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OpraHusaumsa onepaTMBHOro KOHTpoOns B ob6ecnevyeHnun
Ka4yeCTBEHHOro o6cnyxmBaHusa notpedbutenen npeanpusaTUA rOCTUHUYHOW cepbl

AHHOMauyus. B cmambe ob6ocHogaHa HeEObXxoOUMOCMb MpPO8eOeHUsT ornepamugHoO20
KOHMPpos ¢ uesnbto obecriedyeHUss HeobxoO0uMo20 Kadecmea obcrnyxueaHusi nompebume-
nied npednpusmut 20CMUHU4YHOU cghepbl Ha OCHO8E 8HEOPEHUS cmaHOapmHbIX onepayu-
OHHbIX rpouedyp. lNpednoxeH nakem cmaHOapmos paboyux npouyedyp npednpusmus
20CMUHUYHOU cghbepbl, 8HeOPeHUEe KOmopo20o M0380/UM 8CeEM yHacmeyruum 8 busHece
CmMopoHaMm — KIlueHmam, compyOHUKam, pykoeooumernsam u enadenbuyam — U rosay4ume
ceou npeumyujecmsa.

Knro4yeenle croea: onepamueHbIl KOHMPOsb, mexHonoausi obenyxueaHus, cmaHoapm-
Hble onepayuoHHble rnpouedypbl, Ka4ecmeo 06CyKueaHUs.

Pa3den: (04) sakoHOMUKa.

OnepaTnBHbIA KOHTPOSb B TEXHOMNOMKU 0BCNyXMBaHUs noTpedutenen rocTMHUYHON
cchbepbl TpebyeT ocobon KoopaMHaUUM U BHUMAHUS, Kak CO CTOPOHbI PYKOBOACTBA, Tak U
CO CTOpOHbI NepcoHana npeanpuatisa. OgHMM CNoBOM, HEOOGXOAUM MOCTOSIHHLINM CaMO-
KOHTPONb LENCTBUN.

[nsa ocywecTteneHna 6ecnepebonHOro n kayecTBEHHOro npouecca obcnyxuBaHus B
oTene HeobxoamMmo BHeapsTb cTaHgapThl [1, 2]. OgHako npy 3TOM criegyeT y4ecTb, YTO
X peanusaums OormkHa bbiTb obecnevyeHa pa3bsACHEHMEM MOLUAroBbiX AEWCTBUN Nepco-
Hana, cdopmynupoBaHHbiXx B Buae CrtaHgapTHbix OnepaumoHHbix [Mpoueayp (COIM),
npeacTaBnAoWUX cobon LOKYMEHTanbHO OOPMIIEHHbLIN HAbOP WMHCTPYKUMKA Unu nowla-
roBbIX OEACTBUIN, KOTOPbIE HAAO OCYLLECTBUTb, YTOObLI BLINOMHUTL TY UK MHYIO paboTy.

COIN penaet npouecc paboTbl U ero pesynbTaTbl NocregoBaTenbHbIMKU, COrfaco-
BaHHbIMU, NPeacKkasyemMbiM1 U BOCNPON3BOANMbIMU. HECOMHEHHLI NpenmyLLecTea, 4OCTU-
raemble npu npumeHeHnn COI: yéTkoe pacnpeneneHne 3agad no KomneTeHuuu, odecne-
YeHne KayecTBa M fnorudeckon nocneposatensHocTn gencteun, COM nonesHsl gnga oby-
YeHUs1 HOBOrO MepcoHana, CryaT B KayecTBE CrpaBOYHMKA AN NPOBEPKN HA COOTBET-
CTBMeE, 4al0T BO3MOXHOCTb YETKO paboTaTb nepcoHany B otcyTcTeme pykosogctea. COlN —
3TO LOKYMEHT, rae 3anucaHbl NpMMEHsieMbI€ Ha NPeanpUSaTMM NpoLeaypbl U OTPaXKeHa ero
nonutuka [3].

