUE W OTBEYAET 3a YCIELIHOE
3aBepuieHHMe padboTel. OJHOBpPEMEHHO €My IMepelaloTCs BIACTHbIE IIOJHOMOYHS, HEOOXOIUMBIE IS
KayeCTBEHHOTO M CBOEBPEMEHHOI'O BBINOJIHEHUS 3ajaHus. OJHAKO HEKOTOpbIE MEHEIKEpbl HEOXOTHO pac-
CTaroTCs ¢ J1I000H cBOEH BacThio, a 0€3 JO0CTaTOYHOW KOMITETEHIIUH JJISl IPUHATHS PELICHUS Y TOAYUHEHHOTO
MaJio IaHCOB YCIIEIIHO BBIMOJHUTH 3aJaHUE.

W meHemxepsl, U MOAYMHEHHBIE JOJDKHBI YETKO IOHUMAaTh, B KaKOil Mepe Jielerupyercsi BIacTh, YTOObI
n30exaTh HeJIONOHUMAaHUS U Heyiad.
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JlenerupoBanue — 3TO croco0 pas3zeneHus BIacTu. B 3ToM ciydae, BO-EpBbIX, CO3AETCSI OUEHb XOpOLIas
U CIUIOYEHHAs KOMaHJa COTPYAHMUKOB (JIFOJM, KOTOPBIX HAJEIWIM BJIACThIO, OYAYyT OILYLIATh CBOK CHIIY U
MOTYILIECTBO M MO3TOMY IOXKEJIAI0T OCTAThCs B Ballleld KOMaHJIE), a, BO-BTOPBIX, YeM OOJIbLIE BbI JICIETUPYETE
BJIACTH JAPYTUM, YyeM OOJIbIll€ OTBETCTBEHHOCTH BBl "OT/AaeTe" MOJUMHEHHBIM, TeM 0ojiee A3(pGEeKTUBHBIM OyaeT
Balll YIIPABJIEHYECKUH TPYI, TaK KaK Bbl OCBOOOK/Ia€TECHh OT PyTUHHOM pabOTHI.

PykoBoauTens umeer BiacTh HaJ MOJYMHEHHBIMH, OJHAKO B HEKOTOPBIX CUTYalUsiX M MOJYMHEHHbIE
UMEIOT BJAacTb HaJ pPYKOBOAMTENEM, TaK Kak IOCIEAHMHM 3aBUCUT OT HHMX [0 TaKHUM BOIpOcCaM, Kak
HeoOXonuMasi Al NPUHATUA peleHud uHpopmanus, HedopMaibHble KOHTAKTHI C JIIOJABMU B JIPYrUX
nojapasfesneHusax u 1.1 OTcrofa ciaeayeT, 4To PyKOBOAUTENb JOJDKEH NOHUMATh U YYUTHIBATH TOT (PAKT, UTO
MIOCKOJIbKY MOJYMHEHHbIE TOKE 4acTO 00JIaJJaloT BJIACTBIO, TO UCIOJIb30BAaHUE UM B OJIHOCTOPOHHEM IOPSIKE
CBOEH BJIACTH B NOJHOM 00bEME MOXKET BbI3BAaTh Yy MOJUMHEHHBIX TaKyl DPEaKIMI0, KOTJa OHU 3aXOTST
[IPOJIEMOHCTPUPOBATh COOCTBEHHYIO BjacTb. B CBSI3M ¢ 3TUM cienyeT MOJAEpKUBaTh pa3syMHBII OanaHC
BJIACTM — JOCTATOYHOM JJIsi JOCTHMXKEHUS Leleld OpraHu3alliy, HO HE BBI3bIBAIOLIECH Yy IOJAYMHEHHBIX
OTpULIATENbHBIX PEAKIIH.

B MenemxMeHTe ecTb 0ojiee MSTKO€ OIpPENENeHHE BO3JACHCTBHS Ha MOJYUHEHHBIX — 3TO BIIUSHUE.
Bnuanue — takoe noseeHue 0JJHOTO UHUBUA, KOTOPOE BHOCUT U3MEHEHHUE B MIOBEJCHUE JIPYTOroO.

Boigensitorcs  aBe OOJbIIME TPYIIbl  YIPAaBICHYECKOTO BIUSHUS — SMOLMOHAIBHOE U BIUSHUE
paccynouHoe. B rpynne amouuonanvuelx cpedcme énuaHus OCHOBHOE MECTO 3aHMMAeT '"3apaxkeHue" u
MOIpakaHue.

"Sapasicenue” — 310, mokanmyd, caMmblii JApeBHUM crnocoO BiaMsSHUS Ha soned. OH XapakTepusyercs
MPaKTUYECKH aBTOMATHYECKON, HEOCO3HAHHOH Iepenadeil SMOIMOHAIBHOIO COCTOSHHS OJHOTO 4YelloBeKa
npyromy. Hcnonb3ys MexaHHM3M 3apake€HUs, MEHEIKEpP MOXKET 3HAUYUTEIbHO MOBBICUTH CIUIOYEHHOCTh
KOJUIEKTHBA, MOOMIM30BaTh €r0 Ha BHIIIOJHEHHE 1IeJIei OpraHu3alnu.

Iloopasicanue — 3TO yCBOEHHWE JEHCTBUMA, MOCTYNKOB, MAaHEPHl MOBEACHUS U JAXEe CHOCO0a MBIILICHUS
npyrux juiu. Eciu "3apaxkeHue" xapakTepusyercs Iepenadeil SMOLMOHAIBHOTO COCTOSIHHS, TO OCO3HAHHOE
oipakaHue MpeICTaBIsIeT cOO0M crocod 3aMMCTBOBAHUS TOTO JYYILETro, YTO €CTh Y IPYrUX.

[ToapaxkaHuto J€rko MOJAAI0TCS BIIEYATIUTENIbHbBIE U c1a00BOJIBHBIE JIOAM, a TAKXKe JHIa C HEJOCTATOYHO
Pa3BUTHIM CaMOCTOSITENIbHBIM MBIIUIEHUEM. 3HAasl 3TO, B&KHO BBISICHUTb, KTO CIIY)KHUT JUISl HUX ATAJIOHOM JUIS
MOpakaH!si U B COOTBETCTBUU C 3TUM OCYILECTBIISTh YIPABICHYECKUE IEHCTBUS.

B rpynny paccydounozo énuanus BXOIAT:

* BHYIIICHHE,

* yOSXK/ICHHE,

* Mpock0a,

* YIPO3bl,

* [TOJIKYTI,

* IIpHKa3.

Buywenue — 310 BO31€iicTBUE, OCHOBAHHOE HAa HEKPUTHUYECKOM BocHpusTHU. BHylieHune kak croco0
BJIUSIHUS Ha MOJYMHEHHBIX Oe3goka3aTesibHO. O((eKT BO3ACHCTBUS BHYLIEHUS TEM BbIIIE, Y€M BBIIIE
MIpU3HAHUE, AaBTOPUTET, MPECTIK MEHEKEpa.

BHymienue sBnsieTcsi OJHOCTOPOHHUM BO3JIEHCTBUEM: aKTUBEH, KaK MPaBUJIO, BHYLIAIOMIMM, a TOT, KOMY
BHYILIAIOT, — HaccuBeH. MHOrue MeHeKephl YCIEIIHO BIUAIOT Ha JII0/IeH ¢ IOMOIIbI0 BHYyIIEHUA. OcoOeHHO
BBICOKHI 3(EKT OT BHYILLIEHUS JOCTUTAETCS TOTAA, KOT/1a OJYMHEHHBINH BO30YXK/I€H U CPOYHO UIIET BBIXOJ U3
CO3/1aBILErocs IMOJOXKEHHUs. B 3TOT MOMEHT OH TrOTOB CJeIOBaTh JIIOOOMY COBETy pykoBojauTens. B Takom
Ciydae BHYIICHHE TIPOSBIISIETCS O0JIbIIIE Kak YOKIeHHUE.

Yoescoenue — > dekTuBHA Mepeaadya CBOe TOUKU 3peHus. YOexKIeHUE, OCYIIECTBIIEMOE B CJIOBECHOM
¢dbopme, onMpaeTcs Ha pacCyX ACHUS U JIOTUKY, a BO3JCHCTBUE HA YyBCTBA U SMOLMU UTPAET BCIIOMOTATEIbHYIO
poJib. Eciiu BHYIIEHHE HOCUT OJJHOCTOPOHHIOK HAPaBJIE€HHOCTb, TO P YOEXKACHUHU aKTUBHBI 00€ CTOPOHBI.

[Ipouecc yOexaeHus npeacTaBiseT cOOON SBHYIO MM CKPBITYIO JUCKYCCHIO, II€JIb KOTOPOH COCTOUT B
JOCTHKEHUH €IMHCTBA MHEHUI MJIM KOMIIPOMHUCCA.

Camas cnabasi cTopoHa yOexAeHHs] — 3TO €ro MEJIEHHOE BO3/IEHCTBUE U HEOIPEAEICHHOCTh pe3yibTara
BO3/ICUCTBUS.

Ilpocbba — 5TO TakoW cmnoco0 BIUSHUSA Ha MOJAYMHEHHOIO, KOTOPBIM OCHOBAaH Ha JOOPOBOJIbHBIX,
MOoOYKTAIOUIUX, HEMPUHYIUTENIbHBIX MOoTUBaX. [Ipuberas k npocb0e, MEHEKEp MbITAETCS B3bIBAThH K JyYIlIeH
CTOPOHE HATyphl JApyroro 4yenoBeka. [1oyokuTenbHBIN pe3ynbTaT JTOCTUIAeTCs B TOM CIIydae, €CIM MEXIy
PYKOBOJIUTENIEM U TIOJUYMHEHHBIM CYILIECTBYIOT XOPOUINE OTHOILLIECHUSI.
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Vepozvr — 53T0 3anmyruBaHue, oOellaHue NPUYMHUTH NOJYMHEHHOMY 370. OHU OCHOBaHBI Ha TOM
JOTYILIEHNUHU, YTO CTpax MHOTAA SIBISETCS JOCTATOYHBIM MOTHBOM, YTOOBI MOOYIUTH YEJIOBEKA BBIMOJIHSATH
MOPYUYEHUsl, C KOTOPHIMU OH BHYTPEHHE He corylaceH. Kak mpaBuio, yrpo3bl cpabaTbiBalOT HA KOPOTKOE BpeMsi
(TIOKa TOAYMHEHHBIH HAaXOAUTCS B "30HE cTpaxa'", TO €cTh OOUTCS PYKOBOJWTENS). YTP0o3a BBI3BIBAECT OOPHOY
MEXy ABYMS JIMYHOCTSIMU, M TIPOUTPABIIUM 371€Ch OyJIET TOT, KTO BBIHAIIIUBAET MBICIIb TOOEIUTH B OyayIemM
(HMKOMY HE XOUeTCsl ObITh IIOCTOSIHHO ITPOUTPABLIKM).

Ilookyn — CKIIOHEHHE Ha CBOIO CTOPOHY, PACHOJIOKEHHWE B CBOIO I0JIb3Y MNOJYMHEHHOIO JOOBIMU
cpeacrBamu. PykoBoauTens o6emaer npelocTaBUTh CBOEMY MOJUMHEHHOMY KaKue-JIn00 MpenMyIlecTBa, eCiu
TOT ONpENEJICHHBIM 00pa30M H3MEHUT CBOE MOBEJEHUE. B HEKOTOPHIX CilydasX MOJKYH — 3TO YECTHBIN
MOAXO0Jl, MPEAOCTABISAIONINN MOAYMHEHHOMY JIONOJHUTEIBHO BO3HArpa)kJI€HUE 3a €ro JOIMOJIHUTEIbHbIE
ycwnust: "TlopaGoTaii cerogHsi CBepX HOPMBI, a 3aBTPa MOXKHO OyAeT YT ¢ paboThl mopaHsbIie".

Ilpuxaz — o¢uuuanbHOE paclopsDKEHUE BJIACTHBIX OpPraHoB. AJIbTEpHAaTHBA 3/IeCh HMCKIHOYaeTcH,
MIOCKOJIbKY IpHKa3 He 00CYXJIaloT, a BBIMOJHAIOT. M eciau mpuka3 He BBINOJHEH, 32 3TUM, KakK IpaBHIIO,
CJIEyIOT HETaTUBHBIE MTOCIIECTBUSI.

Kaxnomy MeHemkepy HEOOXOIUMO 3HATh, YTO, MCIOJB3Ys JIOOBIE CMOCOOBI BIMSHHUS Ha MOTYMHEHHBIX,
ClIeyeT PYKOBOJICTBOBATHCA IIPAaBWJIAMHU JIEJIOBOIO TIOBEJIEHUS M HOPMaMU CIIY)KEOHOW JTHUKH, OC-
HOBBIBAIOIIMMHUCS Ha OOLIECTBEHHOM MHEHUU U TpaJuluax. B io0oM ciiydae BIusiHUE HE I0JKHO BBI3BIBATD Y
MOJAYMHEHHOIO YYBCTBAa pa3pakeHUs, HEHAaBUCTH U jocaibl. CylIecTBYIOT CJIEAYIOIIHE Crocoobl
NONOHCUMENbHO20 6TUAHUA HA TIOTYMHEHHBIX:

* "monaBneHue" codeceIHUKA BbIIEPKKON U CIIOKOHCTBUEM;

* KOHIIEHTPHUPOBAHHOE BHUMAHHUE HAa OJTHOM U3 MOTYNHECHHBIX;

* "Hacunue" Hag cOOCTBEHHBIM MHEHHEM;

* HEOXKHMJIAaHHOE PEIICHUE;

* aBaHCHpOBaHHasl I0XBAJIA;

* "mocraBbTe ceOsl HA MOE MeCTO".

"[looasnenue " cobeceonuxa evloepickou u cnokovcmeuem. Ecam B pa3roBope ¢ BaMH COOECETHUK
HEPBHHMYAET W IIOBBIIIAET TOJIOC, OTBEYaWTe Ha €ro OypHbIe "aTaku'" pPOBHBIM, CIHOKOWHBIM, a TJABHOE,
noOpoxenarelbHbIM TOHOM (MHOTJIa C JIerkoi nponueit). He tepsiite qymeBHOro paBHOBECHS U3-3a MEJIOYEH.

Konyenmpuposannoe enumanue Ha 00HOM U3 NOOYUHEHHbIX. 3acTaBbTE CeOSl COCPENOTOUYUTH CBOE
BHMMAaHHE Ha KAKOM-HUOY/b U3 BalIUX MOJYMHEHHBIX — JKEJIaTeJIbHO Ha TOM, KTO 3aHUMAeT CaMyl0 HU3LIYIO
noJKHOCTE. [lonabmiogaiiTe 3a HUM, MMOCTApATECh MPEACTABUTh ce0e, UTO OH JyMaeT, KaKue y Hero 3a00Thl,
MHTEPECHI, JKEIaHUs, IOMHTEpPECYHTeCh ero Ccyap00il — U Bbl HEOKUJAHHO JJIsi ce0si NMOUYYBCTBYETE KHBOM
UHTEpEC K 3TOMY 4dejoBeKy. Bam craHer jerko oOmiatbcsi ¢ HUM Ha He(hopMaibHONM OCHOBE, U BCKOPE BbI
MIOYYBCTBYETE JIOBEpUE CO CTOPOHBI 3TOro yenoBeka. Ho camoe riiaBHOE — BBl MOYYBCTBYETE MOPAJIBHYIO
YIOBJIETBOPEHHOCTh CAMUM COOOM.

"Hacunue " nao cobcmeennvim mHenuem. 3acTaBbTe ce€0s B MOJTYMHEHHOM, KOTOPOTO BBl MOYEMY-TO
HEOJI00JIMBAaeTe WM JIaXe TEpIeTh HE MOXETe, HalTH Kakhe-TO MOJIOKUTeNbHble KauecTBa. [locrapaiitech
yOenuTh ce0s, YTO BbI 10 CUX MOP UMEIU OIIMO0YHOE MHEHHUE O HEM, JJa’Ke €CJIM JUIsl 3TOT0 Y BaC CaMble BECKUE
ocHOBaHUs. Eciiu Bbl cMOXeETe 3TO cenaTh, y Bac Oy/IeT JOCTUTHYTO B3aUMOIIOHUMAHHE C 3TUM YEJIOBEKOM.

