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A Model of production process and rendering of service in education

Establishing a university management quality system is a very complicated and multifold task. Its main
purpose is to start and support processes of constant improvement. The basis for decision making is an
efficient monitoring system which should correspond to the management quality model and provide reliable
information on results of monitoring and quality assessment.

JT OCTaHOBKa 3a/1ayuu. Briciee yueOHOE 3aBee-
HU€e HAa OCHOBE CBOETO BUICHUS WJIH TIO]] BJIU-
STHEM BHEITHUX TPeOOBaHUI CO3[aeT CBOI COO-
CTBEHHYIO CHCTEMY TrapaHTHii KadecTBa 0OpasoBa-
uusa. OCHOBBIBasSICh Ha YTBEPXKIEHWH, UTO Kade-
CTBO — MHOTOACTIEKTHOE KOMTIJIEKCHOE TIOHATHE, He-
00XO0IMMO TOBOPUTH O KayecTBE IMPOIECCOB, Kaye-
CTBE PecypcoB (YeJOBEYECKIX, MATePUATBHBIX, yuel-
HO-MEeTOANYECKUX, HH(POPMAITMOHHBIX 1 JIP.), Kaue-
CTBe HOPMATUBHOI Oa3bl, KAUECTBE PE3yIbTATOB, Ka-
YyecTBE COIMATBLHOTO TapTHepcTBa U 1p. B moce-
JTHee BpeMsi MHOTHE BY3bl CO3/IAI0T U cepTuduIim-
pyIoT cucTembl MeHekMeHTa KadectBa (CMK), oc-
HOBaHHBIE HA MCTIOJIb30BAHUN PA3JIMUHBIX MOl
ISO 9001 : 2000 (TOCT P NCO 900: 2001); Es-
pormefickoro ¢oHma MO MeHeIKMEHTY KadecTBa
(EFQM) u ee moaubukauu st BbICIIEro oOpa-
3oBaHust; npemun IlpaBurtesnbctBa PD B obmactu
KavyecTBa; IpeMun KOHKypca MunucrepcTBa obpa-
3oBanust PMD «BHYTpUBY30BCKHE crCTEMBI 0OeCTie-
YeHUs KavyecTBa MOJATOTOBKHU CIIEIIUATUCTOBY U [IP.
[1—4]. Onnako BaskKHBIM SIBJISIETCSI HE TOJBKO CO-
3manre CMK Bysa u ee ceprudukaius, Ho 1 MMOJI-
Jep:KaHre CUCTEMbBI B aKTyaJbHOM COCTOSHUM, 3a-
MTyCK TIPOIIECCOB TIOCTOSTHHOTO COBEPIITEHCTBOBAHUS
KauyecTBa (peasmsanus 1ukjaa PDCA — Planning,
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Doing, Checking, Acting V. 3. Jlemunra) [5]. CBsi3b
mraroB MukJaa JleMuHTa BO3MOKHA TPU HATUINU B
CMK By3a KOMIIJIEKCHOW CHCTEMBI MOHUTOPUHTA U
OIIEHKHN KauecTBa, KOTOPas MO3BOJUT (POPMUPOBATH
aJIeKBaTHbBIE YIIPABJISIONINE BO3/IEICTBUS.

OJIHO M3 OCHOBHBIX TTPOTUBOPEUMNI POCCUHCKOI
CHCTEMBI BBICIIIET0 OOpa3OBaHUsI Ha COBPEMEHHOM
aTare — OCTPBIi 1epUIIUT PHIHKA TPY/A B KBATUDU-
IUPOBAHHBIX CIEINATNCTAX, C OJHON CTOPOHBI, M He-
BOCTPEOOBAHHOCTDH 3HAUMTEIHHOTO YHCJIA BBITYCKHI-
KOB BY30B, C IPyroii cTopoHbl. OCHOBHAS MPUYMHA
CITOKUMBINEHCS CUTYaluu — OTCYTCTBUE 3(h(eKTHB-
HOI CHCTEeMBI B3aMMOJICHICTBHS BCEX 3aHTEPECOBAH-
HBIX CTOPOH, HAYKMHASI C ATAlla UCCIEI0BaHKsI OTPeb-
HOCTeH B ycIyre,/TIPOAYKIINH U €€ TPOCKTUPOBAHMS 1
3aKaHYMBAs OIEHUBAHUEM KayeCTBa YCJIYTH, MOHUTO-
PHMHTOM Y/IOBJIETBOPEHHOCTH MOTPeOUTEIEN 1 TIJTaHH-
POBaHUEM ITPOIECCOB COBEPIIIEHCTBOBAHMSI.

Omucanue monemu. Ha pucynke mpejcrasJie-
Ha YKpYIHEHHas MOJeJb OKa3aHWs BY30M YCIyT
yuebHoTo HazHavenust. [IpuBeneM mobaouHOe OTH-
caHre MOJIeJIN U TIOKakeM XapaKTep CBA3eH Mex1y
6sokamu. [lanHas MOJIesib, COOTBETCTBYIOINIAS Tpe-
6osanusm craugaptoB TOCT P MCO cepun
9000 : 2001, koppecIOHAUPYET C KIACCUUECKON TIPO-
1eccHo# Mojtesibio Tiukia PDCA [4].
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Biaok 1 — <«Ilorpedurenn». OcHOBOI 000
CMK, paBHO Kak M HACTOSIIENW MOJEIN, SIBISIOTCS
norpebuTesn (3aMHTEPECOBaHHBIE CTOPOHBI — KakK
BHENTHUE, TaK W BHYTPEHHUE), TaK Kak Bce [eii-
CTBWS TI0 PEAJIN3AITNH TIPOIIECCOB KU3HEHHOTO ITUKJIA
YCJIYT/TIPOAYKIIMK HAaUMHAIOTCS ¢ moTpedureneii u
UMW Ke 3aKaHunBaloTcs. Bxos Mojenn — nccyiemno-
BaHue MOTPeOHOCTEH 3aMHTEPECOBAHHBIX CTOPOH.
WccnepoBantbie OTPEGHOCTH, OIMCAHHBIE HA A3bI-
Ke 1oTpebuTesieil, — OCHOBA ISl TPOEKTUPOBAHMS
U TIOCJIE/TYIOIIETO TTPOU3BOJICTBA YCJIYTH /TIPOLYKITUH.
B Tabsa. 1 npusezena XxapakTepUCTUKA IIOTpeOUTE-
Jieil By3a, pasHooOpasue u creliuduka KOTOPbIX OIl-
PEZENSTIOT U HEKOTOPbIE 0OCOOEHHOCTH MOJIEJTH B ITPH-
MeHEHHUH K BbICIIEMY 00pa30BaHUIO.