daktnyeckn kaxabih COlM gomkeH ykasbiBaTb, KTO y4acTBYET B NpoLecce, Kakme pe-
Cypcbl HeobxoamMmbl Ons ero peanu3auuu, B Kakom nogpasfeneHuu, oTAeneHun npea-
npusaTUSa cregyeT BbINOMNHATbL TpebosaHua COlMNa, a Takke B KakoW BPEMEHHOW NPOMEXY-
TOK HEOBXOANMO YNOXUTbLCS, BbiNonHAS TpeboBaHua COlla, B kakon nocnegoBaTenibHO-
CTM 1 npu Kaknx obctositenbctBax. B uenom COlbl gomkHbl ObiTb KpaTKUMKU, YETKUMU,
KOHKPETHbIMU, XXenaTenbHO MX npeacTtaBneHne B TabnuyHon dopme unm B BUOE CXEM U
anropnuTMOB C MMHMMaIbHbIM 06 bEMOM TEKCTOBOWN YacTMu.

Cnepyet otMeTuTb, YTo COIl NnpuUMeEHATCA Ha NPeanpuaTUSX C BHEOPEHHOW Cu-
CTEMOM MEHemXMEHTa KayecTBa No MexayHapoaHbiM ctaHgaptam ISO 9001:2008. dop-
MUPOBaHMNE U MOBCEMECTHOE MNCMONb30BaHUE SICHbIX, YETKUX, NPaBuUibHO U NOAPOBHO Co-
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CTaBIIEHHbIX, OTBEYalLWMNX COBPEMEHHOMY pa3uTuio 6musHeca CrtaHgapTHbix Onepauum-
OHHbIX [Mpouenyp MOXET CTaTb rapaHTMen 4YeTkon paboTbl, NOrnM4yeckon nocnenoBaTesb-
HOCTW OEWCTBMIA M OAHUM N3 OENCTBEHHbIX 3NIEMEHTOB CUCTEMbI YNPaBEHNA Ka4yeCcTBOM
npoun3BoACTBa (NpeaocTaBneHna ycnyr) [4].

Kak nokasano uccrnegoBaHve, onepauuoHHble cTaHdapTbl NpeanpuaTUs roCTUHNY-
HOWN cpepbl OOMKHbI perfiaMeHTUpPoBaTb OCHOBHbIE BM3HEC-NPOLECCHI BbICLLErO U CpeaHe-
ro ypoBHsI, Takune Kak:

— obecneyeHne rapaHTUin npu BpOHNPOBAHNN HOMEPA;

— B3aMMOAEWNCTBME OTAENOB FOCTMHULbBI CO cknagom (odopmneHne TpeboBaHuin
Ha cknag, nonyYyeHne Nnpoaykuum n eé yyer);

— npueM coTpygHuka Ha pabory;

— opraHusauus obyyeHus, ;

— NpoBeAeHNe OLEHKN OeATENbHOCTU NIMHENHBIX COTPYAHUKOB U MEHEOXKEPOB BCEX
YPOBHEW;

— npoBeAeHue MHBEeHTapu3auum,

—  3aKynka nNpoayKToB 1 Cbipbs 1 Ap. [5]