Heoorcuoannoe pewenue. Yero o0ObIYHO OXKHMIAeT MOMUMHEHHbIN? Haka3zanus. A Kak OTHOCHUTCS
PYKOBOJIUTENb K HEIOOPOCOBECTHOMY, HEHUCIIOJHUTEIBHOMY MJIM OTCTamoueMy padoTHuky? KoneuHo ke, ¢
HENpPUSI3HBIO M HEJIOBEPHEM. OTH OTBETHI SBIAIOTCA akcMOMaMU. OTKaKUTECh OT HUX, OCOOEHHO B TeX
CllydasixX, €Clid MOJAYMHEHHBIH CMUPHIICA C IOJIO)KEHHEM '"HeyJAauHUKa" U He JKJIeT OT Bac J00poro ciioBa, HE
roBops yxke o gopepun. Okaxxute eMy BpeMEHHOE MpeANoYTeHue nepea apyrumu. Jlaiite emy OTBETCTBEHHOE
nopyuenue. Caenaite 3TO IJ1aCHO, BBICKA3aB YBEPEHHOCTh B TOM, YTO OH €r'0 BBIIIOJIHHUT.

Bospmoil BocMTaTENBHBINA 3apsii HECYT TaKHE PELICHHs, KOTOPbIE OKPBUISIOT NMogunHeHHoro. K taknm
peuieHusM npubderan MakapeHKO: OH JOBEpUJI MaTepuaibHble LIEHHOCTU TOMY, KOMY, Ka3ajloCh Obl, HUKaK
HeNb3s ObLIO UX JOBEpATh, — ObIBLIEMY BOpy. Ho mpeanpuHuMaTh Takoe puCKOBAHHOE MEPOIIPHUATHUSI MOKHO
JUIIb TOT/A, KOTJa Bbl Oy/leTe yBEpEeHbI, YTO Ballle JIOBEPHUE BBICOKO OLEHMBAET TOT, KOMY Bbl IOpy4aeTe
3aJlaHue.

Asancuposannas noxeana. JlaB MOJUUHEHHOMY 33JlaHWE M HE OYyJy4yd YBEPEHHBIM B €r0 BBIIOJHEHHH,
MOXKHO MOXBAJIUTh €r0, J€CKaTh, HUKOMY JIPYITOMY Bbl HE MOXET€ MOPYYHUTh CTOJb OTBETCTBEHHOE 3aJaHHe.
UYepes HekoTOpoe BpeMsi Bbl yOequTeCh, YTO Ballla IIOXBaja B aBaHC IOMaja B I€JIb: NMOAYMHEHHBIH OyneT
CTapaTelleH.
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"Ilocmagvme cebs na moe mecmo ". Het, noxanyi, 6osee mpocroro npuema, yem 31oT. CaMblil IpoCTOi,
YeJIOBEUECKH JOCTYIMHBIH Crnoco0 NMPOHWKHOBEHHOTO JOKA3aTeNbCTBA CBOCH TMPABOTHI — 3TO MPUHYIHUTH
co0eceTHIKa, BRIPA3UBIIErO B 4eM-THOO0 HECOTIacue C BaMH, CTaTh Ha BAllle MECTO B Ka4eCTBE O(UITHAIIEHOTO
JIMIIAa WM B Ka4E€CTBE MOPSAI0YHOTO, YECTHOTO YeJoBeKa. Toraa cnopsmuid ObICTPO TIOHMET, YTO PELINTH B €T0
M0JIb3Y BOIPOC JINOO HEBO3MOXKHO (B CBS3M C OTpPAaHMYEHHBIMHU TPABOBBIMH KOMITETCHIIUSMHU PYKOBOIHUTEINS),
100 MPOTUBOIIPABHO, OE3HPABCTBEHHO.

OnHu MEHEDKEPHI JIETKO M C YAOBOJIBCTBUEM IMPHUMEHSIOT B YIIPABICHYECKOW NEATEILHOCTH pa3InYHbIC
CTIOCOOBI TIOJIOKUTENBHOTO BIMSHUS HA MOJYMHEHHBIX, JPYTHE 3TO AETAIOT C OOJBIIUM TPYIOM, a TPETHHM
9acTo cIeNaTh 3TO MPOCTO HE yIaeTcs.

6.4. ITondoop nepconaJia

Korma paspabortan mimaH (QyHKIHMOHUPOBAHHUS (UPMBI, COCTAaBHOMW YAaCThIO KOTOPOTO SIBJISICTCS ILIaH
TPYIOBBIX PECypCOB, HAcTylaeT BpeMs JUIsl BBINOJIHEHUS BaKHeHIIed paboThl MEHeIkepa — mojadopa
nepconana. CyTb 3TOro mpouecca COCTOUT B TOM, YTOOBI ¢ y4eTOM TpeOOBaHMM K KaHAMJIATy Ha MMEIOLIYIOCS
BAaKaHCHIO MPUBJIEYD IMOIXOAAIINX KBATU(PUIMPOBAHHBIX paOOTHUKOB JUIs MOCIEAYIOIIEH X OLIEHKH U IpuemMa
Ha paboTy.

3HaUMMOCTh ATOM (YHKIUU MEHeKepa o4yeBuaHA. Bmecte ¢ TeM B OOJIBIIMHCTBE CilydyaeB pabOTHHKA
noAOUPAIOT 10 UHTYULUH, IO COBETY 3HAKOMBIX, [0 HAIPaBJIECHUIO OIOPO MO TPYIOYCTPONCTBY U 3aHSITOCTH,
[0 BHEIIHUM IMpu3HakaM. OTCYTCTBHE amnmpoOMpPOBAaHHBIX METOAUK M0J00pa KaApoB MHPUBOJUT K TaKOM
CUTYyallMd, KOIJIa MEHE/DKEp CUUTAeT: IyCTh JIydlle MECTO IYCTyeT, 4eM OyAeT 3aHATO HEeNOIXOISIIUM
paboTHUKOM. B 3TOM CcMBbIC/IE Ba)KHO YCTaHOBUTH COOTBETCTBHE PAaOOTHHKA 3aHUMAEMON JOJHKHOCTH, TO €CTh
YEeTKO BBIIEIUTH BUIbI paboT, ero GyHKUUU U MOJA 3TU paboThl Mo100paTh JItoeH, UMEIOIUX HYKHYIO JUIS
KayeCTBEHHOT'O BBINOJHEHUS (DYHKIMOHAIBHBIX 00sf3aHHOCTEM KBanu@ukauuio. Jta padoTa MOXKET ObITh
3¢ (deKTUBHON TOJIBKO B TOM cllydae, €CJid OHa OCHOBaHa Ha MPaBUJIbHON OLEHKE HAJMYMS y KaHAUIAaTOB BCEX
KayecTB, HEOOXOAUMBIX JUIsi KOHKPETHOTO BU/IA JESITEIbHOCTH.

OTBETCTBEHHOCTD 3a MM0A0OP COTPYAHUKOB LIEJIMKOM JIOKHUTCS Ha IJIeYd MEHekepa 1o kaapam. Ilpouecc
moaoopa KaJpoB CTOJIb )K€ CJIOKEH M TOYEH, KaKk W Jirolas JApyras ympasieHdeckas padora. Ha stom srtame
0COOEHHO Ba)KHO MOJIHO U MPaBUIIBHO OMPENENIUTh U Pa3bICHUTh IPETEHICHTY CyTh Oyayiel paboTbl, UHAYE
MO>KHO TIOTPATUTh MHOTO BPEMEHHU Ha MpueM U Oece/ibl C JII0bMHU, HE UIMEIOLUIUMU HY>)KHOW KBaJIM(UKALIUH.

Kangpoast monutuka B oOnactu moadopa mepcoHajla COCTOMT B OINpPEAETICHUHM MPUHIUIIOB MpuemMa Ha
paboTy, KoiauuecTBa pabOTHUKOB, HEOOXOIAMMBIX JUIsi KayeCTBEHHOT'O BBINOJHEHUS 3aJaHHBIX (DYHKIUH,
METO/IOJIOTUH 3aKperyieHus: U MpopecCUOHAIbHOro pa3BuTHs nepconana. Ilonbop xaapoB paccMaTpuBaercs
KaK NOA(YHKINS YIPABIIEHUS, KOTOpasl peaju3yeTcs B OTHOLIEHUH K JIMYHOCTU. [Ipoyecc noobopa nepconana
HAa4YMHAETCS C BhIOOpA KPUTEPHUEB OLICHKH JIMYHOCTU U pabOThI MPETeHIEHTOB. Kputepuu BKIIOYAIOT HOPMBI
MOBEACHUS U XapaKTEPUCTHKY Mpo(ecCHOHANbHBIX HaBbIKOB. Clieqylomui 3Tan nojgdopa nepcoHana — €ro
SKCIEPTHAas OLlEHKa, Oa3upyrollascs Ha MPOBEACHUU TECTOB, PELIEHUHU 3a7ay U BBINOJHEHUM YIPaKHEHUIL.
[locne TectupoBaHus cieayeT HaOMIOJEHHUE: IMpUIJIAlIeHHEe MPETeHJCHTOB U IpoBeaeHue HHTepBblo. Ha
OCHOBAHUHU BBILIIEU3IOKEHHOTO IPOUCXOJUT ONUCAHUE IOJYYEHHBIX pE3yJIbTaTOB U CpaBHEHUE HX C
KpUTEpUSIMH OLIEHKHM KAaHIUAATOB. 3aBeplIacT IpoLecc Moadopa KaHAWJATOB IPUHATHE PELICHUS; €CIH
BO3ZHUKAIOT TPYJHOCTU C OKOHYATEJIbHBIM MPUHATUEM PELICHHSI BO3MOXHO JOMOJHUTEIBHOE TECTUPOBAHHUE.

3HaUMMOCTh MPABUJIBHOIO peElIeHUs MpoOsieMbl 1moAadopa KaJIpoB , CBA3aHa C BBICOKOW CTOMMOCTBIO
paboueli CHIIbI, TO3TOMY B MEPBYIO 04Yepelb HEOOXOIMMO ONIPEACIUTh, HY)KCH JIM JJAHHBIA YeTIOBEK pUpMe WiIn
Her. Hamuoro mopoxe OymeT cTouTh omuOKa (Hampumep, depe3 TPU MecsAlla OH 3asiBUT O CBOEM YXOJE).
OmnpeneneHHy0 MOMOIIbL B TOM, YTOObI M30€kKaTh OUIMOOK MpH MM0A0OpE KaJpOB, OKA3bIBAIOT Pa3IMYHBIE
UCTOYHUKU HH(popmanuu (tadm. 6.1).

Tabnuua 6.1
Hcrounnku nndopmanumu npmu oréope nepcoHaia
Hctounuk Conepxanne nHGOPMAIINHT U €€ 3HAUCHUE
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3asBIIeHHE O TIPHEME Coobmmaer nepBoe oO1ee BrieyaTICHUE O KaHIUIaTe

®dororpadus JlaeT npecTaBiIeHHE O BHEIIHOCTH

buorpadus HarnsanHo nokassiBaeT IpoOLECC CTaHOBJICHUSI, NTO3BOJISET Y3HATh JETaau
(dhopMupOBaHUS TUIHOCTH

JInunas ankera Conepxxut, coOnpaeT U CHCTEMATU3UPYET CaMyI0 BAXHYIO HHPOPMAIIHIO
0 MOCTYHAIOLIEM

ATTecrar 3penoctu Haer cBeneHuss 00 ycneBaeMOCTM B UIKOJIE, 4YTO  Kacaercs

npodeccrnoHaIbHON KBaNIU(DUKAIIMY WM IPUHATUS HA paboTy, COAEPKUT
OTHOCHUTEJIbHBIE CBE/ICHUS

TpynoBasi KHIKKA [TonTBepxaaeT Mecta pabOTHI, OCBEIIACT MPEKHUE C(HEephl NeATSITHHOCTH

Pexomennarym OcBemaoT Bce acmeKkThl MPOMIPHUTOTHOCTH, KaK IPAaBHIIO, IEIAIOTCS
TOJIBKO AOIIOJTHUTCIIBHBIC BBIIIMCKHU

Pasrosop JlaeT BO3MOXHOCTb 3allOJHUTH MpOOesbl HHPOPMAIMH C MOMOUIBIO

C TOCTYTIAIOIIUM APYT'UX UCTOYHUKOB, JAET JIMYHOE MPEACTABICHHE O OCTYNAIOIIEM

[IpoOnas pabora CriocoOHOCTD BBINOJIHUTH ONPEJCIICHHYIO paboTy (Hampumep, obiaasanue

OTNpe/eIeHHbIMU HaBbIKaMU U T.I1.)
MenuuuHckuit ocMoTp (Ha|YacTuyHO cojepkaT XapaKTepUCTUKY MPO(EeCCHOHAIbHONW MPUTOJTHOCTU
pOQ-NPUTOAHOCTD); MCH-|(MHTEIUIEKT, 3pYAULIUS, TPo(hecCHOHATbHbIE KaUeCTBa, YEPThl XapaKTepa,

XOJIOTUYECKUE TECTHI J0IIycKaeMasi IpUroIHOCTb )

I'padomoruaeckoe JlaeT cBemeHHMsT O XapakTepe B OOIMIEM M O YaCTHBIX AacIeKTax

3aKJIFOYCHUEC IMPUTOJHOCTH; I/IH(bOpMaTI/IBHOCTI) CIIOpHA; JOITYCTUMA TOJIBKO C COTJIaCHA
MpETEHACHTA

Poinku padoyeii cuiibl

B npouenype noadopa nepcoHana UCHOJIb3YIOTCS BHEIIHUM U BHYTPEHHUN PBIHKU pabouell CUJIbl, TO €CTh
MIPUBJIEKAIOTCS JINOO CBOU COTPYAHMKH, JINOO COTPYTHUKU CO CTOPOHBI.

MOo3KHO NPEeANnoa0kKUTh, YTO BHYTPEHHUM PBIHOK NpeanouturensHee. Mpl mydiie 3HaeM "cBoero". "Cpoi"
YK€ aJanTHPOBaH K YCIOBUAM Tpyda opranuzanuu. Kpome Toro, Henb3s HE YUMTHIBATh U JKEJIAHUE Ka)JI0Ir0
paboTHUKaA JBUTaThCs IO CiIykeOHOI sectHuue. W ecnu opraHuzanus He NPeAOCTaBUT TaKOW BO3MOXKHOCTHU
"cBouM" pabOTHUKAM, TO Jy4ILIUE U3 HUX YHIIYT.

OpHako mpu HAOOpe Helb3sl HE YYUTHIBATH apT'yMEHThl U NMPOTUB BHYTPEHHErO PHIHKA: MCHUXOJIOTHYECKas
HECOBMECTHUMOCTh U IPO¢eCCHOHAIbHAs HEKOMIIETEHTHOCTh OTAENbHBIX "cBOUX" pabOTHHUKOB (a 3TO ciyyail,
KOI'/Ia HaM MOKHO OT HMX M30aBUThCs). B 3TOM acnekre npuiedeHne pabOTHHUKA U3 BHEUIHETO pbIHKA OyIeT
npennouturenbHee. Cuuraercs, 4yTo HaOOp M3BHE, KAaK IpaBWIO, OOXOAWUTCA MJsl OpPraHU3alllU JOPOXKeE.
CoBepUICHHO SICHO, YTO €CJIM MBI IpeAjaraeM padoTy 4eJOBEKYy U3 JIPYrod OpraHu3aluu, TO OJHOBPEMEHHO
HY)KHO MPEUIOKUTb EMY U OOJIBLIYIO 3apIUIaTy.

Ecnu >xe npereHaeHT U3BHE HaM MOJXOAUT, 3(D(EKT JocTUraeTcs Mpexk/ie BCero 3a CYeT HAKOIIEHHOTO UM
ombiTa paboThl B Apyrod opranmzauuu. OH yKe 3HAeT, KaKk pelarTcs MpoOieMbl Halleld opraHu3aluu,
aHaJIOTMYHBIEe MMpo0IeMaM y HUX, MO0 BIIaJ€eT TEXHOJIOTHEH, KOTOpasi y Hac OTCYTCTBYET U KOTOPYIO Mbl Obl
xoTenu BBecTH. lloaTomMy MBI OepeM 4YenoBeKa, KOTOPBIM YCOBEPIIEHCTBYET TEXHOJIOTHIO M CHEIaeT
CYLIECTBEHHBIN BKJIaJ B pa3BUTHE Hallel opranuzauuu. Kak BuanM, noadop u3 pasHbIX PHIHKOB TPyJa UMEET
CBOM MPEUMYIIECTBA U CBOU HEJAOCTATKHU.