[Tousitue «moTpeOUTENb> CBSI3aHO C TIOHATHEM

H

«yCJIyra/mpoayKiusi» Bysa. B tabi. 1 npuBeeHb
OCHOBHbIE THIIbI TOTPEOUTETIEN 1 COOTBETCTBYIOIINE
UM YCJIYTU WU TIPOAYKIUS By3a.

CMK By3a moikHA CONEpKATh MEXaHU3MBI
MOHUTOPHUHTA MOTPEOHOCTEN U OKUIAHWIT TOTpe-
GuTesieit n obecreynBaTh Co31aHIe YCIyTH BOCTpe-
GOBAaHHOTO WJIU TIPEIBOCXUIIAEMOTO KauyecTBa TSt
YIOBJIETBOPEHUsT TTOTPeOHOCTEH BCEX 3aMHTEPECO-
BAHHBIX CTOPOH.

Baok 2 — «IIpoekTupoBaHue yCJIyrd/MpoayK-
nun». [IpoexTupoBanue ycayru/poayKIuu B CO-
BOKYITHOCTU C CUCTEMHBIM U TIPOIECCHBIM TOJXO-
JIOM M TIOCTOSTHHBIM YJIYYIIEHWEM TI03BOJISIET Pac-
CMaTpUBATh JIEATEITHHOCTD By3a KaK CUCTEMY B3au-
MOCBSI3aHHBIX TTPOIECCOB, HATIPABJIEHHBIX Ha MOBHI-
IeHre CTeTeHN yAOBJIETBOPEHHOCTU BCEX 3aWHTe-

Tabnuua 1

ITorpeOuTen 06pa3oBaTeIbHON YCIYTH/TPOSYKIUH By3a

TloTpeGuTenn

Abumypuenmuol

Cmydenmot (1100ble KaTErOPUH 0OYUYAOMIUXCSI KAK
BHYTPEHHUE MOTPeOUTEN 00PA30BATENbHBIX YCIIYT)

Opzanusavyuu (IPeNNPUATHUS ), 3aKTIOUYUBIINE C BY30M
JIOTOBOPBHI HA TEJIEBYIO TOATOTOBKY CIIEIIHAIUCTOB

Compyonuxu opzanuzavyuti u npeonpusmuii (B TOM 4uciie
[PEIoAaBaTe/id U Apyrie COTPYAHUKE BY30B), 00yda-
Iuecd 1mo nporpaMmMaM MOBbINIEHUA KBaJII/I(bI/IKaL[I/II/I njiin
1poeccnoHaNIbHON MEePernojroToBKN

Opeanusayuu (MpeIpUATHS), 3aKIIOYNBIINE C BY30M
TaK#e JI0rOBOPBI

Juya, moyyyaiole BTOpoe Bbicliee 0O0pa3oBaHue W
BbICIIee OOpaszoBaHue Ha Gasze cpesHero MpoheccuoHa b-
HOTO

Opezanusavyuu wiv npeonpusmus (paboTofaTesu, moTpe-
6uresn cruenuaniuctos) Kaoposvie azenmcemsa, oprannsa-
IMU-TIOCPETHUKH TI0 HAWMY CIIEI[MATICTOB

Bysvt — BHyTpeHHEE TOTPEOUTENIN BBITYCKHUKOB KaK
IperioziaBaresieil, Hay4HbIX COTPYAHUKOB, IPYTUX CIIEI[N-
AJNCTOB

Obwecmeo

Tocydapcmeo

IIpenodasamenu

IIpomyxmus/ycayra

Obpasosamenvivie ycayeu: TPEIOCTaBIEHIE BO3MOKHOCTH
HOJIYYUTh 3HAHUS I Oyaynieil npodeccuoHaIbHON
JeSTeIbHOCTH

Obpasosamenvioie yciyeu: OCHOBHBIE 0OPa30BATEIbHBIE
nporpammel — OOII, ycmoBust mis ¢Gpusudeckoro, Kyib-
TYPHOTO, UHTEJUIEKTYaIbHOTO PA3BUTHUsI, TBOPUECKOU U
HAYYHOU JeATEJbHOCTU; CIEIUATN3UPOBAHHBIC TPOTPaM-
MbI O6y‘leHI/IH JUIA TIPOXOJK/IEHUA TOATOTOBKU 110 JOTOBO-
paMm C TIIpeAnpuATuAMU, Oprannu3anuiaMmn

Ob6pasosamenvivle ycayezi: TONOTHATEIbHOE TIPOPECCHo-
HasJbHOE 0OpasoBaHue, crelnuaibible 0Opa3oBaTeIbHbIE
[pOrpaMMbl [OBBILIEHH KBaAU(pUKALUN 1/ UK 1Ipodec-
CHOHAJIbHOI IIEPEIIoArOTOBKY KalpOB

Ob6pasosamenvivie ycayezu: OOTI, obecnieynBaronme
npuobpereHue AOTMONHUTENbHBIX 3HAHUIT U HABBIKOB 110
HOBOII CHENUaTbHOCTU WJIM TI0 TOH Ke CIeIUaIbHOCTH,
HO Ha 6oJiee BBICOKOM YPOBHE

Bbmycxﬂwcu: CIIelIaJInCThI, 06J1a11a101up1e HeO6XO[[I/IMI)IMI/I
HpO(beCCI/IOHaJH)HbIMI/I SHaHUAMM WM HaBbIKaMM; IIOTE€HIIM-
aJIbHbI€ COTPYAHUKU

Bunycknuxu: cieninaancTel Bulciieil kBaaudukaum,
HOBbBIE HAy4HbIE COTPY/IHUKH, TIPEIoaBaTe/d, COTPY/[HHU-
KM 110/lpas/iesIeHnii By3a