OcHoBon onst onepaumoHHbIX CTaHAAPTOB NPeAnpUATUA rOCTUHUYHOWN cdepbl JOSK-
Hbl CNYXWUTb KNIOYEBbLIE MOMUTUKA MNPEAnpuUATUS B pasnnyHbIX cdepax AesTenbHOCTH,
HanpaBfieHHbIE Ha BbIMOSIHEHNE CTpaTerMyeckMx 3agad — nonmTuka B obnacTu 3akynok,
KagpoBasi NonMTMKa, dMHaHCoOBas NoNMTUKa, NONUTUKA Npoaax, nonutnka 6esonacHoCcTn
NPOAYKTOB NUTaHUSA N HANUTKOB, NONUTMKa B obnacTtu kadecTtsa u ap. [6]. CtaHaapTbl pa-
Gounx npouenyp AOMKHbI OnucbiBaTb BuaHec-npoueccbl 6a30BOro ypoBHA — Henocpen-
CTBEHHO paboume npouenypbl, NpM BbINOMHEHUM KOTOPbIX obecneudnBaeTcs Tpebyemoe
KayecTBO 06CNy>XMBaHWNSA, Takme Kak, Hanpumep, permctpawums rocta npy Bbesae, yoopka B
rocteBOM HOMepe, nogadva 6noga B pectopaHe, NpMeM 3akasa B pyM-CcepBuce, NMPUroToB-
neHne 1 nogada KOKTenns, TexHonormyeckaa obpaboTka Cbipbs U NPOAYKTOB Ha KyxHe U
MHOroe gpyroe.

MakeT cTaHAapToB paboymx npouenyp NpeanpuaTUa OOSMKEH oTpaxaTb Bce Tpebo-
BaHUSA K COTPYAHUKAM M BbIMOMHAEMbIM UMK paboymMm npoueaypamMm M KOMMNOHOBaTbLCS MO
©Grnokam, OCHOBHbLIMU U3 KOTOPbIX SIBISIKOTCA:

1. TpeboBaHusa K COTpPyAHMKAM — BHELLUHWI BMA, NpaBuna noBeaeHus Ha paboyem
MEeCTe W Ha rocTeBbIX 30HaX, NpodeccnoHanbHasa aTuKa u KyrnbTypa peyu, npasuna nose-
AEHUSA B KOHPNUKTHBIX CUTyaumsax.

2. besonacHocTb — Be3onacHoe noBegeHne, 4ENCTBMSA B YpE3BbIHAMHbLIX CUTyaL -
S1X, NpegoTBpaLleHme TpaBM U T. .

3. Y6opka nomeLlleHunin, caHnTapusi, Nnoaaep>xaHme YNCToThbl M nopsaka Ha pabodem
MecTe — rpaduk ybopku, opraHn3daumsi paboumx 30H, KOHTPOSIbHbIN NIUCT OCMOTpa nome-
LLEHWNIA.

4. OOwas nHdopmauua o6 otaene n TeXHNUYECKne CtanHgapThl oTaena — UCnosb-
3yemoe obopygoBaHMe M MHBEHTApb — NpedHasHayveHne n obpalieHne ¢ HUM, MHpopma-
LUMOHHbIE TEXHOMNOrMK, NNaHnpoBaHne paboTkl, pacnnucaHme u rpadukm paboT, OCHOBHbIE
AOIMKHOCTHbIE 06S3aHHOCTUN COTPYAHMKOB, AOMNONHUTENbHbLIE 06A3aHHOCTH.

5. OTKpbITUE W 3aKPbLITUE CMEHbI — MOPSIAOK NPUEMa CMEHbI U caava CMeHbI, nepe-
Aada nHdopmMaunmn, OTY4ETHOCTb.

6. O6cnyxuBaHue — npasuna KOMMYHWKaUMM C rocteM, MOPSiAOK OOCNyXmMBaHUS,
OTAEenNbHbIE Npoueaypbl NO cneunduke otTaena, npeanararowme npogaxu, oopmneHmne m
nogaya rocteBbIX CHETOB, paboTa C KAacCOBbIM TEPMUHANOM, C KACCOWN.

7. 3HaHue NpoayKumMm — aCCOPTMMEHT TOBApOB W yCNyr, UX onucaHme, ocobeHHOo-
CTW, NOPSAO0K NPOAAXN N NPEeAOCTaBMEHNS.
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8. KoHTponb kayecTtBa 1 6€30nacHOCTN NPOAYKLUMM — KaK, B Kakon hopMe 1 No Kakum
KpUTEPUSAM OCYLLIECTBMSATb KOHTPOSb KadecTBa paboTbl — Kak CBOEW, Tak U CBOWUX KOMner.