KnpeumymecTtBam nogoopa nepcoHalaBH Y Tp U OpPraHU3aLMU OTHOCSATCS:

* BO3MOYKHOCTb IIPOJBUKEHHUSI, CIFIOYEHHOCTh Ha MPEANPUATUH, XOPOIINK KJIMMAaT Ha IPOU3BO/ICTBE;

* HE3HAUUTENbHBIE PACXO/Ibl IIPU HAOOPE;

* 3HaHHE MPOU3BOJICTBA;

* 3HaHHE COTPYIHUKOB U UX BO3MOXHOCTEH;

* cOOJIOZIEHHE IPOU3BOJICTBEHHOIO YPOBHS BO3HArpaKIeHWH (Impu mpueMe pabOTHHKA CO CTOPOHBI —
MOBBILIEHHBIA OKJIaJl PHIHOYHOW KOHBIOHKTYPHI);

* OBICTPOE 3aMELICHUE I0JKHOCTH;

* CBOOOIHBI MECTA JUIl MOJIOJIEKHU.

K HegocTaTkaM noadopa nepcoHalaBHY TP M OPraHU3alUM OTHOCSTCS:

* YMEHbIIIEHHE BO3MOKHOCTH BhIOOPA;

* BBICOKHE PacX0/Ibl Ha MOBBIIIEHHE KBAJIU(UKALINH;
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* "IPOM3BOJCTBEHHAs clienoTa" (TO €CTh Ha CBOEM MPEANPHUSATHH HEJJOCTaTKU HE BUIHBI);

* pa3ovapoBaHHE Cpeau KOJUIEr (HalpuMep, MEHbIIe PBEHUS MPU IMPOABMKEHUU IO CIYXKO€ K JIOJKHOCTH
HavyaJlbHUKA, HAIIPSDKEHHOE BHUMAHUE, COIIEPHUYECTBO);

* 3aMelIEHUE MECT U IMOBBIIIEHUE B JODKHOCTH TOJBKO "paau Mupa u crokoiictBus". He XoTsaT ckazaTh
"HeT" COTPYAHHKY, KOTOPBIM MpopadoTa 10Iroe Bpemsi.

[IpeumymecTtBa mnoadopa TMepcoHala 3a MNpeaeiaMU OpraHu3aluyd 3aKiIoYaroTcs B
CIIEAYIOILEM:

* 0oJIb1IIAst BO3MOKHOCTH BBIOOPA;

* HOBBI€ HMITYJIbCHI IS TIPEATIPHSITHS;

* IOCTYNAIOUINI MPUHOCUT 3HAHUS IPYTrOro MPEIIpUITHS U JIeTYe 3aBOEBbIBAET IPU3HAHMUE;

* IpyeM Ha paboTy HEMOCPEACTBEHHO YJOBJIETBOPSIET CIIPOC B KaJpax;

* BEJICT K CHJIbHOM KOJIJIETHAIBHON CBSI3U, K PEIICHUIO JIF0OOTO Bompoca ""coobma'.

Henocrtartku nonbopa nepcoHasa M3 BH € :

* 0OJIBINIME PACXO/IbI TP HAOODE;

* BEICOKHH yIETHHBIN BEC BHOBB MPUHATHIX PAOOTHUKOB CIIOCOOCTBYET TEKYUECTH KaJIpOB;

* OTpHILIATEIbHOE BO3/ICHCTBUE HA KIIMMAT B KOJIJIEKTUBE;

* MHOTO BPEMEHH 3aTpaurBaeTCsl Ha UCHBITATEIbHBIN CPOK M3-32 OTCYTCTBHUSI 3HaHUW U YyMEHUN y HOBOI'O
paboTHUKA;

* HET 3HaHUU IPOU3BOJICTBA (HE0OX0IMMO 00I1Iee BBEJECHHE, @ 3TO PACXO/Ibl U BpEMS);

* 3aMellleHNe JOKHOCTH TpeOyeT OO0JIbIION 3aTpaThl BPEMEHH;

* HOBBIM MEHEKEp Ha HayaJlbHOM JTale PYKOBOJCTBAa HE CIOCOOEH B IOJIHOM Mepe HCHOJIb30BaTh
JEMOKPATUYECKUI CTUJTb.

B mo0om ciydae oneHka MPETeHJIEHTOB MPOU3BOJUTCS O CTaHJAPTHBIM KPUTEPHUSIM OLIEHKH, KOTOpPbIE
MOTYT OBITh IETaTN3UPOBAHBI.

Kpurtepuu onieHKkH cOTPYTHHKOB
Obpa3zosanue u npou3800CMBEHHbIU ONbIM.:
* paboTa aBTOHOMHO, T10JT YbUM-JTHO0 PYKOBOJICTBOM;
* OTBETCTBEHHOCTb 32 U3JICPIKKU TIPOU3BOJICTBA;
* yIIpaBJICHUE TIEPCOHAIIOM;
* cOBMecTHas pabora.
Ilogeoenue (manepa oepaxcamocs).
* BHEIITHHI BU;
* YBEpPEHHOCTh B CBOMX CHJIaX (CaMOYBEPEHHOCTh, YOCIUTEIHHOCTD U CAMOCTOSITEIIEHOCTH);
* aJJaATITUBHOCTH M KOHTaKTHOCTb;
* YPaBHOBEIIEHHOCTb.
Lleneycmpemnennocmo:
* J)KeJIaHWE TIOBBIIICHHS TI0 CITy)K0e (MHTEpeC K Kaphepe);
* HHUIIMATHBA;
* TOTOBHOCTb K BBHITIOJIHEHUIO 33aHUH;
* ycepaue;
* cII0COOHOCTD K JlalibHENIIEMy 00pa30BaHUIO.
Humennexmyanouvie cnocoonocmu.
* c000Opa3uTENIbHOCTh (BHUMATEIBHOCTB);
* CIIOCOOHOCTDH K aOCTPAKTHOMY MBIIIIEHUIO;
* peakius Ha JICHCTBHS MEHEKEPa;
* YPOBEHB CYXKJICHUN;
* YMEHHUE BECTH MEPETOBOPHI.
Manepa pazeosopa:
* HAXO/TYMBOCTB;
* MHOTOCJIOBHOCTB;
* ICHOCTb M3JI0’KEHUS MBICIICH.
Ocobennocmu.
IIpogheccuonanvras npucoonocme.
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O¢ddexTrBHOCTH TpOLEAYpHl 10J00pa KaJIpoB MOBBILIAIOT pa3zIUyHbIMH crocobamu. Eciau mondop
nepcoHaja MPOXOMUT BHYTPU TPEANPHSTHSA, TO 3TH CIOCOOBI MOTYT OBITh 0O€3 MEepeaBM)KCHHUsS IITaTta U C
nepeasrkeHueM. K mepBbIM criocobam 0THOCATCS:

* yBeJIMueHue o0bema paboThl;

* IpojyIeHNe pabouero BpeMeHH Ha MPEANPUITHH;

* IEpEHECEHNE CPOKa OTITYCKa;

* npodeccruoHanbHOE 00yYeHHE IPUHUMAEMBbIX Ha padoTy.

C nepenBmwKeHNEM KaJpOB BHYTPH MPEANIPHITHS CBA3aHBI:

* BHYTPHIIPOHU3BOJICTBEHHOE Ha3HAUYCHHUE (TIPHUEM);

* IEPEIBIKECHUE TI0 TPETIOKCHHUIO HAYaIbHUKA;

* IeJICHANPABJIICHHOE pPa3BUTHE KaJpoB (mpodeccruoHalibHOE O0y4deHue, MnepeKkBaauduKamms, nepemMeHa
MecTa paboThl).

3a mpenenamMu MpeANPUITHS MOXKET MTPOXOAUTH TTACCUBHBINA HAOOP:

* JMYHOE MOCEIICHNE KaHIUIaTOB;

* KAPTOTEKa Ha KaHIHIATOB;

* 00paboTKa 3asBJICHUI O TpuemMe Ha paboTy;

* IOMOIIIb PYKOBO/ICTBA,

* BpeMeHHas palorTa;

* TPYZIOBOM TIOTOBOD.

Bonee akTuBHBII HA0OD 3a MpeesiaMu IPEIIPUATHS BKITFOUACT:

* IOCKY OOBSBIICHHIA;

* BepOOBKY ITpH MOMOIIX PAOOTHUKOB MPEIIPUSATHS,

* Ha0Op MPH MTOMOIIN PEKIIAMBbI  TIIaKaTOB;

* MITAaTHOTO KOHCYJIbTAHTA MO KaJlpaM;

* 00BSIBIICHUS B ra3ere.

Takum oOpazoM, HEOOXOAMMO OTMETHUTH, YTO:

* WHTYUTHBHBIE METOJABI TMOJ00pa KaJpOB HEMpHUEMIIEMBI Ui (POPMUPOBAHUS TPYHAOBHIX KOJIJICKTHBOB
PBIHOYHOTO THIIA;

* I3MEHMWJIACh KaIpOBas MOJUTUKA B 00JIaCTH 1MOA00pa IEPCOHANA;

* T0I00p MepcoHaa JI0JKEeH MPOBOIUTHCS HA CTPOTOH TUIAHOBOY OCHOBE;

* B ITPOILIECCE TUTAHUPOBAHUS TPYAOBBIX PECYPCOB OTIPEACISIOT HAIWYHE, OyAyIie MTOTPEOHOCTH B Kaapax u
pa3padaThIBaOT MPOrpaMMBbl MX Pa3BUTHUS;

* JUIst TO00PA KaJIpoB 11€7eco00pa3HO UCMOIb30BaTh BHYTPEHHUN U BHEIIHUM PHIHKHU pabodeil CUiIbl.

Ounenka nepconajia

Ms1 npoBenu KaMIIaHUIO TI0 MPUBJICYEHUIO PabOTHUKOB. [10 MOCTYNMUBIIMM 3asBIEHUSM HYKHO OLICHHUTH
MIPETEHACHTOB, TO €CTh OTNPEICINTh, KAKOW KaHAUIAT Jy4IIe BCEro MOIX0IUT Ha JAHHOE MECTO.

PykoBojicTBY opranusamuei Bcerga HY)KHO TMOMHHTH O TOM, YTO OHO OTBEYAET 3a MPaBUJIBHBIN 1MOI00D
J0JIeH, KOTOpBhIE MOTJM Obl peain30BaTh CTpaTerui0 (UPMBI, a TaKXKe 3a TO, YTOOBI COTPYIHHUKH XOPOIIO
YyBCTBOBAJIM ceOsl HA pabOTE ¥ OHA COOTBETCTBOBAIA ObI MX CIIOCOOHOCTSIM M BO3MOKHOCTSIM.

OneHka nepcoHana — 3TO LEJIEHANPaBJICHHbIN MPOIIeCC YCTAaHOBIEHHSI COOTBETCTBUS JIEJIOBBIX U JIMYHBIX
KauyeCTB JINYHOCTU TPEOOBAHUSIM JIOJKHOCTH MIIM pabovero Mecra.

Memoowl oyenku nepconana MOXHO 0ObETUHUTH B TP OCHOBHBIE I'PYIIIIbIL:

1) npocnocmuueckue memooOwi. VcHONb3yHOTCS aHKETHbIE JaHHbIE, IHCbMEHHbIE WJIM YCTHBIE
XapaKTEPUCTUKN, MHEHHUS ¥ OT3BIBBI PYKOBOJMUTEISA M KOJIJIET 10 paboTe, JIMUHbIE OeCebl M MCUXOJIOTHIECKIE
TECTHI;

2) npaxmuyeckue memoowvi. lIpoBepseTcs TNPUTOAHOCTh PAOOTHHKA K BBIMOJHEHUIO CIY)KEOHBIX
00s13aHHOCTEN Ha OCHOBE PE3YJIbTATOB €0 MPAKTUIECKON paboThI. I 3TOTO HMCIOIB3YEeTCsl TEXHUKA MPOOHBIX
IepEMEIIECHNN;

3) umumayuonnvie memoosi. [IpeTeHieHTy npeiaraeTcs peuarb KOHKPETHYIO 3a/1a4y.

B utore nmpoBoauTCs SKCTIEpTHAS OIEHKA CBOMCTB M IETIOBBIX KA4€CTB JIMYHOCTH.

B kaxaom cimydae Habop KpUTEpHEB OLIEHKH OYAET 3aBHCETh OT COJACPKAHUSA W KaueCTBa BBITMIOJIHIEMON B
Oynymem pabotsl. [IpenmoyreHue MoxeT ObITh OTAAHO OO0 TPO(PECCHOHANBEHBIM, TUOO JTUYHBIM KaueCTBaM.
[lenecoobpa3Ho UCHOIB30BAaTh TEXHUKY MPOOHBIX IEPEMELICHHH, C TOMOILbIO KOTOPOH OMpEeNsieTcsl CTENEHb
a¢pexTUBHOCTH Tpyna TMpeTeHACHTa. 3agada COCTOUT B TOM, YTOOBI TMOJNy4YuTh HWHQPOpManui o0
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3¢ (GEKTUBHOCTU BBINOJHEHUS KaXAbIM MPETEHJIECHTOM OyAaymux (pyHKIHOHANIbHBIX 00s3aHHOCTEe. Hanboss-
IIYI0 CJIOKHOCTh 3JI€Ch MpPEJCTaBIseT MpoLeAypa IMOJIydeHUS OT 3KCIEPTOB OOBEKTHUBHBIX OLIEHOK. Jlis
AKCIIEPTHU3BI MpeyIaraeTcs caeayromas GpopmMa oreHK: Tpya npeTeHaeHTa (tadmn. 6.4).

[Ipu ouenke konuuecmea mpyoa — oONpenensercs 00beM, pe3ylbTaTUBHOCTb, MHTEHCHUBHOCTh TPY[a,
HCI0JIb30BAHNE BPEMEHH.
[Ipu ouenke xkauecmea mpyoa — yCTaHABIMBAETCS J0JS OUIMOOK B paboTe, KauecTBO T'OCTUHUYHOI'O

MMpOAYKTaA, €ro COOTBETCTBUC JTYyUIIUM MHPOBBIM 06pa3uaM u T.II.

Tabnuna 6.4
OueHkKa Tpyaa npeTeHeHTa
Kpurepnii kauecta CreneHb pa3BUTOCTU KPUTEPUS
Al B|] ¢ | D | E

KonuuecTBo Tpyaa (mpou3BOAUTETEHOCTS)
KauecTtBo Tpyna

OtHomenue k padore

TmraTenpHOCTH B paboTe

['oTOBHOCTB K COTPYTHUYECTBY

[Ipumeuanue. A— ormavya HemocrtaToyHa; B — oTmada cooTBercTByeT TpeboBanusim; C — oTmaya
COOTBETCTBYET TPEOOBAHUSIM B NOJHOM 00beme; D — oTnada nmpeBocxXoIuT TpeboBaHus B MOJHOM 00beMme; E
— OTJa4ya IPEBOCXOUT B 3HAUUTEIIbHON CTEIEHHU.

[Ipu ananuze omuowenuss Kk pabome OICHUBAETCS WHULIMATUBHOCTH pPAOOTHHMKA, €r0 BO3MOKHOCTh
BBIJIEPKUBATh OO0JIbIIINE HArPY3KH Ha paboTe, BO3MOKHOCTD MIPUCIIOCOOICHHS K Pa3IMYHBIM CUTYAIUSIM U T.I1.

Twamenvrocms 6 pabome NMpelycCMaTPUBAET OTHOILLIEHUE K CPEICTBAM MPOU3BOJICTBA, UX HCIOJIb30BAHUE,
ONTUMAJILHOCTh HCIOJb30BAaHUS ChIPbSi U MaTEpUalIOB, CTENEHb ydeTa MaTepuUajbHBIX 3aTpaT Ha pabouem
MECTE U JIp.

OneHuBasi 2comogHocms K compyOHu4ecmsy, NPUHUMAIOT BO BHUMaHUE y4yacTHe paOOTHUKA B pELICHUH
COBMECTHBIX 3aJ]lad, OTHOIIEHUS B KOJUIEKTHBE, YMEHUE y4acTBOBAaTh B KOJUIEKTUBHOW paloTe, peakluio Ha
3aMeyaHus CO CTOPOHBI, Ipyrue JNYHOCTHbIE KaueCcTBa.

JlaHHBIE KPUTEPUU COCTABJISIOT OCHOBY OLIEHKH paOOoTHHKA. BakHO, 4TOOBI Ka) bl U3 HUX MOKHO ObLIO
BBIPA3UTh KOJIMYECTBEHHO (Hampumep, B Oamiax). bannpHas oneHka NO3BOJISET ONPENEIUTh, B KAKOW CTENEHH
JaHHbIE KPUTEPUU IPUCYTCTBYIOT y TOTO WJIM UHOT'O paOOTHHKA.