Bownycknuku: aiensl obuiecTsa, 001alanmue KyJabTyPHbIM
U MHTEJJIEKTYaAJIbHBIM YPOBHEM, HPABCTBEHHBIM U (PU3N-
YeCKWM 37I0POBbEM, IIEHHOCTHON OpHeHTaInei, MIpPOBO3-
3peHueM

Obpasosamenvivie yciyeu JJist TIEHCUOHEPOB, JKETAIIIIX
HOBBICUTh 00PA30BATE/bHbII YPOBEHbD, IPYIHE COIM-
aJbHbBIE 3aKa3bl

Buinycknuxu: rpaskiane, CeruagrncTbl, HaJIOTOTIATe N b-
IMUKN

Cmyodenmot, TPOLIEIINE TOATOTOBKY 110 MPEABILY ITIM
JUCIUILIMHAM yu4eOHOro IMiaHa
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PECOBAHHBIX CTOPOH 32 CYET 00eCIeYeHus: U MOCTO-
SIHHOTO YJIYUIIeHWsI KaueCcTBa YCJIYTH/TIPOAYKIINN
By3a Ha BCEX CTA/USIX €€ KU3ZHEHHOTO I[UKJIA.

[TpoekTupoBaHue ¥ MJIAHUPOBAHUE TIPOIECCOB
peoCcTaBIeHnst 06pa3oBaTENbHBIX YCIYT HUMEET
PEryJISAPHBIN XapaKTep U BBITIOJHSETCS B YCTAHOB-
JIEHHOM Topsiike B TedyeHune yuebroro roga [6]. Ha
aTare MPOeKTUPOBAHUS OCYIIECTBISETCS TPeobpa-
30BaHue MOTPeOHOCTE! 3aMHTEPECOBAHHBIX CTOPOH,
[PE/ICTABJIEHHBIX B IOTPEOUTETHCKIX TEPMUHAX, B
cofiepsKaTeIbHble XapaKTEePUCTUKHU YCIYTH WU TIPO-
IOYKIUU: TeXHIYECKUe, 9PTOHOMIYECKIE, BpeMEHHBIE,
CTOMMOCTHBIE, TPO(ecCuoHaNIbHbIE U TIPOYKE C 3a-
JaHUEM KOJUYECTBEHHBIX 3HAYEHUI IapaMeTpoB.
Kak mpaBuiio, moTpebuTesin BbICKa3biBaloT CBOOO/I-
HbIE CYKIEHUsT O KauecTBe, MOTPEOUTEIbCKIX CBOM-
CTBaX MPOJYKIUU/YCIYTU U MPOYUX TPYAHO (HOP-
MaJIM3yeMbIX XapaKTePUCTUKAX KaK caMoii ycaryru/
MPOAYKIINH, TaK U CIIOCO0ax ee JOCTaBKK MOTpebu-
Teqo. BajkHOW M MOCTAaTOYHO TPYMHOU SBJSETCS
3aja4a IpeodpasoBaHus IIOTPEOUTENLCKUAX CBOICTB
MPOJIYKIIMK B aJleKBaTHbIE (C TOUKU 3PEHUs JIOCTHU-
JKEHUST BBICOKOTO KauecTBa) XapaKTePUCTUKU, TIPEJI-
CTaBJIEHHBIE B TEPMUHAX MTPOU3BOJICTBA YCIYTH/TIPO-
nykiun. OWH M3 aKTUBHO WCIOJIb3YEMBIX B CO-
BPEMEHHOM MEHE/[PKMEHTE KayecTBa METO/I0B TIPO-
€KTUPOBAHUS YCIYTU UJTH TIPOAYKIIUU SIBJISIETCST Me-
TOJI CTPYKTyprpoBanngd Gynkimii kadectsa (QFD —
Quality Function Deployment) [7]. Maes merona
COCTOWT B MOCJIEZIOBATETHHOM MTPEOOPA30BAHUN TpPe-
GoBaHuil MOTPeOUTENEN HEKOTOPOIT YCIYTH, TTPOIYK-
11U, TIPOIIECCA, BBIPAKEHHBIX, KaK MPABUJIO, B He-
YETKUX TEPMUHAX, B KOHKPETHBIE XapaKTePUCTUKU
U TTapaMeTpbl MPOIYKITNHU/YCIYTH, TPOIECCOB, BHI-
pakeHHBbIe B TEePMUHAX TPou3BoanTeseil. MeToj
QFD wucnonb3yercst ipu pazpaboTke HOBOW MPoO-
JYKITUY/YCIIYTH, MOjieJieil OU3HeC-TPOIEecCOB N
TIPU UX MOAMDUKATIIH.

[TocsenoBaTebHOE TPUMEHEHNE METO/A TIpe-
JyCMATPUBAET TTOCTETEHHYIO JAETAIU3AIII0 TPeOO-
BaHWiT HoTpebuTe el 10 YPOBHS, JOCTATOYHOTO JIJIsT
HEIIOCPE/ICTBEHHOTO U3MEPEHUS U KOHTPOJIST XapaK-
TEPUCTUK YCIAYTU/TPOAYKIIUU B MPOIECCE MPOU3-
BOJICTBA M TIAPAMETPOB TIPOU3BO/ICTBEHHOTO TIPOIIEC-
ca, TapaHTUPYIOIIUX HEOOXOIMMbIE 3HAYCHS XapaK-
tepuctuk. Meton QFD ocnoBbsIBaeTcst Ha TIOCTpOe-
HUW CIIENUAJbHON MaTPUUYHOM JuarpaMMbl, KOTO-
pasi Ha3bIBAETCS «JIOMUKOM KadecTBay. «/loMUK Ka-
YeCcTBa» OTPAKAET PE3YJIbTAThI TPOBEIEHUS OT/IEb-
ubpix sTanoB merogukun COK u sBisercs: rpadu-
YECKUM UHCTPYMEHTOM JIJIsI aHAJIu3a U TPUHSTUS
yrpasJyieHueckux pemnieHuil. CpopMupoBaHHbIE TTPU
MPOEKTUPOBAHNUU YCJIYTH XaPaKTEPUCTUKU TIOCTY-
natoT B OJIOK 3, e OHU OyayT IMpeACTaBJIeHbI B
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BUJle KOHKPETHbBIX 3HAUEHUI apaMeTPOB U XapakK-
TEPUCTUK YCJIYTHU/TIPOJYKIINN, OCHOBHBIX M BCIIO-
MOTaTeJIbHBIX MPOIECCOB UX Pean3alluu U, BO3MOK-
HO, B (hopMain30oBaHHOI hopme