MpenmyulecTBa cuctemaTusauumn U ctaHgapTmsaumm GmMsHec-npoLeccoB N paboumnx
npouenyp:

— nmobon pabouynn npouecc YeTKo pernameHTUpoBaH, ABMASASACH OOCTYMHbIM U MO-
HATHbIM PYKOBOLCTBOM K AENCTBUIIO;

— CyLlecTBYeT eanHOe BMAeHue 1 nogxon K niodon paboyven npouenype B nobom
MecTe 1 Ha Nobom 0OBHEKTE;

— cosfgaeTcsa cTaHaapTHas n obwasn 6asa gns obydeHnss COTPYAHMKOB, aganTaums
HOBbIX COTPYAHMKOB Ha paboyem MecTe npoxoauT ObicTpee 1 ahPheKTUBHEN;

—  MWHUMU3UPYETCH HeraTMBHOE 3HaYeHWe N BUSHUE «IMYHOro» haktopa (onbIT,
3HAHUSA, HaBbIKN N YMEHUSA OTAENbHO B3ATOrO COTPYAHUKA yXKe HEe MMEeKT B6onbLlIoro 3Ha-
YEHUS — KOHEYHO, eCNN COTPYOHUK NpeaBapuTenbHO 6bin 00y4eH);

—  MWHUMU3UPYETCSH BEPOSATHOCTb OLUMBOYHBLIX 4ENCTBUIA U NOBEAEHUS;
noaaepXmBaeTcs HEM3MEHHbIV N CTabUNbHbINM YPOBEHb OKa3aHWs YChyr;

— BpeHAa CTaHOBUTCSH «y3HaBaeMbIM» NS KNUEHTa;

— YMEHbLUATCs pacxodbl, CBsI3aHHble C MO3ULMOHUPOBaHMEM MpeanpuaTUa Ha
CYLLIECTBYIOLLIEM PbIHKE WU/UNK Npe3eHTaunen NpeanpusiTuss Ha HOBOM PbIHKE;

—  POpPMMPYIOTCS KNMEHTCKNE OXMOAHUS;
cosfaeTca cTaHgapTHas 6a3a onsa OTKPbITUS HOBbIX OO BbEKTOB (CeTu);
cO34aeTcsa YETKU KpuTepun Ans TpeboBaHU K AesATENbHOCTU COTPYAHUKOB;
C030aeTcs YETKUIN KPUTEPUIA ANst OLEHKN pe3ynbTaToB AeATENbHOCTM COTPYAHMKOB;
CcOo3JaeTcsa YETKUI KpUTEPUIN NS OLEHKN YPOBHS 0bcnyxumBaHus Balero npeg-

NpuaTUS;

—  MWUHUMW3UPYHOTCS HEraTUBHbIE NOCNEACTBUS «TEKYYECTU» KaapoB;

— BO3pacTaeT KOHKYPEHTOCMOCOOHOCTb NPeanpuaTUSA Ha PbIHKE;

— ¥ caMoe BaxHoe Ana Brnagenbua: npy Hanmumm naketa opmann3oBaHHbIX 6m3-
Hec-NpoLLeCcCcoB M CTaHOapTHbIX pabounx npoueayp CTOMMOCTb ero busHeca yBenuumBa-
etcs [8].

Taknm o6pas3om, BCe y4acTByloLMEe B OM3HECE CTOPOHbI — KITMEHTbI, COTPYAHUKK, PY-
KOBOAMTENW U BRagenblbl — NOny4valT cBou npeuvmyectsa. CTtaHgapTusaumnsd, noMmMMo
BCEro BblLlECKa3aHHOro, SABMseTCs cuctematuavpyrowmm cakropom, n obnagaer MoLu-
HbIM CUHEepreTuyecknm 3PEKTOM, TO eCTb NPUBOAUT K BO3pacTaHMio 3PEKTUBHOCTU
AEATENbHOCTM B pe3yrbTaTe UHTerpaunmn, CMsHUSA oTAENbHbIX YacTen B €QUHYH0 CUCTEMY
3a cyeT cuctemHoro adpdpekra [9, 10].