CpenctBa u MeTonbl OTOOpa M OLIEHKM HPETEHIEHTOB HAa BAaKaHTHBIE JOJDKHOCTH Haubojiee 4acTo
KJIacCU(PHUITUPYIOT Ha INYHbIE U TexHudeckue. K auunvim oTHOCATCS:

* aHAJIM3 U OLIEHKA JOKYMEHTOB;

* TECTUPOBAHUE;

* HHTEPBBIO-cOOECET0BAHNUE.

K mexnuueckum cpenctam OlleHKU MEPCOHANIA OTHOCSTCS:

* paboumii 3KCIEpUMEHT (OLIEHOYHbIE LIEHTPHI);

* rpadoJIOruYecKoe 3aKII0UEHNUE.

B rpynne nu4HBIX CpEeACTB OLEHKU IE€pPCOHana HauOOJBIIYIO CII0KHOCTh IPEACTaBISET IPOBEJICHUE
unmepevlo-cobecedosanusn. VIHTEpBbIO-COOECEIOBAHUE HE SIBISIETCS HJACAIbHBIM METOJOM JINYHOCTHOM
OLICHKM TMpPETEeHJEHTa, MO3TOMY OHO JOMNOJIHSAETCS ApyruMu Metojgamu. OCHOBHOH 1Lienbplo cobeceaoBaHUs
SBJIIETCSA TOJyYeHUE OTBETAa Ha BOIPOC, 3aMHTEPECOBAH JM KaHAWJIAT HAa BAaKaHTHYIO JOJDKHOCTb B JAaHHOMN
paboTe 1 criocoOeH JIM OH €€ KaYeCTBEHHO BBINOJIHUTh. Cogembl no npogedeHur0 UHmepebioupo8aHus.

1. UHTepBBIOUpYIOLIEMY CIIEYET 3HaTh MPOQPHIIb JOJIKHOCTH.

2. Heo0x01uMO BBITIOJIHUT aHAJIW3 JOKYMEHTOB KaHAMUJAaTa Mepes MPOBEeIEHUEM MHTEPBbIO: HCCIIEI0BaTh
dbopMy U coaeprkaHue 3asgBleHUs (B YaCTHOCTH, KyJIbTypy oOpallleHus, KONUIO NMChMa WJIW OpUTHHAJA, €CTh
JIY OIIKOKYU U T.J.), OTIPEAETUTh NoJHOTY HHpopManuu. [Ipu paccMoTpenuu aBroduorpauu BaXxHO BBIJICIUTD
rJ1aBHOE — padoTaj YyeJIoBEeK Ha OJJHOM MECTE WJIM HET U T.II.

3. Cnenyet npoBecTH HEPOPMATLHBIN Pa3roBOp.

4. Ctpykrypa 6ecenbl, BKIIOYaeT HECKOJIBKO (a3:

KOHTAKT (5-10 MHH), BO BpeMsi KOTOPOTO 3aJal0TCS BOMPOCHI (Kak goexan a0 Gupmbi?), mpeniaraercs kode,
TO €CTb MPETEHJIEHTY AAal0T BO3MOKHOCTh aJallTUPOBATHCS;

uHTepBbIO (20-60 MUH);

100



MoTuBanus (20-45 muH) (0O3HaKOMJIEHHE €O cCTparerueil gupmpl, ee OObIYAsIMH, HMPEUMYILIECTBAMU U
COLIMAJIbHBIMU BBITOJAMHU U T.I1.);

muckyccus (5—10 MuH), BO BpeMs KOTOPOH 00CYX IAr0TCsl OOIIHE aCTIEKThl KOHTPAKTA.

5. CnenyeT nOAroTOBUTH NEPEUYEHb BOIIPOCOB.

6. Madopmanuio cienyer 3anucarh U Mocje MpoBEISHUs COOSCEI0BAHMS CIETIATh BEIBO/IBI.

WHTEepBBIO C HECKOJIBKUMHU KaHIUAATaMHU Jy4llle IPOBOJUTH TOJIBKO B KOPOTKHUE TPOMEKYTKH BPEMEHH.

B rpynme TexHHYECKHMX CpEACTB OLEHKU INepcoHana HauOosbmuil 3¢Q(QeKT AaroT Tak Ha3bIBaeMble
OUeHOYHble YeHmpbl — CIIELUaJIbHO OPraHM30BaHHbIE ydpexaeHus. B mocienHue roapl B 3apyOekHOM
YIPaBIE€HYECKON MPAKTUKE 3TU LEHTPHI MOJIYYUIH IIUPOKOE paclpocTpaHeHue. Pe3ynbraTel UX uccien0BaHui
JOCTaTOYHO OOBEKTHUBHBI, MOCKOJBKY METOJIMKA OLIEHKM KaHIUJaTa B TAaKOM LIEHTPE MO3BOJIET BBIUTH 3a
paMK{ ycTapeBLIEH OLEHKH, Oa3upyroleiicss Ha JaHHBIX O MpOLUIOW JEATEIbHOCTH IPETEHIEHTA, €ro
00pa30BaTeIbHOM YPOBHE U CyObEKTHBHBIX XapaKTEPUCTHUKAX.

OneHOYHBIE ULEHTPHl BBIMOJHAIOT JBE TIJaBHbIE 3aJaud: BBISABJSIOT YIPABIEHYECKHE CIIOCOOHOCTH
UCOBITYEMbIX M YCTAHaBIMBAIOT [UI1 KaXJIOTO W3 HUX WHIUBUIYaJIbHYIO IpPOTrpaMMy TPEHHUPOBKH,
[peIHA3HAYEHHYI0 JJIs TOBBIIICHUS YPOBHS OPraHMW3allMOHHOW KyJIbTypbl U Ppa3BUTHS BbISIBICHHBIX
CrOCOOHOCTEH.

Kak mpaBuio, olieHKa IpeTeHeHTa B 3aBUCUMOCTU OT YPOBHSI YIIPaBJICHYECKON BAaKaHCUU JITUTCS OT TPEX
YacoB JI0 YETHIPEX CYTOK U BKIIIOYAET CIIEAYIOIINE dTallbl:

* BBIIIOJTHEHUE YIIPABICHYECKUX JACHCTBUIM;

* 00cyxieHre Tpo0sIeMbl B MaJloil rpynie (BbISABISIOTCS HABbIKM KOJIJIEKTUBHOM paboThl);

* IPUHATHUE PELICHUS;

* pelieHre KOH(MIUKTHOW CUTYyaluy;

* TOKJIaJl pa3pabOTaHHOTO MPOEKTA;

* IOJrOTOBKY /I€JI0BOTO MHCHMA.

o 3aBepilieHNN UCTIBITAHUI Ha Ka)KJOTO MPETEH IEHTa COCTABIIETCS COOTBETCTBYIOIIEE 3AKIIIOUEHUE.

Pe3tomupyst BbIILIEN3I05KEHHOE, MOKHO KOHCTATHPOBATh, 4TO:

* B IIPOIIE/Iype OLIEHKH IEPCOHAJIA MPUMEHAETCS KOMILIEKC METOJIOB, TOMOIHSIOIINX APYT APYTa;

* OLICHUBAIOTCS PE3YJIbTAThl TPyZa U JIMYHOCTHBIE MapaMeTpbl. B CBSI3M € 3TUM HCNONB3YIOTCSA JTUYHbIE U
TEXHUYECKUE CPEJICTBA OLICHKH epCOHAa;

* B IpYIIE JINYHBIX CPEACTB 0COOYIO pOJIb UI'PAET UHTEPBbIO-COOECEOBAHMUE;

* TEXHUYECKUE CPEJICTBA OLICHKH NepcoHaia UMEIOT JB€ HAIIPaBJICHHOCTH: [0 OTHOLIEHUIO K JODKHOCTH U
10 OTHOILIEHUIO K OpraHu3aluy;

* OLICHMBAEMbI€ KPUTEPUU MOXKHO BBIPA3UTh KOJUUYECTBEHHO, YTO IOJIO)KEHO B OCHOBY SKCIIEPTHOM OLIEHKH
nepcoHasia.

IIpuem Ha padory

[IpoBenena mpoueaypa OLEHKM M HAKOHEU-TO M3 MHOXKECTBA KaHIWJATOB BBISBIIEH OJIMH, HMOJYyYUBUIUI
BBICIIYIO OIIEHKY M COTJIaCHM€ JIMHEWHOTO PYKOBOJUTENs OBbITh MPUHATBIM Ha paboty B ¢upmy. Ocoboe
3HAYEHHUE MPHU 3TOM MMEET 3aKitoueHue koumpaxkma. Ciaenyer uMeTh B BUAY, YTO 0OCYXJIEHHE KOHTPAKTa —
3TO YacThb Mpoliecca HaiiMa Ha paboTy U IPOUCXOUT OHO KakK JI0, TaK U MOCJe MPUHATUS PELISHHs O IpUeMe Ha
paboty. IlosTomy npejuioxKeHus, cAeaHHbIe B X0/1€ cOOeCeI0BaHUs, XOTh U B YCTHOU (popme, yxke SIBISIFOTCS
4acTbi0 KOHTpakTa. MeHekep, poBoaaLIuil codbece1oBaHue, TOJKEH TBEPIO 3HATh, UTO MOKET MPEII0KUTh
¢bupma npeTeHIeHTy B Oy IyLEM.

OObIYHO TEepMHH "KOHTPAKT' O3HAuYaeT HOPUIUYECKH O(OPMIIEHHBIH JOrOBOP MEXIY JIBYMS CTOPOHAMH.
JIx000i1 KOHTPAKT MOAPa3yMEBAET, UTO KTO-TO J€JIaeT NPEUI0KEHHUE, a KTO-TO IPUHUMAET €T0.

CoTpyAHUKOM SIBJISIETCS TOT, KTO 3aKJIIOYMJI C BAMHM KOHTPAKT O HailMe, a HE TOT, KTO MPOCTO OKa3bIBaeT
BaM YCIyTH.

MuHnumanbHbIi 00beM HHPOPMAILIMK O CPOKAX U YCIOBHUSIX KOHTPAKTA, KOTOPBIH 10JKEH ObITh NpeACTaBIeH
pabOTHUKY, BKJIIOUAET CJIEAYIOIINE CBECHUS:

* IMEHa CTOpPOH (paboToaTesb U pabOTHUK);

* HaMMEHOBaHue paboThl;

* JaTy Hayaja palboThl (M aTy OKOHYAHUS NEHCTBUS KOHTPAKTa, €CIU JaHHBII KOHTPAKT 3aKJIFOYaeTCsl Ha
OTIPEJIeNIEHHBIN CPOK);

* Tapu(HYIO CTaBKy WIM YKa3aHHE Ha CIIOCO0 pacyera 3apIuiathl;

* IEPUOIMYHOCTD OIJIATHI TPy/a (eKeHeeNbHas, MEeCSUHAs UM HHasl);
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® [MpasAHUYHBLIC THU U UX OILJIATY,

* MpaBmiIa 0(h)OPMIICHUS TIPOITYCKOB B CBSI3H C 3200JICBAaHHEM HJIM HECYACTHBIM CIIy4aeM M WX OILIaTy;

* CXEeMy pacyera NEHCHU M YKa3aHHE O TOM, PACHpPOCTPAHAETCS HAa PabOTHHKA TOCYAAapCTBEHHAS CHCTEMa
MIEHCHOHHOTO CTPaXOBaHUs WIIA HE PACIIPOCTPAHSIECTCS;

* [IpoLIEyPY MOAAYH Kano0;

* CpPOK, 32 KOTOPHIA PabOTHUK TOJDKEH MOJYYHTh YBEIOMJICHHWE WJIM TMOJATh 3asBJICHHE O MPEKpPaICHUU
paboThl 110 ee (PaKTUYECKOTO MPEKPAIICHHUS.

Vka3aHHBIN AOKYMCHT OOJDKCH COJACPKATh BCC MEPCUUCIICHHBIC ITYHKTBI U MOXCET apeCOBATh pa6OTHI/IKa K
IPYTrUM JOKYMEHTaM.

Bonpocs! 111 noBTOpeHUs!
. [losicHuTe HOBYIO POJIb CIYKObI KaAPOB B TOCTHUHHUIIE.
. HazoBuTe TpeGoBanusl, mperbsaBiIsieMble K COBPEMEHHOMY PYKOBOAUTENIO.
. B uem cyTh KOHIIENIIMY OTpaHUYEHUN?
. YTo BBI HOHHUMAETE IO BIIACTHIO?
. [loueMy HyXHO JeferupoBaTh MpaBa, OTBETCTBEHHOCTb U BIACTh?
. Uto BBl NOHMMAaETE 101 6aJTaHCOM BJIACTH PYKOBOJUTENEH U TOJUUHEHHBIX?
. HazoBuTe criocoOb! BIMSIHUSI pyKOBOIUTEIIS HA MO JYMHEHHBIX.
. KakoBbI cuiibHBIC U c1a0bIe CTOPOHBI YOSKICHUS ?
. Kaxue criocoObl M010KUTENBHOTO BIUSHUS PYKOBOJUTENS HA MOJYMHEHHBIX BaM U3BECTHBI?
10. Onpenenure npeuMyILeCTBA U HEJAOCTATKU HaOOpa KaJpoB BHYTPU OpraHU3aIMH U 32 €€ IPeesIaMu.
11. JaiiTe XapakTepuCTUKY METOJOB OLICHKH IIEPCOHAIA.
12. [laiiTe XapaKTepUCTUKY JTUYHBIX U TEXHUYECKUX CPEACTB OLEHKH IIEpCOHAA.

O 001N DN B~ WK —

I'TABA 7 YIIPABJIEHYECKHWE PEHIEHUSA

7.1. ConepxaHnue U BUJIbI YIIPABJICHYECKUX PellIeHHH

VYnopaBiieHYecKOe pELIeHUEe MPEACTaBIsAeTCS KaK COLMAJbHBIM aKT, HallpaBJICHHbIM Ha pa3pelieHue
npoOneMHoN cutyanuu. [IpuHsTHE pemeHuii — OJUH U3 OCHOBHBIX M Hambojee OTBETCTBEHHBIX BUJIOB
NESITEIbHOCTH MEHEIKepa, MOCKOJIbKY OT MPaBUIBHOCTH U CBOEBPEMEHHOCTH YIPABIECHUYECKUX PpEILICHUM
3aBUCUT 3(P(PEKTUBHOCTD YIPABIICHHUS, a CIIEAOBATENBHO, U 3()(HEKTUBHOCTH paOOTHI TOCTUHUIIBI.

HeobOxonmuMocTh NpUHATHUS peUIeHUM BO3HUKAET HAa BCEX OdTamax IMpolecca YIpaBieHHs U CBi3aHa C
Pa3IMYHbIMU aCIIEKTaMU yIpaBiIeHUYecKoro Tpyna. M Xots kaxaplii U3 HaC B TEUEHHE JHS MPUHUMAET JECATKU
pemienui (rae mooOenath? 4YTO KyNUTh? W T.JA.), HPUHATHE YIPABIEHYECKUX PEIICHUH CYILECTBEHHO
OTJINYAETCS OT PEUICHUI, IPUHUMAEMBIX B IIOBCETHEBHOM YaCTHOM KU3HHU.

Jliia MeHemKepa NpUHITHE PEeLIeHUN — MOCTOSIHHAs M OTBETCTBEHHas padbora. Heo6xoauMocTh NpuHATHS
pELICHUH COMPOBOXKIAET BCE, YTO JEJIaeT PYKOBOJUTENb FOCTUHHULBI J1I000TO ypoBHS. [locKOIBKY NpHUHSTHIE
pelIeHUs KacaroTcsl HE TOJBKO MEHEPKepa, HO U JAPYruX JII0eH U BO MHOTHX CIy4asX — BCEW TOCTHUHHIIBI,
MMOHMMAaHHE MPUPOJIBl U CYTH 3TOTO MPOLIECcca YPE3BbIUAHHO BAXKHO /7Sl KAXKAOI0, KTO XOUET TOOUThCS ycrexa
B 00J1aCTH yrpaBlIeHUS.