Biok 3 — «3asBisieMble XapaKTePUCTHKH yC-
ayru/mpoayKuun» . B mannom 6yoke 00beanHeHbI
BCe TIAHUPYeMbIe XapaKTePUCTUKH CITPOEKTHPOBAH-
HOU U 3aMJIAHUPOBAHHOW K MPOM3BOJICTBY B 6JIO-
Ke 2 yCJIyTH/TIPOJYKIUU. 3/1eCh XapaKTEPUCTUKU
mpesicTaBieHsl B hopMe, TIPUTOIHON 71 3aIycKa
MIPOIECCOB PeATU3ANNU MPOAYKIINH/YCIAYTH. 3asB-
JisieMble XapaKTePUCTUKH TIOCTYMAOT Ha OJI0K 8, amHa-
JIM3UPYIOMIUE PACXOKIEHUE MEXK/IY 3asiBJISIEMbIMHU,
MJIAHUPYEMBIMU 1 U3MEPEHHBIMM XapaKTepPUCTUKA-
MU YCJYTH, JJisI TOTO 4TOOBI BBISIBUTH HECOOTBET-
CTBUSA 1 cDOPMHUPOBATH YIIPABJISIONINE BO3/ECHCTBUS
LTSI COBEPIIEHCTBOBAHUST KAUeCTBA.

Baok 4 — «HopmarusHo-npaBoBasi 6asza».
Peanuzarus mporieccoB KU3HEHHOTO UK YCIYT
(MPOYKIIMK) PEriaMeHTUPYETCsI HOPMaTUBHO-IIPa-
BOBOH 6a3oil (enepasbHOTO YPOBHS, OTPACIEBOTO,
ypoBH# By3a, fokymenTamu CMK:

* denepanbhbiii ypoeHb — 3akoH PD «O6 06-
pasoBanumny; 3akon PD «O BbiceM U TOCTEBY-
30BCKOM ITPOGeCcCHOHaTbHOM 00pPa3oBaHUN»; MTOCTa-
Hosjienne IIpasutenbcrBa «O0 yTBEPKICHUU TIO-
JIOJKEHUS O TOCYZAPCTBEHHOM aKKpPEJAUTAIIUU BHIC-
mero y4eOGHOTO 3aBeleHus»; TocTanoBieHue [Ipa-
BuTesbcTBa «O6 yrBepKAeHun THIIOBOTO MOJIOKe-
HUst 00 0Opa3oBaTEJbHOM YUPEKIACHUU BBICIIETO
npodeccnoHanIbHOr0 0OpasoBaHus (BbICIIEM yueh-
HoM 3aBegeHun) PO» u mp.;

* orpacaesoit yposeub — ['OCwt BI1O, npuxka-
3bl, TIOCTAHOBJIEHUS, TOJIOKEHST, TPeOOBAHMSI, pac-
MOPSIKEHNS, METOJNYEeCKIEe YKa3aHus U JIp.;

* YPOBeHb By3a — YCTaB, NPUKAa3bl, MOJOKe-
HUs, TPeOOBAHMS, PACIOPSIKEHUST, METOAUIECKUE
YKa3aHUs, pEKOMEH/IAITNHU U TIP.;

» noxkymentsl CMK Bysa — pykoBoacTBO 10O
KaueCcTBY ¥ IMPOYUE JOKYMEHTBI, PerjiaMeHTUpPYIO-
e gynkiuonnposanue CMK.

HopmatuBHO-11paBoBasi 6a3a BO MHOTOM OTIpe-
JIeJISIeT KaueCTBO YCJIYTH/TIPOAYKIIUU YIKe Ha dTarre
MJIAHUPOBAHUS U TPOEKTUPOBAHUS.

Baok 5 — «Pecypcsbi». Pecypcbl HeoOXOAUMBI
By3Y JIst 00eCIieYeHusT BCETO IUKJIa TPOU3BOCTBA
yeayru. B pamnoit pabore pecypcHoe obecrieuenue
GyneM TOHUMATh OoJiee MMPOKO — KaK Ka[pOBBIE,
MaTepuaJbHO-TeXHIUUECKUe U (puHAHCOBBIE, MHDOP-
MallMOHHbIE YCJIOBUSI, KAK BHEIIHUE U BHYTPEHHUE
YCJIOBHSI, HEOOXOIUMBIE JIJIs IIPOU3BOACTBA YCIYTH,
YIOBJIETBOPSIOIIEH TOTPEOHOCTSIM 3aUHTEPECOBAH-
HbIX cTOpoH. CTPYKTypa 1 KiaccuuKranus pecyp-
COB — mpeaMer Oy/yIliero mcciepoBanus. B man-
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YnpaBneHue kayecTBom o6pazoBaHusi

HOI paboTe TOIBLKO MEPEYNCTIM HEKOTOPbIE U3 HUX:
IleJIM OllepaTUBHBIE W CTparernyeckre, ob6pazoBa-
TeJTbHBIE TTPOTPAMMBI; TEPCOHAT BY3a BCEX KATETO-
puit; aOUTYPUEHTBI M BCE IPYTHE MOTPEOUTENH C X
BXO/IHBIM TOTEHIIMAJIOM; y4eOHO-METOANIECKIE U
uH(OPMAIIMOHHbIE PECYPCHI; MAaTePUATbHO-TEXHU-
deckas Oasza, puHAHCHI, WHOOPMAIMOHHO-00pa30-
BaTebHAsA CPe/la, CUCTEMbI TEXHOJOTUYECKOI TTOI-
TEPAKKU U JIP.