B COIl Heob6xoaumo BKNOYaTb:

HomkHocTHble WHcTpykuum  (OW), nogpobHo onucbiBaowme @yHKLMOHANbHOE
Ha3Ha4YeHne Kaxxgon otaenbHoOM crybbl, AenapTameHTa oTens;

MuHumanbHble CtangapTel (MC), cogepxalume kKpome obLmnx nonoxeHumn, obsaa-
TenbHbIE K UCMOSTHEHMIO BHYTPEHHNE MOMNOXEHNSA KaXXA0ro AenapTaMeHTa;

CraHpaptHble [okymeHTbl (C[), copepxawme B cebe HarnsgHbIn npumep psga
GnaHKOB N KapTOYeEK, KOTOPbIE UCMONb3YTCA B AeNaPTaMEHTE;

CraHpaptHble OnepaumoHHble [Npoueaypbl (COIM), Bkntovarowme BCe BO3MOXHbIE
npouenypbl, KOTOpble C TOW UMW MHOW NEPUOANYHOCTbLIO BbINOMHSET paboTHMK aAenapTa-
MEHTa.

TpeHnpoBo4yHble 3aganuna (T3), kKOTopble OOMKHbI MCNOMb30BaTLCA AN NOATOTOBKM
HOBOro nepcoHana n Ans nepuoauMyeckon NPOBEPKU 3HAHWIW, ecnv y MeHeXepa genap-
TaMeHTa, BO3HUKAIOT Kakne-nmbo COMHEHUS, MO NOBOAY TOrO UIM MHOMO COTPYAHMKA.
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CxemaTtudecku cTpykTypa genaptameHta COIll npeacrasneHa Ha puc.1, N3 KOTOporo

BMOHO KakuMm o6pas3om nepcoHars, onmpaschb Ha CTaHAapTHblEe onepaunoHHbIe Npoueaypbl,
OYeHb ObICTPO MOXET pelnTb CTaHAapTHble CUTyauumm C roctamm otens. [JaHHbI KOM-
Nekc No3BoNSEeT He TOMbKO PeLUNTb Lenbl psa BONpoCoB, CBA3aHHbIX C paboTon 1 nog-
roTOBKOW MepcoHarna, Ho Takke MOXeT co3faTb 3aTpygHeHus!, Npu HeCcTaH4apTHOW cuTya-
uun. Tak, Hanpumep, cornacHo COl onnata 3a NnpoXxmBaHWe B3MMaeTcs OO NOCeneHnsa —
nmbo yepes AeHeXHbIN nepeBo 40 3ae3fa, NMnbo Ha mecte. Ho HeKoTopble FOCTU He Npu-
eMnoT nofobHble OEeNCTBUA CO CTOPOHbI NepcoHana oTerns, 06oCHOBbIBas 3TO pasnuy-
HbIMW MpMYnHaMK. B Takon MOMEHT paboTHUK PPOHT odmca nonagaet B KOHAIIUKTHYHO
cuTyaumo, nnbo cnopuTb C roctemM u TpeboBaTb C HEro onnarty, NMMbo NepevnTb PyKoBOa-
ctBy 1 nognucaHHbeiM COlMam. O6a BapmnaHTa Henpuemnemsl, T. K. B MEPBOM CIiy4ae MOX-
HO NOTEpPSATb FOCTH, BO BTOPOM — BbIFrOBOP OT PYKOBOLCTBA.