OpHuM M3 moKazaresiel YCHEeIIHOW JesTeIbHOCTH MEHEDKepa SIBJSETCS €ro CHOCOOHOCTh NMPUHHMMATH
IpaBWJIbHbIE pelleHUs. Tak Kak MEHEKEephl BBINOJIHSIOT YeThlpe PYHKLUUU YIPaBJICHUS, OHU PEAJIbHO UMEIOT
JIeJI0 C MOCTOSTHHBIM OTOKOM PELIEHUH 10 Ka)XI0H U3 HUX, TO €CTh IJIAHUPOBAHUIO, OpraHU3allKi, MOTHBAIUH
1 KOHTpOJIt0. BripaboTKka 1 NMpUHATHE PELIEHUN — 3TO TBOPUYECKHI MpOIecC B IEATEIbHOCTH PYKOBOUTENEH.
OH BKJIIOYaeT B ce0s CTauu:

1) BbIpaOOTKY M IOCTAHOBKY LIEJIH;

2) uzydeHue npoOiIeMbl;

3) BbIOOp M oOOcHOBaHHE KpHUTEpUEB A(P(GEKTUBHOCTH M BO3MOXKHBIX TMOCIEACTBUNA NPUHUMAEMBIX
peuieHui;

4) paccMOTpeHHE BapUAHTOB PEIICHUI;
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5) BbIOOD U OKOHYATENBbHOE (POPMYIUPOBAHNE PELICHUS;

6) MPUHATHE PEIICHUS;

7) noBeneHUE PEIICHHA 10 UCTIOJHUTEIIEH;

8) KOHTPOJIb 32 BBIIIOJHEHUEM PEILICHUH.

B wutore ympaBieHueckoe pelleHHE MNPEACTaBISETCS KaK pe3yJbTaT YIpaBICHUECKON JesATEIbHOCTH.
Ynpaenenueckoe pewenue paccmaTpuBalOT Kak OCHOBHOUM BHJ YIPaBICHUECKOI'O TPYAd, COBOKYIHOCTh
B3aMMOCBSI3aHHBIX, II€JICHAIIPABJIEHHBIX U JIOTMYECKU IIOCIIEOBATEIbHBIX YIPABIEHUYECKUX JIEHCTBUH,
o0ecreunBarOINX peaan3aluio yIpaBIeHUYECKUX 3a/au.

Pemenuss MoXHO KiacCUpUIMPOBaTh IO pa3HbIM Hpu3HakaMm. OJHAKO OIpenessoMM MOMEHTOM
SIBJIIIOTCSI YCIIOBUSI, B KOTOPBIX NMpUHUMaeTcs peuieHre. OObIYHO pelieHHs] IPUHUMAIOTCS UM B 0OCTaHOBKE
ONPEJIEIEHHOCTH, WK B 00CTaHOBKE pHUCKa (HEONPEIeICHHOCTH).

B ycnoBusix onpeneneHHOCTH MeHemKep 0ojiee WM MEHEee yBepeH B pe3yibpTaTax Kaxaoro pemenus. B
00CTaHOBKE pHICKa (HEOMPEAENEHHOCTH) MAaKCHUMyM, 4YTO MOXKET CclejaTh MEHEDKEp, — OIMPEICIIUTh
BEPOSITHOCTh yCIeXa Ui KayKJJ0r0 BapuaHTa PELIeHHUS.

CyllecTBYIOT U IpYrU€ Kpumepuu Kiaccuukayuu ynpasnenueckKux peuleHuil:

* [10 CPOKY JIEHCTBUS NOCIEACTBUM pElIeHUs: JOJIT0-, CPEIHE- U KPAaTKOCPOUYHbIE PELICHUS;

* [10 YaCTOTE MPUHSITHS: OJHOPA30BBIE (CIIydaliHbIe) U OBTOPSIOIINECS;

* [10 IIKMPOTE OXBaTa: oOuIMe (Kacaroluecs: BCeX COTPYIHUKOB) U Y3KOCIIEUaIN3UPOBAHHBIE;

* 110 popMe NOJATOTOBKHU: €MHOJIMYHBIE, IPYIIIOBLIE U KOJIIEKTUBHbIE;

* [10 CJIO)KHOCTH: TIPOCTBIE U CJIOKHBIE;

* [0 XECTKOCTU PErJIaMEHTalU: KOHTYpHbIE, CTPYKTYPHUpPOBaHHbIE M airopurMmuueckue. KowmypHvle
pELICHUs JUIb MPUOIU3UTEIBHO 0003HAYAIOT CXEMY JIEHCTBUS MOJAYUHEHHBIX U JAI0T UM LIUPOKUN IPOCTOP
Uis BhIOOpa NPUEMOB M METOJIOB pealu3aluuu pemieHuid. CmpykmypuposaHhvie PEUIeHUs] NPEanoaraiT
KECTKOE PErIaMEHTUPOBAHUE JIEHCTBUI MOJYMHEHHbIX. MIHMIIMATHBA K€ ¢ UX CTOPOHBI MOXKET MPOSBIATHCS
JUIIb B PEHIEHUMH BTOPOCTENEHHBIX BOIPOCOB. Aneopummuyeckue PEIIEHUS MPENENIbHO KECTKO
perJaMeHTUPYIOT eATENbHOCTh MOJYMHEHHBIX U IPAKTUYECKU UCKITIOYAIOT X HHUIIUATHUBY.

OmnpeneneHHbI HHTEPEC MPEICTABIACT KiacCu(UKaIUs yIpaBICHYCCKUX pelIeHni, nannas M.MeckoHowMm,
M.Ans6eprom u @.Xenoypu, KOTOpbIE BBIIACIAIOT OPraHUW3ALUOHHBIE, HHTYHUTHBHBIE U palMOHAJIbHBIE
pewmienus. OpeanuzayuoHnoe PpeuieHHe — 3TO BbIOOP, KOTOPBIA JOJDKEH CJeNlaTh PYKOBOJAWUTENb, YTOObI
BBINIOJIHUTH 0053aHHOCTH, O0YCIOBJIEHHBIE 3aHUMAEMON UM JIOJDKHOCTHIO. L{enb opraHn3aliluoOHHOTO pELIeHUs
— JIBIKEHUE K IIOCTaBJICHHBIM NIE€pEe]l OpraHu3aluen 3aiaqam.

OpraHuzallMOHHBIE pEHIEHHs] MOKHO pas3[eiuTh Ha JB€ TPYIIbl: 3alporpaMMHpOBaHHbIE U
He3alporpaMMHpoBaHHbIe. B 3amporpaMMUpOBaHHOM PEUICHUHM YHUCIIO allbTEPHATUB OTPAaHUYEHO U BHIOOD
JOJKeH OBbITh clelaH B Ipelesiax HalpaBiIeHHWM, 3aJaHHbIX opraHuzanueil. HesamporpammupoBaHHBIE
pelIeHUs MPUHUMAIOTCS B HOBBIX cHUTyalusiX. OHM BHYTPEHHE HE CTPYKTYpUPOBAHbI WM COIPSDKEHBI C
HeusBecTHbIMU (pakTopamu. K unciny He3anmporpaMMHUpPOBAHHBIX MOKHO OTHECTU pELIEHMs MO BbIOOPY LU
OpraHM3aluy, YIy4llIeHUs MNPOAYKLHH, YCOBEpUICHCTBOBAHMUS CTPYKTYphl M T.n. Ha mpakTuke HeMHOrue
YIpaBIE€HYECKHE PELICHUSI OKAa3bIBAIOTCS 3alIpOrPaMMHUPOBAHHBIMU MJIM HE3apOrpaMMHPOBAHHBIMU B YUCTOM
BUJIE.

[lo cymecTBy, mpolecc MNPUHATUS OPraHU3alMOHHBIX PEIIEHUH OYEeHb TECHO CBSI3aH C IPOLIECCOM
yIpaBJeHUS] OpraHU3allel B LIEJIOM.

Humyumusnvle pelieHns NPUHUMAIOTCS MEHEKepoM 1o UHTynuuu ("Ha ria3ok"). K HUM CKIIOHHBI, Kak
MIPaBUJIO, MEHEIKEPHI C OOJIBIIMM CTaXEM YIIPaBIEHYECKON pabOTHI.

Payuonanvnoe penienne oTauvaercs TeM, YTO HE 3aBUCUT OT OIBITAa U cTaxka paboThl MeHemkepa. B ero
OCHOBE JISKUT INIyOOKHUH aHaldM3 W CUHTE3 BCEX SBJIEHUH U MPOLIECCOB, MPOUCXOAAIIUX B TOCTHHUYHOU
UHIYCTPUH.

[IpyMEeHUTENPHO K FOCTUHUYHOMY KOMIUIEKCY MOYKHO BBIJICIUTDH CIEAYIOIINE KPUTEpUU Kiaccuukauu
YIPABJICHYECKUX PEIICHUN:

1) creneHb CTPYKTYpUPOBAHHOCTHU (HE3aIIPOrPaMMHUPOBAHHBIE U 3aIIPOTPaMMHUPOBAHHBIE);

2) copepkaHue (IOpUANYECKUE, SIKOHOMUYECKHE, TEXHUYECKHUE U JIp.);

3) KOJIMYECTBO JIUL, YYaCTBYIOIINX B IPUHATHH pelieHus (TPYNIIOBbIE U UHAUBHUIYaJIbHBIC);

4) ypoBeHb yrpaBiieHUs (BBICIINN, CPEITHUM, HU3IIUHN );

5) KOJIMYECTBO TIeJIeH (OHOIICIIEBIC U MHOTOILICIIEBEIE).
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7.2. Ilpouecc NpUHATHA pelIeHUI

Coneprkanue mporecca MPUHATUS PEIICHUS 3aBHCUT MPEK/IE BCETO OT CIOKHOCTH BO3HUKIICH MTPOOIEMHOM
cutyanuu. K mpumepy, He BbI30BET MpOOJIEMBbI, €ClIM BHE3alHO 3a00Jiel COTPYAHUK, KOTOPOMY HMeEEeTcs
PaBHOILICHHAsI 3aM€Ha, HO CJIOKHOW MpoOJieMa OKaXeTCs, €CM Ha PhIHKE FOCTUHUYHBIX YCIYr HM3MEHWIACh
MapKEeTHHTOBasi cUTyalus. B mo0oM ciydae B mporiecce NPUHATHS PEHICHUS MEHEKepy HEOOXOIMMO IaTh
OTBETHl Ha cieaytonire Bompockl: Yto nenats? Kak genats? Komy mopyunts paboty? KakoBwl cpoku ee
ucnosaerus? [{nsa koro nenarts? I'ne nemats? Uto aTo gact?

Bomnpocskl 0 TOM, CKOJIBKO M Kakue CTaJuH JOJDKEH MNPONTH MpoIecC NPUHATHS PEHICHUH, KaKOBO
KOHKPETHOE COJep)KaHUE KaXKIIOW M3 HUX, CIOPHBIC, U PEIIAIOTCS MEHE/DKEPAMHU T0-pa3HOMY. DTO 3aBHCHUT OT
KBaJTM(HUKAIIMA PYKOBOJIUTENS, CHTYallUl, CTHJIS PYKOBOJCTBA M KyJIbTYpPHl OpraHu3anuu. BakHO, 4TOOBI
KaX/IbIii MEHEDKEp TIOHUMAJl CHIIBHBIE CTOPOHBI M OTPAHMYCHUS KaXKIOTO MOIX0Aa W MPOUEAYPhl TPUHSATHS
peIIeHNs U C YI€TOM CUTYAIlUH, a TaK)Ke COOCTBEHHOTO CTHIISI YIIPABJICHUS] YMEI BHIOPATH JIydIINi BapHUaHT.

[lpu npuHsATHH TOO0OTO, AK€ CaMOTo TPOCTOTO, PEHICHUS TPEOYIOTCS COOTBETCTBYIOIIHE 3aTpaThl
(MaTepuanbHble, colManbHble U ap.). [loaTOMy MeHemkep JOJKEH MPEkIe BCEro ONPENENIUTHCA: HYXKHO JIU
MIPUHUMATh PEIICHUE WA MOXXHO OOOUTHCH COBETOM, MOKEITaHUEM U T.II.

Knaccuueckuii sxe moAXo1 K MPUHATHIO YIIPaBICHUYECKOIO PEIIEHUs COCTOUT B COOIIOACHUH OIPEICIIEHHON
MPOIIeTyPHI U BBIIIOJTHEHUN 0053aTeNIbHBIX JICHCTBUN:

1) onpenenenue mpooOIEeMBbI;

2) BBISIBIICHUE OTPAHUYCHUN U OTIpE/ICTICHUE AIbTePHATHB;

3) npUHATHE PEIICHUS;

4) peanuzanus peuieHus;

5) KOHTPOJIb 32 UCTIOJITHCHHEM.

Onpedenenue npobdaemvl. Y UCTOKOB JIIOOOT0 pELICHUS HAaXOAUTCS MpoOJieMHas CUTyalus, TpeOyromas
CBOEro paspellieHus. 3ajadya MEHePKepa Ha 3TOM 3Talle COCTOUT B aHalIM3€ NpoOJEeMHOM CUTyalluu, TO €CTh B
ONpeJiesieHuy cumnromMa "0oJie3Hn", U3y4eHUU MOJIOKEHUS JAeN U LeJlel, mpenBapuTesbHON (opMyIrpoBKe
KputepueB peuieHus. Takum oOpa3om, mpoliecc onpeaeseHUs MpoOJieMbl COCTOMT B €€ OOHapyXEHUH U
OIICHKE.

Obnapyoicenue npobnemvl — OCO3HAHHWE TOTO, YTO BO3HHUKIO OTKIOHEHHE OT IE€pBOHAYAIbHO
YCTAaHOBJIEHHBIX IUTAHOB. MeHemKep MOXKET y3HaThb O CYIECTBOBAHMHU MpPOOJIEeMbl W3 JIMYHOTO 0030pa u
aHanmm3a HHPOpPMaIK, 00IIECTBEHHOTO MHEHHS, MHEHUS IPYTUX MEHEKEPOB U IO TIMHEHHBIX.

Oyenka npobiemvl — yCTAaHOBJICHUE €€ MaciTaboB W npupoabl. OnpeneneHue Macmitaba mpooieMbl HE
€CTh HaX0X/ICHUE e¢ MPUYMHBI ¥ KCTOYHUKA. Peub uaer b 00 oleHKe CPEeCTB IS €€ PEUICHUS U CTEeICHH
€€ Cepbe3HOCTH.

Buviasenenue ozpanuuenuit u onpeoenenue anvmepramug. [IpuanHOl BOSHUKHOBEHHUS MPOOIEMBI MOTYT
OBITh HAXOJAIINECS BHE OPraHMW3alldd CUJIBl (BHEIIHSS Cpela), KOTOpble MEHEIKEp HEe MOXKET W3MEHUTD.
OrpaHryeHHs TaKOTO POJa CY)KAIOT BO3MOXXHOCTH MPHUHATHS ONTHMAJBHBIX PEIICHUH, TIOATOMY HE00XO0IUMO
OTIPENICIIUTh UX UCTOYHUK U CYyTh M HAMETHTH BO3MOKHBIC JACUCTBUS, YCTPAHSIONINE IIPUIUHBI ATOH MPOOIEMBIL.
[Towncky anmpTepHATHB OJDKEH MPEIIIECTBOBATH JTAll OINPENIEICHUS KPUTEPHEB YCICHIHOTO DPEHICHHUS, ITO
UCKITFOUUT B OyayIieM OMMOKYU B IPHHSTHIX PEHICHUSX.

Ilpunamue pewenuna. Ha >Toli crammu pa3pabaThIBAIOTCS BApUAHTHI PEIICHUS, JAETCS WX OILCHKA U
oTOMpaeTcs arbTepHATHBA C HamOojee OJaronmpUsATHBIME OOIIMMH TOCIEACTBHSIMUA. Pedb uaeT o cpaBHEHUH
JOCTOWHCTB M HEIOCTATKOB KaKJOTO BapHaHTa pemieHus. MeHepkep JO/DKEeH OTBETHTh Ha Bompockl: KakoBa
3¢ deKTUBHOCTD (IKOHOMUYECKAS U COlMasIbHasA) pemieHus? FimeeTcs 11 BHyTpEeHHEe corjiacue MoJUMHEHHOTO
BBITIOJTHUTH JIaHHOE penrenne? KakoBbl mocneacTBus?