JIi060i U3 TMepednciIeHHbIX TUIIOB PECYPCOB
3aCJIy;KMBAeT OTHAEJbHOTO BHUMAaHMUS, TaK KakK OIl-
peJiesIsieT YCIOBUST IOCTHKEH ST TOCTABIEHHBIX B 00-
JIACTH KadecTBa 1leseil. Bosee moapobHo paccmor-
p¥M JIKIIb HeKoTOopbie pecypcebl. Kaaposoe obecte-
YeHUe OTpeJesisieT KauecTBO MPOoheccopPCKo-Iperno-
NIaBATEJNbCKOTO, HAYUYHO-UCCIEI0BATENBCKOTO U aJl-
MUHUCTPATUBHO-YIIPABJIEHYECKOTO TEPCOHANA BCEX
ypoBHeil (TTpodeccnoHaIbHbIE, IETOBBIE U INTHOC-
THBIE XapaKTEePUCTHUKH, CIIOCOOHOCTH K 00pasoBa-
HUIO U Pa3BUTHIO, 06JIa[aHie COBPEMEHHBIMI 3Ha-
HUSIMU ¥ HaBBIKAMU, HapuMmep UHGOPMAITUOHHO-
KOMMYHUKAIIMOHHBIMUA KOMITETEHITUSIME, U TIP.);
KauyecTBO y4eOHO-BCIIOMOTATEIbHOTO MepCOHAa
nojipaszesnenuit Bysa. Mudopmanmonnas rpaMot-
HOCTH TIEPCOHAJA J0JKHA OBITh a/leKBaTHA COBpPe-
MEHHOMY YPOBHIO Pa3BUTHs UH(DOPMAITHOHHBIX TEX-
HOJIOTUI. YHUBEPCUTET JOJKEH UMETh JOCTATOY-
HOe KOJMYeCTBO KBATM(UIIMPOBAHHBIX CIIEIIUATNC-
TOB JIJIsI pean3aIiy 00pa3oBaTeIbHBIX TIPOTPAMM,
[IPOBEJIEHUS] COBPEMEHHBIX HAYYHBIX U HAyYHO-Me-
TONMYECKUX MCCJIE0BAHUM, YIIPABJIEHUs TIPOIecca-
MU B By3e. BaKHO ¥ CJIOKHO TTPOBOJUTH MOHUTO-
PHUHT MEPCOHANA U CO3/1aBaTh CTUMYJIUPYIOIIIE Me-
XaHU3MbI €T0 Pa3BUTHUsL. ITO OOBSICHSIETCST TEM, YTO
riaBHbie cyobekTel CMK By3oB — mpernogasaresu,
yueHble, CIEIMATUCTDI U CTYIEHTDI SIBJISIIOTCS CII0K-
HBIMU, 3aKPBITBIMU 00bekTamu [8]. Hanpumep, me-
ATEJTBHOCTD TIPETTOIABATEJISI MOSKHO XapaKTePH30BaTh
KaK «KaueCTBEHHYIO», eC/ii pa3paboTaHa, MpUHsTa
1 QYHKIMOHUPYET CUCTEMA MOHUTOPUHIA U OIEH-
KM KayecTBa y4eOHOTO MPOIlecca U IMPerogaBaTeib-
CKO¥ JIeSITEILHOCTH; CO3/IAHDI YCJIOBUSI JITIST €T0 TIPO-
(heccnoHANIBHOTO POCTA U MOBBINIEHNS] MACTEPCTBA;
€CJIN TIPETIo/IaBaTe b UMeeT aBTOPCKYIO CUCTEMY Jie-
ATEJIBHOCTH W BJIAJIEET MHCTPYMEHTOM OOBEKTHB-
Hoit camoorienku. [Tokazarenem KayecTBa fesTesb-
HOCTU TIPETTOJIABATEIST SIBJISIETCST HAJIMUNE KOMILJIEKCa
y4eOHO-METOIMYECKIX MATEPUATIOB M0 TUCIIUTLIN-
He, UCIIOJIb30BaHUeE B y4eGHOM MPOIecce HOBBIX MH-
(bopMaIMOHHBIX TEXHOJIOTHH, METO/IOB «aKTUBHOTO
YYEHHUsI», TOTOBHOCTb TIPEIoiaBaTesisi K 0OOMEHY OIIbI-
TOM ¥ cTpemJienne K mMpodeccHoHaIbHOMY COBEp-
rreHcTBOBAHUI0. CTYEHTBI «XOPOIIUX> TPENo/IaBa-
Tesiell B CBOEM OOJIBITMHCTBE MOHUMAIOT U ITPUHMU-
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MaloT WX, y4aTCd C UHTEPECOM, MMEIOT KeJaHue
PO0JIKATh paboTaTh ¢ HUMM, a MpernogaBaTesn
CO3/IAI0T MOTUBAIIMIO K YUEHUIO.

[Tox yueOHO-METOIMUECKMMHU 1 MH(MOPMAITUOH-
HBIMH PeCypcaM¥ CJIeyeT MOHUMATh 06pPa3oBaTeb-
HbIE TIPOrPAMMBbI, y4eOHO-METOANYECKYIO JIUTEPaTy-
Py, cucteMy nHMOPMATMOHHO MOIIEPKKA TTPOITEC-
COB TIPeNOCTaBJIEHNST YCJAYTU WU TPOU3BOCTBA
MPOAYKIINY B IesioM. By3 mo/keH rapanTUpoOBaTh
HaJIMane aieKBaTHOW CPeJIbl 1 PEeCYPCOB BBICOKOTO
KavecTBa I/ TPOU3BOICTBA YCIYT/TPOLYKIIA.