CrangapTtHas cuty-
auus

A 4
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3anpoc OTtBeT
A

corn

Puc. 1. PeweHue cmaHdapmHoU cumyauuu ¢ 20cmem

Takum obpasom, 3TOT npouecc 3aTtarnsaetcs 3BoHKamu MeHepxkepy CIIP n yToyHa-
eTCs BO3MOXHOCTb NnoceneHns roctsa 6e3 npeaBapuTenbHON onnatbl. ATO HENPUATHO Kak
Ana paboTHUKA, Tak U ANd rocTs, U B TO XXe BPEMSA NPUHATUE ONepaTUBHONO peLleHus no-
XUTCA Ha Nnevn MeHemxepa nogpasgeneHusd. CxemaTU4HO 3TO MOXHO M300pa3uTb cre-
Ayowmnm obpasom (puc. 2).
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Puc. 2. PeweHue HecmaHdapmHol cumyayuu ¢ 2ocmem

Takum obpasom, ToTanbHoe npumeHeHne COlN MOXeT CnyXunTb NPUYMHON KOHADITNK-
TOB, peLLEeHMEe KOTOpbIX OyaeT 3aTaArnMBaTbCs, U3-3a NPUBNEYEHUSI TPETbUX NAL,.
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[Mepunogmnyeckn Kaxabli MeHekep genapTaMeHTa JOMMKEH NpPoBOAUTL ONPOC cpeau
CBOWX MOAYMHEHHbBIX HA 3HaHWE cTaHOapToB. [JOMNOMHUTENBHO K 9TOMY, KaXabl MecsL B
oTerNb MOXET 3ae3dXaTb «TauHbIA FOCTb», O KOTOPOM 3HAKT TONbKO reHeparibHbIN U one-
PauNOHHbBIA MeHekepbl. TakuMm obpa3oM, npoucxoauT nNpoBepka BcexX CNyx6 no Bcem
NPUHATBLIM CTaHZ4apTaMm rocTenpunMmcTBa.

[MpoBepstTCa Ka4ecTBO, CKOPOCTb, BEXITMBOCTb, 3HAHUS U YMEHUs nepcoHana. Tan-
HbI TOCTb Nepep Bble3qoM Unu no3xe BbiCbinaeT bnaHK, cogepXXalmnin OKono TbICAYM Mo-
31LMIA, CTaHOAPTOB, Ha BCe cryXbbl oTens. [locne 3T JaHHble aHanM3MpPYTCA N BbIHO-
CUTCA BEPOUKT MO BCeM cnyxbam, ecnun nmetTcsa kakume-nnbo npobensl B ob6CcnyxmnsaHmm
notpebutenen [6].

Ha cerogHawWHWA eHb NepeaoBble OTENW B TEXHOMOMMM 06CnyXMBaHUsa notpebute-
nen NCnonb3yT cTaH4apTbl MMPOBOIO Kracca. [ns aToro pykoBoACTBO OTend NogaeT 3a-
SIBKY BO BCEMUPHYIO opraHusauuto Leading Hotels of the World (LHW), B cocTaB koTopou
BxoaaT 450 otenen no BceMy MuUpy, OTNIMYAOLWIMECH BbICOKOKITACCHbIM cepBucoM. [ns
BCTynneHna B LHW oTento Heobxoaumo HabpaTb onpegenieHHbI MpoLEeHT KadecTBa
npegoctaBnsaemblx ycnyr [2].

Kak nokasano uccnegoBaHue, C BBeAEHUEM CTaHAapTusauumm B TexHonoruo obceny-
XMBaHMA OTENW, Kak NpaBuro, Mony4valoT BbICOKME MoKa3aTenu othauvv yxe Ha nepBbIX
aTanax. Bmecte ¢ TeM, pyKoBOACTBO AOSMKHO YHECTb M OPYryl0 «CTOPOHY Medanuny». Beco-
MbIM HEAOCTaATKOM B YrpaBSfieHUN Ka4eCTBOM, a, cnefoBaTefibHO, B TEXHOMNOMMN oBCnyxu-
BaHUs notpebuTtenen siBngeTcsd, BCECTOPOHHWUW, NMOPOWM TOTalbHbIA KOHTPOSb, a Takke
XecTkasi 6ropokpaTmnsaumnsa u LeHTpanuaaums ynpasnenus [11].