Peanuzayua pewenun. Ilpouecc He 3aKkaHUYMBAeTCSd BBIOOpDOM BapHaHTa pEIICHUs, MOTOMY Kak s
JIOCTIDKEHUSI KOHEUHBIX IIeJiell TPUHATOE pelIeHHe IOJDKHO OBITh peanm3oBaHo. Ha cragum peanmuzarnun
NPUHUMAIOTCSI MEphl 10 KOHKPETH3aIlMM pEIleHHs W JOBEACHUIO ero 10 wucnoiHurened. Heobxommmo
pa3paboTaTh IUIaH pealin3allii YIPaBICHUYECKOI'O PEIICHMs, B KOTOPOM IpPEIyCMOTPETh, KTO, KOTJa, Il U
KaKHMH CPEICTBAMU JIOJDKEH PEIIUTH MPOOIIeMy.

Konmpons 3a ucnonnenuem pewenus. Jlaxe mnocie Toro, Kak peuieHue BBEIACHO B AEHCTBUE, IPOLIECC €T
MIPUHATHUS HE MOXET CUUTATHCS MOIHOCTHIO 3aBEPIICHHBIM, TaK KaK HY)KHO TOJIYYUTh HHPOPMAIIUIO O TOM, IO
IUIaHy JIM T[POUCXOJUT peaju3alus MPUHATOrO YIPABIEHYECKOIo pelleHus. B mpouecce KOHTPOJs
BBISBIISIFOTCS.  OTKJIOHEHHMSI W BHOCATCS TIOTPABKH, IOMOTAIOIIME pPEaM30BaTh peIIeHHe NOJHOCThI0. C
MTOMOIIBIO KOHTPOJISI YCTaHABIMBAETCS 00paTHas CBSI3b MEX/y YIPABIISAIOLIEH U YIPaBIIEMON CUCTEMAMU.
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7.3. MeToabl NPUHATHA PeLlIeHU I

Bce MeToap! pUHATHS yIPaBISeHUECKUX PEIICHUI MOYKHO Pa3IeiUTh Ha:

* HehopmalibHbIE (IBPUCTUYECKUE),

* KOJUICKTHUBHEIE,

* KOJIMYECTBCHHBIC.

Hedghopmanvuvie (36pucmuueckue) memoovt npuHAmMuUA PpPeuieHUuil. DTO COBOKYMHOCTb IPHUEMOB U
METOJIMKH BBIOOPA ONITUMAIIBHBIX PEIICHUH PyKOBOJAUTEIEM, TEOPETHIECKOE CPABHEHUE AIbTEPHATHB C YIETOM
HAKOTUIEHHOTO ombiTa. HedopmanmpHbie MeTOABI 0a3MPYIOTCS B OCHOBHOM Ha WHTYHIIMH MeHemkepa. Mx
MPEUMYIIECTBO B TOM, YTO OHU NPUHUMAIOTCS OTIEPATHBHO; HEJOCTATKOM JKE SIBJISCTCS TO, YTO WHTYHIIHS
MOJKET MHOT/Ia MTOJIBECTH MEHEKepa.

Konnexmuenvie memoovl oocyncoenus u npunamusa peutenuii. OCHOBHBIM MOMEHTOM B IIpoliecce
KOJUICKTUBHOM pabOTHI HaJ peaju3alfeldl yrnpaBJIEHYSCKUX PEIICHUH SBISETCS OMpEeNCHHE Kpyra JUI —
YYaCTHHKOB JaHHOW TpoIeayphl. Yarie BCero 3To BpeMEHHBIH KOJUICKTHB, B COCTaB KOTOPOTO BKIIIOYAIOTCS H
PYKOBOJWTENM, W WCIOJIHHUTENH. |JaBHBIMH KpHUTEpHSIMH (OPMUPOBAHHS TaKOW TPYHIBI SBISIOTCS
KOMIIETEHTHOCTh, CHOCOOHOCTh  pemIaTh TBOPUYECKHE 3a/laud, KOHCTPYKTHBHOCTh  MBIIUICHUS U
KOMMYHHMKa0enbHOCTh. KoJlleKTuBHBIE (OpMBI TpyHNIoBOM paboThl MOryT OBITH pa3HBIMU: 3acellaHue,
coBelanue, pabora B komuccud u T.1. Hambosee pacrpocTpaHeH TakoW METOJ KOJUIGKTHBHOHM TOJATrOTOBKU
YIPaBICHUYECKUX PEIICHUM, Kak "mo3zeosou wmypm”, unu "mozeoeas amaka" (COBMECTHOE T€HEpHUPOBAHUE
HOBBIX MJICH U MOCTEAYIONIee MPUHATHE pelieHnit). Ecim mpeacTouT penuTs CI0KHYI0 TpobiemMy, codupaercst
rpymmna JoJe, KOTOpbIe IpemIaraloT JII0ObIe pPEHICHUs OTpeneeHHOW mpoOieMbl. OCHOBHOE YCIIOBHE
"Mo3roBoro mTypma' — co3gaHue OOCTaHOBKM, MAKCHMAaJIbHO OJarompusTHOM i1  CBOOOJHOTO
reHepupoBaHus uaei. YToObl ATOTO NOOUTHCS, 3alpeIIaeTcsl OMPOBEPraTh WM KPUTHKOBATH HJICI0, KAKOW OBl
Ha TepBbIl B3I (aHTacTUYecKoW OHa HU Oblia. Bce maew 3amMchiBaloTCs, a 3aTeM aHAIM3UPYIOTCS
cnernuanuctamu (puc. 7.1).
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Puc. 7.1. OcHoBHasA CTPYKTYpa MeTo/a ''M03roBoii ataku"

[IprMepoM KOJIJIEKTUBHOTO MPUHATHUS PELIEHUN MOXET CIYKUTh Memoo /lenvbgbl, TOTYyIUBIINM Ha3BaHUE
OT IPEYECKOT0 rOpOJa, MPOCIABUBIIETOCS KUBIIMMHU TaM MyJperamMu — MpecKa3aresaMu Oyaymero. Meron
Henbhsl — MHOTOTYpOBasi Ipoleaypa aHKeTHpoBaHus. [lociie Kaxmoro Typa JaHHBIE AHKETHPOBAHUS
n0pabaThIBAIOTCS W TMOJyYCHHBIE PE3YNIbTaThl COOOIIAIOTCS AKCIEPTaM C yYKa3aHHWEM PACIIOIOKEHHUS OLEHOK.
[lepBEIit Typ aHKETUPOBaHUS MPOBOAMUTCS 0€3 apryMeHTallid, BO BTOPOM OTJIUYAIOUIMICS OT JAPYTHX OTBET
MOJUTEKHUT apryMEHTAllUH WM YK€ HKCHEPT MOXKET M3MEHHUTH OleHKy. llocie cTabmim3anuu OIEeHOK Ompoc
MpeKpaaeTcst ¥ MPUHUMACTCS TPEITI0KESHHOE IKCIIEPTAMH HITH CKOPPEKTHPOBAHHOE PELICHHE.

CymiecTByeT e€IIe snoHckas (Konvyesas) cucmema npunamus peuteHuii — "KUHTHCE", CyTh KOTOpOM
COCTOHT B TOM, YTO Ha PAaCCMOTPEHHE TOTOBHUTCS MPOEKT HOBIIecTBa. OH mepemaeTcst Al 00CyKIACHUS JIUIaM
M0 CIIUCKY, COCTAaBICHHOMY pyKOBojauTeneM. Kakplii JOIDKeH pacCMOTPETh NpeiaraéMoe pelieHre U J1aTh
CBOM 3aMeuaHus B MUCbMEeHHOM BHJIe. [locie aToro nmpoBoautest copentanne. Kak mpaBuiio, MpUIiIamiaroTcs Te
CTICIMAIMCTHI, Y€ MHEHHE PYKOBOJIUTEIIO HE COBCEM SICHO. DKCIIEPTHI BHIOMPAIOT CBOE PEIICHUE B COOTBET-
CTBHH C WHAWBUAYAJBHBIMHA NpPEANMOYTCHUSIMH. M ecim OHM HE COBMNAIAIOT, TO OIMPEACISIOT BEKTOP
MPEIIOYTCHUH C MOMOIIBIO OJTHOTO U3 CIICAYIOMINX MPUHIIUITOB!

a) OOJBIIIMHCTBA TOJIOCOB — BBIOMPAETCS PEIICHHE, UMEIOIee HanOOJIbIIIee YHCIO CTOPOHHUKOB;

0) ouKTaropa — 3a OCHOBY OepeTcsi MHEHHE OJHOTO JIMIA. DTOT MPHUHIHUI XapaKTEPEeH ISl BOCHHBIX
OpraHu3alnii, a TAKKE IS IPUHATHUS PEIICHUH B YpE3BBIYAHBIX 00CTOSTEIHCTBAX;

B) mpuHIHN KypHO HCIONB3yeTcs B TOM cily4ae, KOTJa KOAIWIMHA HET, TO €CTh INPeIaraeTcs YhCIo
pelIeHN, paBHOE YHCITy SKCIEPTOB. B 3TOM cilydae HEOOXOIMMO HAaWTH TaKoe pEelICeHHEe, KOTOPOE OTBEYalIo
ObI TpeOOBAHHIO WHIAMBHYATBHON pallMOHAILHOCTH 0€3 YIIEeMJICHHS HHTEPECOB Ka)I0TO B OT/IEIBHOCTH;
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r) npunuun [lapeto ncnonp3yercst npu NPUHATUU PELIEHU, KOTJa BCE IKCIEPThl 00pa3yroT €AUHOE LEN0E,
OJIHYy KOoanuiuio. B 3ToM ciiyyae ontumanbHbIM OyleT Takoe pelieHHe, KOTOPOE HEBBIFOJHO MEHSATH Cpa3y
BCEM WJIEHaM T'PYIIIbI, TOCKOJIbKY OHO OOBEIUHSET UX B JOCTHKEHUHU OOIIeH 1enu;

1) TPUHLHUI OKBOPTA MCIOJB3YETCS B TOM CIIy4yae, €CJIM TpyIa COCTOUT M3 HECKOJbKUX KOATUIUH,
KaKJIOM U3 KOTOPBIX HEBBIFOJHO OTMEHSTHh CBOE pelIeHue. 3Hasl MPEANOYTEeHUs KOATUIUN, MOKHO MPHUHSITH
ONTUMAJILHOE PEllIeHNE, HE HAaHOC yiepoa apyr Apyry.

Konuuecmeennvie memoovt npunamua pewteHuil. B OCHOBE JI€KHUT HAYYHO-NIPAKTHMUYECKHH MOJIXOJ,
MIPEIOIaraouil BbIOOp ONTHUMANbHBIX PELIEeHUil myTeM o0paboTKU (C MOMOUIBI0 KOMIIbIOTEpa) OOJBLINX
MacCHUBOB MH(MOpMAITUH.

B 3aBucumocTy OT TUIIa MaTeMaTUYECKUX (PYHKIUMN, OJOKEHHBIX B OCHOBY MOJIEJIEH, pa3InyaroT:

a) TMHEHHOE MOJIEJIMPOBAHUE, P KOTOPOM UCHOJIb3YIOTCS JINHEHHBIE 3aBUCUMOCTH;

0) TMHAMUYECKOE MPOrpaMMHpPOBAHUE, MO3BOJISIONIEE BBOAUTH JIOMOIHUTENbHbIE IEPEMEHHBIE B IPOLECC
pelIeHus 3a/1ay;

B) BEPOSITHOCTHBIE M CTATUCTUUECKUE MOJIEIIH, pealu3yeMble B METOAAaX TEOPHUH MACCOBOTO OOCITYKUBAHMUS;

I') TEOpUSl UTP — MOJECIUPOBAHUE TAaKUX CUTYAllUW, MPUHATUE PEIICHUS B KOTOPHIX JOJDKHO YUYUTHIBAThH
HECOBII/ICHUE UHTEPECOB PA3INYHbBIX MTOAPA3ICICHUN;

1) UMUTAlMOHHbBIE MOJIEJIM TO3BOJISIOT IKCHEPUMEHTAIbHO MPOBEPUTH PEAM3aLUI0 PEIICHUN, U3MEHUTh
HCXOJHbIE MIPEINOCHUIKH, YTOUHUTh TPEOOBAHUSI K HUM.

7.4. UnauBuayaibHbIe CTHJIM MPUHATHS PelIeHui

B pemenusx Bcerma oTpaxkaercss JMYHOCTb TOro, KTO uX MHpuHUMaeT. C 3TOW CTOpPOHBI HHTEpECEH
JUYHOCTHBIN MPO(UITH YIIPABIEHYECKOTO PELIEHUs], TO €CTh Ta COBOKYITHOCTh MHAUBHUAYAJIbHBIX 0COOCHHOCTEN
PYKOBOJAUTEIISA, KOTOPYIO HECYT C COOOH €ro pelieHus K UCIIOJIHUTEIISM.

B Hayke BbI/IeI€HBI CIIEYIONINE PA3HOBUIHOCTH JMYHOCTHBIX MPOQUIIEH pelIeHH.

Pewenus ypaenosewiennoco muna CBONCTBEHHBI JIOAAM, KOTOPBIE INPUCTYNAIOT K IpolieMe C yxe
chOpMyIUPOBAaHHON HCXOTHOW HJeeil, BO3HUKILIEH B pe3ylbTare IPeABapUTENIbHOIO aHalnu3a YCJIOBUH H
TpeOOBaHUN 3ajjaud. YPaBHOBEUIEHHOCTh MPOSBISIETCS B TOM, YTO BBIABMKEHHE TUIIOTE3 M HMX MPOBEpKa
OJINHAKOBO MPUBJIEKaIOT BHUMaHue yenoBeka. [logo0Has TakTuka NpUHATHS pelieHni HanboJiee Mpo yKTUBHA.

Hmnynocuenvie pewienus XapaKTEpHBI IJIS JIOACH, Y KOTOPBIX IPOLECC IOCTPOEHUS THIIOTE3 PE3KO
npeoOnagaeT Haj JEHCTBUSAMU MO HMX NPOBEPKE U YTOYHEHMIO. Takol YelOBEK OTHOCUTENBHO JIETKO
reHepupyeT UAeU, HO Majo 3a00TUTCS 00 UX OLIEHKE. JTO MPUBOJUT K TOMY, YTO MPOLIECC MPUHATHUS pPEeLICHUI
MPOXOJIUT CKAuKO0Opa3HO, MUHYsI 3Tall 000CHOBaHUS U MpoBepku. B mpaktuyeckoil paboTe UMITYJIbCUBHOCTD
pElIeHU MOKET MPHUBECTH K TOMY, YTO PYKOBOJAUTENIb OyIeT CTPEMUThCS BHEIPUTH B KU3Hb pPELIEHUS,
KOTOpPBI€ HEJOCTATOYHO OCMBICIIEHBI U 000CHOBAHBI.

Hnepmmuole pewenuss — pe3ynbTaT OYEHb HEYBEPEHHOIO M OCTOPOKHOTO moucka. Ilocne mnosBieHus
UCXOJHOM TUIOTE3bl €€ YTOYHEHHE HJET KpailHe MeJUIeHHO. OLIEHKH CBEPXKPUTHYHBI, KAXKIbIH CBOW Imar
YeJIOBEK MPOBEPSET HEOJHOKPATHO. DTO BEAET K pacTITMBaHUIO MIPOLiecca IPUHATUS PELIEHU BO BpEMEHH.

Puckosannvie pewenus HANOMUHAIOT UMIIYJIbCUBHBIE, HO OTJIMYAKOTCA OT HUX HEKOTOPBIMH
OCOOCHHOCTSIMU HMHAMBUAYAJbHON TakTUKU. EciM HMMIyIbCHUBHBIE pELIEHUS NEPECKaKUBAIOT Yepe3 ITall
000CHOBaHHMSI THIIOTE3bl, TO PUCKOBAHHBIE BCE K€ €ro He OOXOJST, HO K OLICHKE YE€JIOBEK MPUXOIUT JIUIIb
Iocje TOro, Kak OOHapyKeHa Kakas-TO HecoOoOpa3HOCTb. B urore, XoTrd M ¢ ONO3JaHHUEM, DJIEMEHTHI
IIOCTPOEHHUSI TUIIOTE3 U UX MPOBEPKH YPABHOBEILIUBAIOTCS.