baok 6 — <«IIpomecchl KU3HEHHOTO IHMKJA
yeayr/npoaykuuus». [Iporecchbl ;KU3HEHHOTO TTUK-
Jla YCJIYT/TIPOAYKIIMU — COBOKYITHOCTH JeHCTBUI,
KOTOpbIe HEOOXOAUMO TMPEANPUHATD IS T0Jyde-
HUS YCIYTH/TIPOAYKIIMN BBICOKOTO KavyecTBa. IIpo-
1[eCChl KU3HEHHOIO IMKJAa OY4eHb MHOTOOOpPasHbI,
B3aMMOCBSI3aHbI U TOJKHBI PACCMAaTPUBATHCS C CH-
cTeMHBIX mo3uIuii. OCHOBHbBIE MPOIECChl — yueb-
HBIH, HAyJYHbI, PECypCHOTO 00ecTeYeHus, yipas-
Jeare. MOHUTOPUHT U OIleHKA KadecTBa IPOIleC-
COB — CJIOXKHasi ¥ BaskHas 3aj1a4a. CJIOKHOCTH OI-
peleJIIeTCsl CII0KHOCTHIO CAMUX MPOIECCOB U MOJI-
MIPOIECCOB, CUCTEMBI UX B3aUMOCBSI3€ii, a TAKIKe TeM
(haxToM, UTO Ha TIPOTIECCHI JKU3HEHHOTO IMKJIA TIPO-
YK 3aMBIKAIOTCS PECYPCHI, YCJIOBUS BHETTHEN
U BHyTpeHne# cpexnsl u ap. IIporeccsr Bo MHOTOM
OTIPEJIETIATOT Pe3yJIbTaThl, KA4YeCTBO KOTOPBIX JI0JI-
KHO OBITh 3allJTAHUPOBAHO Ha dTaIle IPOEKTHPOBaA-
HUS U He TIOTEePSHO B MPOIlecce TPOU3BOACTBA yC-
ayru. B obpasoBanuy Kak HU B KaKOH Apyroii cde-
pe BaJKHO YMETb TIPEIOTBPAIIATD TOSIBJIEHUE HECO-
OTBETCTBUI (PACXOXKIECHUS MEK/TY TLITAHUPYEMbBIMU
U TTOJTyYEeHHBIMU Pe3yJIbTaTaMN).

Baok 7 — «MOHUTOPUHT U OIleHKa KayecTBa» .
B npemsiokeHHON Mojeau JaHHBIH OJOK BbiAeJeH
Kak camocTosATeabHbIN. OHAKO U3 OMMCaHus TIpe-
JBIAYIUX OJIOKOB BHHO, YTO 3JIEMEHTHI MOHUTO-
PHMHTA MPUCYTCTBYIOT B KAXKIOM OJIOKE U SIBJISTIOTCS
pactnipeneneHaEbIMU DyHKIMAMUA. OCHOBHAS HATPy3Ka
6JIOKa — MOHMTOPHUHT M OIlEHKAa KayecTBa Pe3yJib-
TATOB HallpaBjieHa Ha TOJIy4eHue 0OpaTHOI CBSI3U
1 3aMBIKaHWE B KOJbIO aTanoB <«lcciemposanue
HoTPeOHOCTEN 3aMHTEPECOBAHHBIX CTOPOH» — «IIpo-
M3BOJICTBO yCAyTH/Tpoaykiuny — <«M3mepenue
YIOBJIETBOPEHHOCTH 3aWHTEPECOBAHHBIX CTOPOH».
Pesybrar geiictBust 06paTHOI CBI3U — (HOPMUPO-
BaHUe OOHOBJIEHHBIX TpeOOBaHUI. YPOBEHb YI0B-
JIETBOPEHHOCTH TTOTPeOUTENIEll — OIMH U3 BasKHEl-
mux TokKasareseir aphekTuBHOCTH paboThl By3a.
ITOT TOKa3aTesb CJedyeT CUHTe3UpPOBATh W TIPU-
MEHSTh B CUCTEME MOHUTOPWHIA U OIIEHKU Kaye-
cTBa. YPOBEHD y/IOBIETBOPEHHOCTH TTOTpebUTENEN
M3MEPSIIOT, COMOCTABJISS TIAHUPYEMble 3HAYEHUS
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roKazaTesell KayecTBa C UX PeaJbHBIMU 3HAUEHUS -
mu. [Tpuanun TOCT P M1CO 9001 : 2001 — «Opu-
eHTaIUsT Ha MOTPeOUTEsT» MOAPa3yMeBaeT BbIsSIB-
JIEHWEe TEeKYIIUX W MPeABOCXUIeHNE OYIAYIINUX M0-
TpebHOCTEN MoTpeduTENell U OPUEHTAINIO Ha I10-
BBITIIEHNE CTETIEHN UX YZ0oBJIeTBOpeHHocTu. 13 on-
peziesieHns SICHO, YTO MOHUTOPUHT MHEHUI MOTpe-
OuTesiell IOJKEH POU3BOAUTHC B [[BA dTala: IPU
MPOEKTUPOBAHUHN TIPOAYKTa,/yCAYTH U TIPU TOCTe-
IyIoTIel olleHKe YAOBIETBOPEHHOCTH TTPOAYKTOM/
yeayroit [2].

Crenuduka o6pasoBaHus TAKOBA, YTO MHOTHUE
XapaKTEPUCTUKU TIPOAYKIIUY OMPEAESIOTCS Kade-
CTBEHHBIMU TIOKA3aTeJNIMU, U3MEPSEMbIMU B Pas-
HOTHUITHBIX MIKAJAX: KOJUYECTBEHHBIX, HOMUHAIb-
HBIX, TOPSIZIKOBBIX (PAHTOBbBIX, OAJILHBIX), HEYET-
Kux u T. 1. CieoBaTeJbHO, METOIBI MOHUTOPUHTA
U OIIEHKH KayecTBa TakKKe MHOr0OOpasHbl U Tpedy-
0T ydeTa crennduku mokazaTesneil. Pe3ymbTaTh
MOHHUTOPHUHTA JOJIKHBI OBITh TIPEICTaBIEHbI B BUJIE
CaMOCTOSITETbHBIX MV WHTETPUPOBAHHBIX ITOKA3a-
TeJsieid, cojlep;KaHue KOTOPbIX M MHTEPIIPETAIHs J10JI-
JKHO OBITh YETKUMHU, OIPeIeJEeHHBIMI U TOHSITHBI-
MU C TOYKH 3PEHUS UX MOCJEIYIONIEro UCII0Ib30-
BaHus B yrpasiaernn. OHU HEOOXOAMMBI HE TOJBKO
TSt KOHCTATAI[MY YPOBHS KAauecTBa W CTETIEHU y/I0B-
JIETBOPEHHOCTH, HO, TIPesK/ie BCETO, I (hOPMUPO-
BaHWI HOPM KadecTBa U YIIPABJIIIONNX BO3AEHCTBII
NI YCTPAHEHU W/WIU TPeAyTIPesKIeHNsT HeCOOT-
BeTcTBUIL. B 00pasoBaHUM aKIEHT CJIELyeT JAejaTh
Ha TIPELYTIPEKAEHUN TTOSIBJIECHUS TIPOJLYKINN,/YCIIyTH
HU3KOTO KAauyecTBa, a He HA YCTPAHEHUM YyKe BO3-
HUKIIIETO HEeYIOBJIETBOPUTEIBHOTO pe3yJibTata. biok
MOHHUTOPHWHTA TPeOYeT UCIIOIb30BAHUST TPAMOTHBIX
aZIeKBaTHBIX METOJNK W BBICOKOIIPO(heCCHOHATHHO-
o nepcoHasa, 06J1aaronero CHCTeMHbIMU 3HAHUSI-
MU B 00JIaCTH CTaTUCTHYECKOIO aHAIN3a, MEHE K-
MeHTa KadecTBa, CHCTEMHOTO aHAJIN3a U JIp.