Pewenus  ocmopoocnoco  muna  XapakTepU3yHOTCS OCOOOM  THIATEIBHOCTBIO OLIEHKM TMIIOTE3,
KPUTUYHOCTBIO. UenoBek, Mmpexje 4eM MPUHTH K KaKkoMy-IuOO BBIBOJY, COBEPIIAET MHOKECTBO Pa3zHO00-
pPa3HBIX NOATOTOBUTENBHBIX JACUCTBUH. PemeHusM OCTOpPOKHOTO THUNA NPUCYIIA YHPEXKAAroIas OLEHKA.
OcToposkHble Jroau 0ojiee YYyBCTBUTENIbHBI K OTPHUIATENbHBIM IOCIEACTBUSIM CBOUX JEHCTBUH, YeM K
MOJIOKUTENbHBIM. WX Oonblle myraoT omuOKH, 4yeM paayioT ycnexu. [losTomy TakTHueckas JHMHUS
OCTOPOXHBIX — H30ekaTh OwmuOoK. [l HMMIYyIbCUBHBIX, HAmpUMeEp, XapaKTepHa IPOTHUBOIOIOKHAS
TaKTUYECKas JIMHUSA: OHU OPUEHTUPYIOTCS HA YCIIEX U MEHEE YyBCTBUTEIIBHBI K HEYIauaM.

7.5. YCJIOBUSA YOPPEKTUBHOCTHU YIIPABJEHYECKHUX PEHIEHUM
O} heKTUBHBIM YIIPaBICHYECKOE PEIICHHE MOTYT C/ENIaTh:
* cOOJII0/IeHNE HepapXUU B IPUHATUU PELLIECHUI;
* UCII0JIb30BaHUE MEK(DYHKIIMOHATIBHBIX TPYIIIL;

* HCIOJIb30BaHUE NPSIMBIX TOPU30HTAIBHBIX CBS3EH;
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* LIEHTpaJIM3alusl PyKOBOJCTBA.

Hepapxus 6 npunamuu pewenuii — JEIETUPOBAHUE MOJHOMOYUI MO NPUHATUIO PEIICHUs OJMKE K TOMY
YPOBHIO, HA KOTOPOM UMeeTcst 00Jibllie He0O0X0IMMOM HHPOPMAIIMKU 1 KOTOPbIH HEMOCPEACTBEHHO YYacTBYET B
peanu3anuy IpUHATOTO penieHus. B 3Tom ciiydae UCIOJHUTEISIMA PEIISHUS SBISIOTCS COTPYAHUKNA CMEXKHBIX
ypoBHe#. KOHTaKThI ¢ MOMYMHEHHBIMHU, HaXOISAIMIMMUCS Oojiee yeM Ha OJUH HEPApXUUECKHH YPOBEHb HIKE
(BBILIE), HE JOMYCKAIOTCS.

Hcnonvsosanue yenevix Mmexnc@yHKYUOHANbHBIX 2PYNN, YIEHbI KOTOPBIX OTOMPAIOTCS M3 pa3IMYHBIX
[OApa3/IeIeHU U YpOBHEH OpraHu3aluu.

Ucnonvzosanue nenocpedcmeeHHuIX (NPAMbIX) 2OPUOHMAILHBIX césa3ell. B maHHOM ciydae (0ocoOeHHO Ha
Ha4yaJIbHOM CTaIWU TIpoliecca MPHUHATHSA pemieHus) cOop m oOpaboTka wHGOPMAIMK OCYIIECTBIIIOTCS 0€3
oOpaleHnss K BBIIIECTOANIEMY PYKOBOJCTBY. TakoW MOIXOJ CIMOCOOCTBYET MPUHATHIO PEIICHHWA B OoJiee
KOPOTKHE CPOKH ¥ TIOBBIIIEHUIO OTBETCTBEHHOCTH 32 UX BBITIOJHEHUE.

Lenmpanusayus pyxosoocmea. llpouecc NPUHATHS pELIEHUs JOJDKEH HAaXOJUThCS B pPyKax OIHOIO
(obmrero) pykoBoautensi. B mannom ciydae dhopmupyercs uepapxusi B IPUHATHU PEIICHHH, TO €CTh KaXK bl
HU3IINN PYKOBOJUTEINb pElIaeT CBOU IMpoOieMbl (IPUHUMAET PELIEHUs) C HEITOCPEACTBEHHBIM PYKOBOICTBOM,
a He ¢ PYKOBOJMTEIEM CAMOI'O BHICOKOT'O YPOBHSI.

Kak yxe ormeuanoch, Jy4yliMii BapuaHT, KOTJa pelleHue BbIOMpaeTcss Onarogaps MOCIeI0BaTEbHON
OIIEHKE KaKJIoro u3 mpeiaraemMbix. [Ipm 3TOM omnpezaensercsi, HAaCKOJIbKO KaXKIbli BapUaHT pelICHUS
o0ecrieunBaeT JOCTHKEHUE Lenu. Takum oOpa3oMm, pelieHHe J0KHO OTBeuaTh TPeOOBAaHUSAM, BBITEKAIOIIUM
U3 pelIaeMoil CUTyallu U Lele opraHu3aluu, a UMEHHO:

* 3¢ (heKTUBHOCTH;

* 5JKOHOMHYHOCTH;

* CBOEBPEMEHHOCTH;

* 000CHOBAHHOCTH;

* peaJIbHOCTH.

Pemenne nomkHO OBITH 3¢hgexkmusnviv, TO €CTh HamboJiee TMOJHO O00ecreuynBaTh JOCTHUKEHUE
MOCTABJIECHHON OpraHu3alen Uemu.

Pemenue H0mMKHO OBITH 2KOHOMUYHBIM, TO €CTh OOecIeYMBaTh IJOCTHUKEHHE IMOCTaBICHHOW LEIH C
HaWMEHBIIIMMHU 3aTpaTaMHu.

Ceoespemennocms peuieHus 03HaA4aeT HE TOJIBKO HYXHBIM MOMEHT €ro MPUHSATHS, HO U CBOEBPEMEHHOCTh
noctxkeHus: 1nened. Benp korma pemiaercss mpoOsiema, COOBITHSI NPOJOJDKAIOT pa3BUBAaThCA. MoxeT
MOJIyYUTBCS TaK, YTO MPEKpacHas UJesl YCTapeeT U MOTepseT C TEUEHUEM BPEMEHU CMBICH, XOTs U3HAYaJIbHO
oHa ObLTa XOpoIna.

HcnonauTenu MODKHBI OBITH YOSXKICHBI, YTO PEIICHUE 000CHO8aHHO. B CBS3M ¢ ITHUM HENb3s NyTaTh
(akTH4YeCKyl0 000CHOBAaHHOCTb M €€ BOCHPUATUE HCIOJHUTEISIMH — MOHMMAaHHE UMH apryMEHTOB, MOOYX-
JAIOIIUX MEHeKepa MPUHATh UMEHHO TaKO€ pPelleHuE.

Pemenune nomkHO ObITH peanvHO ocyujecmeumbim, TO €CTb HENb3s MPUHUMATh HEpeallbHble, Aa0CTPaKTHbIE
pemieHus. Takue pelleHus BbI3BIBAIOT J0CaAy HCIOJHUTENEH, U B OCHOBE CBO€H OHU HedI(P(EKTHUBHBI.
[IpunsTOE pelieHne 10KHO COOTBETCTBOBATh CHJIaM U CPEJICTBAM BBIMOJIHSAOIIETO €ro KOJIJIEKTUBA.

OcobOyto posib B 3(PPEKTUBHOCTH pEHICHUH WIPAIOT METOIbl JIOBEACHHS TNPHHSATHIX PEIICHUNU [0
ucnoyHuTenen. JloBenenue pemeHuil 10 UCIOJIHUTENEeH HaunHAeTCsl OObIUHO C Pa3/IeleHHUs] Ha TPYIIOBLIE U
WHIMBHUAyAIbHBIC 3aJaHUs W TMOA00pa HWCIOJHUTENeH. B pesynpTate KaXKIOplii COTPYAHHK IOJy4aeT
KOHKpPETHOE 3aJlaHhe, KOTOPO€ HAaxXOOUTCS B TNPSMON 3aBUCUMOCTH OT €ro CiyXeOHbIX OO0s3aHHOCTEM.
Cuuraercs, 4ToO yMEHHE TEpenaTh 3aJaqydl UCIOJHHUTEISM SIBISETCA TJIaBHBIM HMCTOYHHUKOM 3(P(HEKTUBHOCTH
MIPUHATOTO PEIICHHS. B CBS3M C 3THM BBIIEISIIOT YETHIPE OCHOBHBIC MPUYNHBI HEBBITIOJHEHUS PEIICHUI:

* pelieHre ObIJI0 HEAOCTATOYHO YETKO C(POPMYITHMPOBAHO MEHEIKEPOM;

* pelieHue ObLIO CHO U YeTKO C(hOopMYJIMPOBAHO, OJTHAKO UCIIOJHUTENb €T0 IJIOXO YSICHUIL

* pelIeHne 4YeTKO cPOpMyIUPOBAHA U UCIIOJIHUTEND €0 XOPOILO YSCHUII, HO Y HEr0 HE ObLJI0O HEOOXOAUMBIX
YCIIOBUH U CPEJICTB JIJISl €T0 BBIIIOJIHEHUS;

* pemeHue ObLIO I'PaMOTHO CQOPMYIHPOBAHO, HCIOJHHUTENb €r0 YCBOWJ W HMEN BCE HEoOXOIuMbIe
CPEICTBA JJISl €ro BBIIOJIHEHHUS, HO Y HEro He ObLJIO BHYTPEHHEIO COIJIacusi C BapUaHTOM pEILEHus], Ipeyio-
KEHHBIM MEHe/DKepoM. VcronHuTenb B JaHHOM Cilydae MOXET MUMEThb CBOM, Oosee 3((eKTHBHBIN, MO €ro
MHEHHIO, BAPUAHT PEIICHUs] TAaHHOW TTPOOIEMBI.

Takum oOpa3om, 3)PEKTUBHOCTH pENICHUSI 3aBUCUT HE TOJIBKO OT €r0 ONTUMAJIBHOCTH, HO M OT (hOPMBI
JIOBE/IEHUsl €ro 10 ucrnojHutenedl (oopmiieHUs pelIeHUuN U JIMYHBIX KayecTB PYKOBOJUTENIEH M HCHOJI-
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HuTenel). Opranu3anus UCIOJHEHUS MPUHSITHIX PYKOBOJCTBOM PEIICHUH Kak cneruduyeckas AesITeIbHOCTb
MEHeKepa IpearoiaraeT To, 4TO OH JIEPKUT B I0JI€ 3PEHUs] PELICHHs, HAXOJAUT CHOCO0 BIMATh HAa HHUX,
ynpasisieT uMu. Komanga — "IpUCTYNHUTH K UCIIOJIHEHUIO pelieHust!" — He MOKeT ObITh JJaHa paHbLIe, YeM Y
PYKOBOJIUTEINSI HE BOBHUKHET YBEPEHHOCTH B TOM, YTO BCE 3BEHbS IPABUJIBHO MOHSIM CBOU 33Ja4d U UMEIOT
BCE CPEJICTBA JJISl UX BBIIOJIHEHUS.

['maBHBIN cMBICKT Bcel pabOTHI MO JOBEICHUIO 33/1a4 IO UCIIOJTHHUTEIEH COCTOUT B TOM, YTOOBI IOCTPOUTH B
CO3HAaHMM HEKUM o0pa3 (TEXHOJOTHIO) Oymaymied paboThl 1O BBHIMOJHEHHUIO YIPABJICHUYECKOTO PEIICHUS.
[lepBonauanbHOE BrevyatiaeHue 00 3Toil paboTe GpopMHUpyeTCs y UCHOJHUTENS MPU MOJIYYEHUU U BOCIPUATUI
3ananus. Ilocne storo wmaes (Mozenb 3anaHusl) yTOuHsAETCs, oOoramiaeTcsl MOCPEICTBOM aJanTaluu ee K
peayibHbIM U OOBEKTUBHBIM YCJIOBHUSIM BHYTpEeHHEW M BHelHel cpenbl. Ha 310l ocHOBe M pa3pabarbiBaeTcs
TEXHOJIOTHUS BBIIIOJHEHUS peleHus (1aeanbHasi MOJIENb A€ATEeIbHOCTU UCIIOJHUTEIS 110 BBIIOJHEHUIO 3aaHUS
MeHemkepa). [Qnst Toro yToObl MOJENb JEATENbHOCTH HUCIOJIHUTENS Oblia BBINOJIHEHA B COOTBETCTBUM C
[IepBOHAYAILHOM Hieel MeHeIKepa, K Hell (MOJIeNn) IPeabsIBIISIOT psiJl TPeOOBAHUN:

* [IOJIHOTA MO/IEINH;

* [IyOMHA OTPa)KEHUS IIepBOHAYAIbHOU UJIeH;

* CTPECCOYCTOMYMBOCTD U MPOYHOCTb;

* THOKOCTb MOJIEIIH;

* COIJIaCOBAaHHOCTB;

* e MOTHUBAIIMSL.

Ilonnoma Mozenu peleHus: ONUChIBAET €€ COOTBETCTBUE, C OJHON CTOPOHBI, 3aMbICITY PYKOBOAUTEINS, €r0
pPELICHHI0O M I[IOCTaBJIEHHBIM UM 3ajJadaM, a C Jpyrol — coAepKaHHUIO, CTPYKType U YCIOBHIM
HCIIOJIHUTENBCKON JIeaTenbHOCTU. VeanbHbIM BapuaHnToOM Obljia Obl Takas MOJHOTA MOJENH, IPU KOTOPOi OHa
pa3BepHyTa HACTOJIBKO, YTO €lle JO Haydaja paboThl MCIIOJHMUTEIb MBICIEHHO MOKET NpEACTaBUTH ceOe Bce
TOHKOCTH IPEACTOSIIENH pabOThI.

Tounocms Moenu HEOOX0UMa MTOTOMY, UTO €CJIH 3a/laya CTaBUTCS aOCTPAKTHO — B O0ILEM BHUJE, TO OHA
HE BBINOJIHAETCA BOOOIIE WM BBINOJHAETCA (QopManbHO. CucTema ynpaBlieHUs, B KOTOPOH TOYHOCTh
(dbopMHUpOBaHMSI ONIEPATUBHBIX MOJIEJIEH pEelIeHHs HE CTalla 3aKOHOM, pacraiaeTcsl.

I'nybuna ompadsicenus NEepBOHAYAIBHOM MOJENU XapaKTepU3yeT ONEPATUBHYI0 MOJIENb C TOYKU 3PEHUS
IIPEACTABICHHOCTH B HEN BCEH TUHAMUKH MPEICTOSIIEHN NEATEIBHOCTH.

Cmpeccoycmotiyugocms U  NpOYHOCMb MOJENU TPEANOoJaraeT CrocOOHOCTb HCIHOJHUTENS YETKO
peain30BaTh IUIaH JEHCTBUI, CIOKUBLINICS B €T0 CO3HAHUU, B JIFOOBIX CIIOKHBIX CUTYyallUsX.

l'ubkocms Moaenu — KpUTEpUN, KOTOPBIN Kak Obl IPOTUBOPEUYUT BCEM YKa3aHHBIM BbIlle. OUeBUAHO, YTO
a0COJIIOTHO >KeCTKUM U "Henoanatonuiics" oopa3 MOXKET ObITh IPUEMIIEM TOJIBKO B 3aCTHIBIINX U HEU3MEHHBIX
CTPYKTYpaxX, KOTOPBIX B IPHUPOJEC W OOIIeCTBE HET M ObITh HEe MOXeT. [IpoGiema B TOM, 4TOOBI BHIOpATh
ONTUMAJILHOE COOTHOILIEHUE MEXY CTaOUIBbHOCTHIO (HEMOABUKHOCTHIO) U THOKOCTBIO MOJIENH.

CoenacosanrHocms MOJIENN PEILIEHUS CBA3aHa C TE€M, YTO MCIOJIHUTENb Yallle BCETrO BBINOJHAET CBOM 3Tall
paboThl B OJAMHOYKY, [IO3TOMY €ro JEHCTBHS JOJKHBI COTJIaCOBBIBATHCS IO 3aJadyaM, BPEMEHH M MECTY C
NEUCTBUSMU APYrUX UCHOJIHUTEIEH.

Momusayus monenu peuieHus. Mi3BecTHO, UTO MOHMMaHUE PEIICHUs U YCBOCHUE €ro WJeallbHOM MOJIeNn He
B IOJIHOM Mepe 00ecneunBaroT JOJDKHYI0 MOOMIM3AIMI0 BCEX PE3EPBOB HCIOIHUTENEH, MO3TOMY U HYKHO
MOTHBHUPOBATh HUX JESATENBbHOCTb. Bo3neiicTBME Ha MOTHBBI, MOOYXJAIOIIME HUCIOIHUTENICH K MPOSBICHUIO
aKTUBHOCTH, BHYTPEHHEH MOTPEOHOCTH JJsi BBIMOJIHEHHUS 3aJaHUi, — OCHOBHOM CMBICI MOOWJIM3ALHUU
TPYJAOBOTO KOJUIEKTHBA HA BHINIOJIHEHUE MPUHATHIX PYKOBOJICTBOM PELICHUIA.