baok 8 — «Pacxoxkaenue Mexay 3asBise-
MBIMU M HU3MEPSEMBIMH XapaKTE€PUCTHUKAMH»> De-
3yJIbTaTOB MOHUTOPUHTA. CpaBHEHUE 3asIBJISIEMBIX
XapaKTEPUCTUK C Pe3yJIbTaTaMl MOHUTOPUHTA — 3TO
MPOIIECC COMOCTABJIEHUS PE3YJIbTATOB OT/EJbHOTIO
aTara MpoIecca Nin ero OKOHYAHUS C YCTAaHOBJIEH-
HBIMHU Ha 3Tare MPOeKTUPOBAHUS yCayru TpeboBa-
HUgMU (3asBJageMbIMU XapakTepuctukamu). Ha
BXOJI JIaHHOTO OJIOKa TOCTyHaeT UHOOPMaIUs C
OJIOKOB 3as1BJISIEMBIX XapPaKTePUCTHK ¥ MOHUTOPUH-
ra. Berxos 6s0ka Hecet wHMOpPMANNIO 0 paccoria-
COBaHWM, KOTOPOE HEOOXOMMO aHATIU3UPOBATH JIJIst
dbopmupoBanus 00paTHON CBA3U B BUIE PEKOMEH-
Januil K yrpasieHuo (MeperiaHnpoBaHue yCIyTH,
n3MeHeHue TPOIEeCcCcoB, pecypcoB u T. 1.). CpaBHe-
HUE XapaKTePUCTUK MOJKET OBITh MOCJeI0BATEND-
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HOII MHOTOKPATHOU TIPOIIeTyPOii, BBITIOJHSIEMON HA
Pa3IMYHbBIX CTAAUSIX Pa3pabOTKK U pPean3aiuu yc-
ayru. Jlanuerii 6J0K TpeOyeT poBeIeHUs Mepuo-
JIIMYECKOTO aHai3a CUCTEMbI KadyeCTBa C TEM, YTO-
OBl IIPOBEPUTD, HACKOJIHKO BBIIOJIHSEMbIE B €€ paM-
KaX JEeHCTBUS CIOCOOCTBYIOT HOCTUKEHUIO IIEJIeil.
Wudopmaius 115 aHain3a MOKeT ObITh II0JIydeHa
KaK M3 BHYTPEHHUX, TaK ¥ W3 BHENIHUX UCTOYHU-
KOB. 3j/ieCh TaKKe BaKHbI IPAMOTHbBIE METOJIUKHU
CpaBHEHUS] U aHAJM32, [OJATOTOBKU 3aKJIIOUUTEJb-
HBIX OTYETOB, JIOKJAJI0B, peKOMeHAAIINi. BakabimM
SBJISIETCST TECHOE B3aUMOAEHCTBUE CIEIMATICTOB,
3aHUMAIOIIMXCS 3a[a4aMiI MOHUTOPUHTA, a[MIHIC-
TPATUBHO-YIIPABIECHUYECKOTO TIEPCOHAJA, TTPUHUMA-
IOIEro PelleH s, CIIeUaJNCTOB CIyKObI KauecTBa
1 OTBETCTBEHHBIX 32 IPOIIECCH U PECYPCHI, T/le BbI-
SIBJIEHO HECOOTBETCTBHE.

B mporiecce cpaBHeHUS OMpeNesAIOT CUIbHBIE
u ciaabble CTOPOHBI AEHCTBYIONMIEH CUCTEMbI Kave-
CTBa, pa3padaThiBAIOT IJIAHBI Pa3PEIICHUs TeX WU
UHBIX HPOOJeM, BBISABICHHBIX B XOA€ CPABHEHMS.
OrueTsl 1O pe3yJibTaTaM CPaBHEHUS JOJKHBI CO-
JepKaTh MepeyHr MePOIPHUSTHI, TTPOBeJeHne KO-
TOPBIX PU3HAHO HeoOXoAUMBIM. Biiok «Pacxouxe-
HUe» UMeeT /IBa BbIXO/A, OJIUH U3 KOTOPBIX CBsI3aH
¢ 6;10k0M (hopmupoBanus (WM KOPPEKTUPOBAHUS )
HOPM KauecTBa, Apyroil depes 0ok «Hecoorser-
CTBUSI» — C [IEPENPOEKTUPOBAHUEM YCIYTH,/TIPOLYK-
uu. OCHOBHAsI 1eJib JaHHOTO OJIOKA M yIrpasiie-
HUsI, OT HEr0 MCXOJSIIEr0, — MOBBICUTH KAUeCTBO
BCeX KOMIIOHEHTOB IlnKJa /leMuHra mpomnsBoCcTBa
YCIAYTU U JIOCTUIKEHUE YIOBJETBOPEHHOCTH BCEX
3aMHTEPECOBAHHBIX CTOPOH.