7.6. Oprann3zanus ¥ KOHTPOJIb 32 HCIIOJITHEHHEM pelleHu il

OpranuzoBaTh HCIOJHEHHME pelIeHuss — 3ajada He u3 Jjerkux. OHa TpeOyeT 3HaHUA JIOACH, HX
BO3MOXHOCTEH, CUJI, CPEJICTB U METOA0B UCHOJHEeHUs. OpraHu3anusi UCIOJHEHUS pelieHnii — 3To cnenudu-
yecKasi JAeSITeIbHOCTh PYKOBOJUTEINS, 3aBepIlIaroliasl yrnpaBjieHueckuil nuki. 1 ecnu Ha sTane nmoAroToBKU U
MPUHATUSL PEIICHUS PYKOBOJWTENb ONMEPUPYET HICATBHBIMA OTOOPaKCHUSMH MPEIMETOB W SBICHHA, TO B
IpoLecce OpraHu3alMi €ro MCIOJIHEHUS OH CTAJKUBAeTCS C peallbHOM CHUTYyalllel, KOoTopasl yalle BCero
OTJINYAETCA OT UICAIBHOM.

HenocraTouHo ONBITHBIA PYKOBOJUTENb, MBICIIEHHO ONEPUPYIOMINNA BEIlaMU U COOBITUSIMHU, IPUBBIKAET K
JIETKOCTU MaHUIYJIUPOBAHUS WJICAIbHBIMU TPEACTABICHUSMU U HEOCO3HAHHO MEPEHOCUT ATy JIETKOCTh Ha
peayibHyI0 cuTyanuio. B pe3ynpTaTe Takoro MEHE)KMEHTa NPUHUMAEMble UM PEIICHUS OKa3bIBAIOTCS
HENOCWIbHBIMM M Ha IpPaKTHUKE HE BBIMOJHAIOTCSA. 3JeCh CIEAyeT Y4YUThIBaThb TO OOCTOSITENLCTBO, YTO
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PYKOBOJIUTENb OPraHU3yeT HE CBOIO JAESITEIbHOCTD, a TPY APYTHUX JItoJIel. DTOo /1B pa3Hble Belu, KOO mpoiecc
UCIIOJIHEHUSI pEIICHUH TaKkkKe HYXKHO opeanu3oeviéams. VICTIONHUTENM JOJDKHBI TOJYYUTh YETKYIO
nH(pOpPMaLIUIO O TOM, KTO, IJIe, KOTAa U KaKUMHU CIIOCOOaMU U CPeICTBaMU JOJKEH OCYIIECTBIATh NEHCTBUS,
COOTBETCTBYIOILIME MPHUHATOMY pemieHno. Heob6xoaumo pa3paboTaTh IUIaH €ro peaju3aluy, KOTOPBIM
IpelycMaTpuBaeTcs CUCTeMa Mep, OOeCleUyMBAIOMIMX JOCTH)KEHHME LeJell peuieHus ¢ MUHUMaJIbHBIMU
U3JIEPIKKAMH.

OpHMM U3 MEXaHU3MOB, 00ECIEUNBAIONINX YCIEUIHOE BBIMOJIHEHNUE PEIICHUM, SIBJISETCS YCTAaHOBJIEHUE U
CTPYKTypHU3allusd KOMMYHUKaUMi B QupMe. 3azada COCTOMT B ONTUMAJIbHOM IOCTPOEHUH CTPYKTYpPBI
KOMMYHHMKAIUI yIIpaBIeHYECKUX paOOTHUKOB U UcoJHUTENEeH. CTPYKTYphl TAKMX KOMMYHUKAIIMOHHBIX CETEeH
MOTYT OBbITh pa3lIMYHBIMU, a CBS3M MEXKIy Inepenarouieii (KoMMyTaTOpOM-pyKOBOJIUTENEM) H
BOCIIPOM3BOIAIIEH CTOPOHOUW (MCIOJIHUTENIEM) MOTYT CYIIECTBEHHO pa3iMuaThbCsi. B CBsSI3M C 3TUM MOXKHO
BBIJICNIUTh HauboJiee YacTO BCTPEYAIOIIMECS B OpraHU3alMM KOMMYHHMKAIMM — LEMOYHYI0, MHOT'OCBSI3HYIO,
3BE3/IHYIO U HepapXuyeckyto (puc. 7.2).

[Ipu yenounoti crpyktype KOMMyHUKauui (puc. 7.2, a) pelieHue, mepeaBaeMo€ € OJHOTO0 KOHLA Ha
NpyroM, CTaHOBUTCS M3BECTHO BCEM MCIOJIHHUTENSIM M BCEeMHU HUMH oO0cyxnaaercs Bce cBsizu B Takoil
KOMMYHHMKAI[UM OJIMHAKOBbI, a KOMAaHJHBIH CTWJIb pYKOBOJCTBAa OTcyrcTByeT. Takas cTpykTypa
B3aMMOOTHOLIEHUH pacnasaercsi, €Clii HapylaeTcs CBA3b MEKY ABYMs Y4aCTHUKAMU KOMMYHHUKAIUU.

B mnococeasznoti crpykrype koMMmyHukanui (puc. 7.2, 6) Bce ee yJaCTHUKH CBSI3aHBI MEXIy coboii. Ee
OTJIMYAET JOCTATOYHAs YCTOWYMBOCTb U CKOPOCTh Iepenaur uHpopmanuu. OTHOIIEHUS] KOMAaHOBaHUS SIPKO
BbIpa)KEHBI. B mpakTuke yrpasieHust HanboJiee 4acTo BCTPEYAETCsl HA YPOBHE NMEPBUYHOTO KOJJIEKTUBA.

B 36e30n01i cTpykType KOMMYHUKaUui (puc. 7.2, ) pKO BbIpaXeH "KOMMYTaTOP-pyKOBOJAUTENL'", Uepes
KOTOpPOTO IEpelaroTcsl Bce 3ajaud. Bce CBsI3M 3aMbIKalOTCS Ha HEM. YCTOMYMBOCTH U CKOPOCTbH IEperadyu
nH(pOpMAaLIUU HEBBICOKHE.

npP up

Puc. 7.1. CTpykTypa KOMMYHUKAIUIi: ¢ — Heno4Hasi, 6 — MHOTOCBSI3Hasl, 6 — 3Be31HAs, 2 — HepapXuyecKue
OTHOLIEHHWS KOOPAMHALMH, IPKO BhIPaKeHHOEe KOMAaH/IHOe JelicTBHeE;
N — ucnonnurens, P — pykoBoguresinb

Jia uepapxuyeckoti CTpyKTypbl KOMMYHUKaLUUW (puc. 7.3, ) XapaKTepHbI SPKO BbIpaKEHHbIE KOMaH/IHbIE
oTHOWEHHUs. [IpoMeXyTOUHBIE CTYIIEHH OJTHOBPEMEHHO SIBIISIFOTCS U IO {MUHEHHBIMU, 1 KOMAaHIHBIMU.

OpraHu3aloOHHO-YIIPaBJICHYECKUE PeIIeHNs OQOPMIIIOT B BUJIE NIPUKa3a WIH PaCOPSHKEHNUs, IIOCIIE Yero
OHM NpHOOpETaT cuily 3akoHa. OIHAKO MHOKECTBO PELIEHU B OpPraHM3allud MUTPUPYET B BHUJIE YCTHBIX
yKa3aHUH, 3aJIaHu, TIOKEITAHUI U TIOIOOHBIX YITPABJISIONUX JUPEKTHB. [ TaBHAs 3a7a9a MEHEKEepa U COCTOUT
B TOM, YTOOBI OPraHU30BATh UCIIOJHEHUE TAKOTO pelIeHHs], 00eCeUnTh KOOPAUHALMIO JEHCTBUI U KOHTPOJIb
3a €ro BBIMIOJTHEHHEM. Takum 00pa3oM, KOHTPOJIh 32 HCHOJHEHUEM PEUICHUN SBILICTCS 3aKIFOYUTEIBHON
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cTazuel ynpapieHueckoro 1ukia. OH npuHuMmaer GopMy OOpaTHOM CBSI3M, MOCPEICTBOM KOTOPOM MOXHO
MOJIy4UTh UH(GOPMALIKIO 00 NCIIOJIHEHUH PEUICHUSI U JOCTUKEHUH OpraHU3aluell OCTaBICHHBIX LENIeH.

['maBHOE Ha3HAa4YeHHE KOHTPOJII — B CBOEBPEMEHHOM OOHAPYKEHUH BO3MOXHBIX OTKIOHEHUH OT 3a/laHHOM
[IPOrpaMMbl peaTu3aluy PElIeHNUs, a TAKKE€ B CBOEBPEMEHHOM MPUHATUU Mep 10 UX JUKBUAauuu. B mpouecce
KOHTpPOJISl MEpBOHAYAIbHbIE LEIM OpPraHU3allMd MOTYT MOJIU(UIUPOBATHCS, YTOUYHSATHCS U U3MEHATHCSA C
Y4€TOM HOJYyYEeHHOU JOMOJIHUTEIbHONU HH(OPMALIMU O BBIIOJHEHUU MIPUHSITHIX PEIICHUH.

C nomo11bI0 KOHTPOJISL HE TOJBKO BBISBIISIFOTCS OTKJIOHEHMSI OT 3aJjaHui, cPOPMYIHMPOBAHHBIX B PEILICHUSX,
HO U OIpEAENSIOTCS MNPUYMHBI 3TUX OTKJIOHEHUH. Boigensiorcs u apyrue @yukyuu Konmponsa 3a
VCIIOJIHEHUEM MPUHATBIX PEeLICHUI:

* TUarHOCTUYECKas;

* (pyHKIMS 0OpaTHOM CBSI3H;

* OPUEHTUPYIOLIAS;

* CTUMYJIUPYIOLIAs;

* KOPPEKTUPYIOLIAs;

* [IeJJaroruyeckas.

Jluaecnocmuueckasn. I'naBHasi, Beaymasi GyHKIIMS KOHTPOJISI — KTO OBl YTO HU MPOBEPsII, Kakue Obl 3a7auu
HU CTaBUJIUCH, B JIFOOOM Cilydae cHauajga HY>KHO YETKO IMpPEICTaBUTh ce0e MOMAIUHHOE COCTOSIHUE /I, TO €CTh
MIOCTaBUTh JUATHO3.

Obpamnuas cea3b TPU KOHTPOJIE 32 BBINOJIHEHHEM IIOCTABJIEHHBIX 3a/1a4 I03BOJIAET PYKOBOJUTENIO HE
BBIITYCKATh U3 pyK Opa3ibl IpaBJIeHUs, Ja€T EMY BO3MOXKHOCTh OKa3bIBaTh BIMSHUE HA X0 paOOTHI.

Opuenmupyiowas QyHKyus KoHmpoas TPOSIBISIETCS B TOM, YTO TE€ BOIPOCHI, KOTOPbIE 4Yalle BCETO
KOHTPOJIMPYIOTCSI HAaYaJIbHUKOM, IIPUOOpeTaroT 0co00e 3HaUYE€HUE B CO3ZHAHUU HMCIIOIHUTENEH, HAPaBISAIOT X
yCUJIUS B NEPBYIO OYepe/b Ha OOBEKT IOBBIIMIEHHOTO BHHUMaHUs PyKoBoAWUTENs. Bompockl, Bblagamoomue U3
T0JISI 3pEHUS] PYKOBOAUTEIS, 3a4aCTyI0 HE PEIIAIOTCS MO AYMHEHHBIMU.

Ecnu opuentupyromas (QyHKIUS KOHTPOJIS IPU yMEIOM PYKOBOJCTBE IO3BOJIIET MEHEIKEpPY AepikKaTh
paboThl B MOJE 3peHus, T0 cmumyaupyrowas GyHKIUS HalleJeHa Ha BBIIIOJIHEHUE U BOBJICUEHHUE B IPOLECC
TpyZJa BCEX HEUCIOJIb30BaHHBIX PE3EPBOB.

Koppexmupyrowas ¢ynxkyus cBsizaHa ¢ TeMH YTOYHEHHSIMH, KOTOPbIE BHOCATCS B PEIICHHUS Ha OCHOBE
MaTepHUajIoB KOHTPOJIA. 31€Ch CKIIAIbIBAECTCS CIOXHAs MCUXOJIOTMYEcKas CUTyalMs: pyKOBOAMUTENb I0OJIaraer,
YTO OH IpoBepsieT pabOTy MOJAYMHEHHOTO, Ha CaMOM e JeJie MOCIEIHHUI yXe NpOBEepus Ha MPaKTHUKE
3¢ GeKTUBHOCTh pelleHus] pykoBoAuTens. MHbIMU cloBaMH, KOHTPOJIb YK€, MOXHO CKa3aTbh, COCTOSJICH,
IIPUYEM I10 CaMOMY Ha/IEXKHOMY KPUTEPUIO — [0 COOTBETCTBUIO MPUHATOTO PEIICHUS TPaKTUKE.

Ileoazocuueckan @ynkyus. KOHTpOJIb, €CIM OH TIOCTPOEH YMENOo, MOOYXKAAaeT WCHOJHUTENEeH K
T0OPOCOBECTHOMY TPYY.

B npakTtuke ynpaieHHUs OpraHu3alved NpUMEHSIOTCS TP OCHOBHbBIE PA3HOGUOHOCHU KOHMPOIA:

* MpeABapUTEIbHBIN — MPEIIECTBYET NMPUHATUIO OKOHYATEIbHOro pemieHus. Ero nenbr — nate Oousee
rIy0oKoe 000CHOBaHWE TPUHUMAEMOMY PEIICHUIO;

* TEKYIIUIA — C €ro NOMOIIbI0 BHOCSTCS KOPPEKTUBBI B IIPOLIECC UCTIOHEHUS IPUHSTHIX PEIICHUI;

* IOCJIEYIOIUN — CITY>KUT Ul IPOBEPKH () (HEKTUBHOCTU NPUHATHUS PELICHUI.

TakuM 00pa3oM, KOHTPOJIb SIBIIsSIETCA 0OBEKTUBHOM HEOOXOIMMOCTBIO, TaK KaK JIaXKe caMmble ONTUMAaJIbHbIE
IUIaHBl HE MOTYT OBITh pEaJIn30BaHbl, €CIM UX HE JOBECTH JO HCIOJHHUTENEH M 3a MX HCIOJHEHUEM He
HaJIaIuTh NOCTOSIHHBIA KOHTPOJIb.

Bomnpocs! s noBTOpeHns

1. Yto BBl MOHMMAETE MOJI YIIPABICHYECKUM pellieHueM?

2. Ha3zoBute 0OCHOBHBIE CTaJUH MPOLIEcca MOATOTOBKU U MPUHATHUS YIIPABIEHYECKUX PEIICHUN.

3. Haiite xiaccuuKalnio U 0XapaKTepu3yiTe BUAbI YIIPaBICHUYECKUX PELICHUH.

4. Yem oTIMYAIOTCS peUICHUS], IPUHUMAEMbIE B YCIOBHIX ONPEICIIEHHOCTH U B YCIOBHSX pHUcKa?

5. OObsICHUTE pa3IMuus MEX/1y 3alpOrPaMMUPOBAHHBIMU U HE3aIIPOTPaMMUPOBAHHBIMU PELICHUSMHU.

6. [laiiTe xapakTepUCTUKY IIpOLiecca IPUHATUS YIIPaBICHUECKUX PEIICHUH.

7. [lpuBeaute oOuIyt0 KiIacCU(PUKALMIO METOJO0B MPUHSITHS YIPaBIEHYECKUX PELIECHUM.

8. B uem UHIMBUyalbHOCTD CTUJIEH IPUHSTHS PEIICHUN?

9. HazoBure aktopbl 3pPeKTUBHOCTH MPUHUMAEMbIX PEIICHUMN.

10. HazoBute TpeboBaHus, NPEIbIBISIEMbIE K YIIPABICHUECKUM PEILICHUSM.

11. Kak Bl HOHMMaeTe IpOLeypy OpraHru3ally UCIIOJHEHUS YIIPABICHYECKUX PEIIeHU?

12. Jlns yero Hy>Ke€H KOHTPOJIb 3a BBIIIOJIHEHUEM PELICHHUS?
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