Baok 9 — «HecootBerctBusi». B 1anHOM 6J10Ke
HaKaIJINBAIOTCS HECOOTBETCTBUS, BLISIBJIEHHbBIE B
6s10ke 8, TpejicTaBIeHHbIE B BUAE KOHKPETHBIX Xa-
PaKTEPUCTHK, MTapaMeTPOB, PEKOMEHIAINH, yKa3a-
HUH, KOTOPble HEOOXOAUMO BBITIOJIHUTD TIPU TIepe-
MPOEKTUPOBAHUK YCIYTH. 3[ECh JKe JTOJKHBI OBITh
oIpeie/IeHbl OJKUIaeMble 3HaYEHUsT XapaKTePUCTUK
YCJIYTH, €CJIA TPEIPUHSTHIE IeiicTBUs OyyT pea-
JIN30BaHbL.

Bbaok 10 — «Hopmbl kavecTBa yciayru/mpo-
IyKuuu»> . HopMbl Z0KHBI OBITH afeKBaTHBIE MPO-
neccam CMK (me 3aBBINEHBI CAUIIKOM U He 3aHU-
JKEHBI), OHU JOJUKHBI CTUMYJHUPOBATH ITPOIIECCHI
HEIPEPHIBHOTO coBepiiieHcTBOBaHUsL. C 9TON TOUKHU
3PEHWUSI CJIeJyeT TOBOPUTDH O Ka4yecTBe HOPM, U OHH,
TaK Ke KakK IPOU3BOIUMAST YCIYTa, TOJKHBI TOCTO-
SIHHO COBepIeHCTBOBaThC. HopMbl kauecTBa — 9TO
BBISIBJIEHHBIE, NMPU3HAHHbIE U 3a(pUKCHPOBAHHDIE
JOKYMEHTAJIbHO CHCTEMbI TPEOOBAHUN K KA4eCTBY
MPOLYKINK,/ycayru (Kak pe3ysbTaTa, Kak Ipolec-
ca, KaK CUCTEMBI B IIEJIOM), COOTBETCTBYIOIINE BbI-
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YnpaBneHue kayecTBom o6pazoBaHusi

SBJIEHHBIM TIOTPEeOHOCTM. IDPEKTUBHOCTD OIEH-
KU KauecTBa HAMPSIMYIO 3aBUCUT OT KOPPEKTHOCTHU
3aganust HopM. HOpMbI 10JIKHBI OBITH KaueCTBEHHO
U KOJIMYECTBEHHO OTIPE/IeJIEHbI, YIOOHBI JIJIST OIeH-
KW, OCMBICJIEHBI JIJIs1 (DOPMUPOBAHUS YETKUX U BITOJI-
He OIpejieIeHHBIX BBIBOJIOB. HopMaTuBbl SBALIOT-
CSA CTUMYJIOM JIJIS YIIYUIIEHWS JIeATeTbHOCTH, a CO-
6sofieHre HOPM ¥ CTaHAAapPTOB IMpe/IoaraeT Ha-
JMuye B Byse cucTeMbl cOOpa JaHHBIX O Ou3Hec-
mporieccax By3a, BBIABIECHUSI OTKIOHEHUN OT HOPM,
MIPOBeICHNUS 9KCIIEPTU3BI pe3yabTaToB. Hopmbr dop-
MUPYIOTCSI HA OCHOBAHUU TTPOIILIBIX MOHUTOPUHTO-
BBIX U3MEPEHWI U Pe3yJIbTaTOB OIIEHKU U MaTepua-
Jax Tekynmx obcienoBanuii. [Ipu dopmuposanun
HOPM HEOOXOAMMO UCIIOJIb30BaHUE COOTBETCTBYIO-
IUX METOAUK, METOJOB U CpeicTB. BaskHo u3be-
raTh abGCOTIOTU3AIMK U TIPEYBEJTNYEHUSA POJIU HOPM.
Hopwmbr — umith OTHOCUTENBHBIN WHANKATOP Kade-
CTBa U CJy:KaT HEKOTOPBIM PYKOBOACTBOM K Jeli-
CTBUAM 9KcriepToB. [Ipn popMupoBannm HopMm, Kax
MIPaBUJIO, UCTIOTB3YIOTCS IKCIIEPTHBIE METO/IBI, XOTSI
[PU HTOM HE UCKJIOYAeTCs MPUMEHEHUEe KoJinde-
CTBEHHBIX M1 HOMUHAJIbHBIX TT0Ka3aTeseil 1 hopma-
JIN30BAHHBIX CTATUCTUYECKUX METOOB. /lyis yripas-
JIEHWsI KA4eCTBOM B OOJIbIIIE CTENeHN WHTEPECHbDI
He 3HaUYeHMsT abCOIOTHBIX MTOKa3aTesIeil CBOICTB yc-
gyru (TPOAYKIINN) BY3a, a X OTHOCUTETbHBIE Be-
JIMYWHBI IO CPAaBHEHUIO ¢ HOPMAaTUBAMU, HOPMaMH,
cTanmapramu [7].

3akmouenne. [IpeanokenHas U onvcanHas B
JAHHOU CTaTbe MOJeJib MPOIECCOB TLIAHUPOBAHUS
U MPOU3BOJCTBA YCJAYT/TPOLYKIIUU MOKET OBITH
Jlajiee UCIIOJIb30BaHa JIJisl pa3pabOTKK MOJIETN KOM-
IJIEKCHOTO MOHUTOpHUHTA. [[JIs1 5TOT0 HEOOXOIMMO
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BBIJIE/IUTh BCE TOYKU MOHMTOPUHIA, MIPEKIE BCErO
B Gs0kax 1—6, cogepskanue KOTOPBIX B IaHHON cTa-
The paccMaTpUBAIOCh Oe3 meranusaruu. /It aToro
HEOOXOAMMO OIIHCATh TIPOIECCHl B YKa3aHHBIX 0JI0-
Kax B BH/IE KOHTEKCTHBIX JHArpaMM. ITO MO3BOJUT
YTOYHUTH «IIPOIECCHI JKU3HEHHOTO IIUKJa YCIyTH,/
HPOAYKIIMU» U pazpaboTaTh Ha OCHOBE MOJEIH KOM-
IJIEKCHOTO MOHUTOPUHTA METOAUKY MOHUTOPUHTA.
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