PykoBoACTBO OTens 3avacTyio npecriegyeT uenun, KOTopble M3Ha4vanbHO He SICHbI
rnepcoHany v peLleHnemM BOMpOCOB, CBA3AHHbLIX C HAMW ONSATb K€ 3aHUMAalTCH UCKIOYM-
TeNnbHO MeHeKepbl. ATO NPUBOAUT K HEAONOHUMAHUIO BAXKHOCTU 3TUX LeNnen 1 Kak cnea-
CTBUE K pasHOrnacuam ynpasneH4eCckoro nepcoHarna n psagoBbiX COTPYAHMKOB.

BOoo6aBok, B CBA3KN C Y)XXeCTOYEHMEM KOHTPOMs, nepcoHan otena 6outca notepaTb
ceBon pabouve mecta. U3-3a atoro B paboyenn oBCTaHOBKE MOCTOAHHO MPUCYTCTBYET
onpegeneHHoe MoparnbHOe HanpsikeHue, Mellatollee HopManbHOMY BbINOSTHEHUIO LOMXK-
HOCTHbIX 06513aHHOCTEN.

Takke OTKpbITbIM OCTaeTCs BOMNPOC MOTuBaumMu nepcoHana. OTHoLeHMe K NnepcoHa-
1y CO CTOPOHbI PyKOBOACTBA B BOMbLUEN CTENEHN NPOSABIISETCHA Yepe3 BBEAEHHbIE UM Xe
CTaHAapThl, T. €. KO BCEM MbITAOTCA OTHOCUTLCA POBHO OAMHAKOBO, XOTS MHOrga Takoe
oOLieHne cTaHOBUTCS abCONTHO hopMarsibHbIM, SIMWEHHBIM 3MOUMA 1 CcMbicna. B maTe-
puanbHOM nriaHe Takke NPOu3oLLM U3MEHEHMWS, B3BOSTHOBaBLUME BECb NEPCOHar, Tak Kak
n 3gecb He obolnock 6e3 ctaHaapTu3aumu. Tenepb 3apnnaTta nepcoHana u MeHeaxepos
CpeAHero M HU30BOrO YPOBHEW 3aBMCUT OT BbIMOMHEHMSA MaHa, KOTOPbIA, B KOHEYHOM
cyete, Ha 60% 3aBucUT OT cnyXbbl BpoHMpoBaHns U Ha 25% — OT NpoAax B pecTopaHe.
OctanbHble 15% 1 Te He NOMHOCTbLIO 3aBUCAT OT UHAMBMAYANbHbLIX OEUCTBUN COTPYAHU-
KOB, a NULLIb Ha KaKyt-TO 4YacTb B 3aBMCUMOCTU OT CUTyaLMu N Criyvas.

PeweHnem aton npobnembl MOXeT CTaTb AefnermpoBaHve NOIHOMOYMIA, pacnpene-
NleHne He TONbKO 06A3aHHOCTEN, HO N BO3MOXHOCTU NPUHATUSA peLLeHU No Bonpocam Ka-
caloLmxca nogpasgeneHni, B KOTOpbiX paboTatoT coTpyaHukn [12]. A Takke peanusaums
noTeHumana paboTHMKOB OTeNs N co3haHne Ka4eCTBEHHON MOTMBALINN.

[na coBepLlUEeHCTBOBaAHUSA ONepaTMBHOIO KOHTPOMS B obecnevyeHnn TexHomnormm ob-
CnyxmBaHusa notpebutenen otend, npeanaraetcad M3MEeHUTb NOAXOA K YrpaBreHuto
npeanpusaTMemM, BBECTU SNEMEHTbl AeueHTpanusauuu, nytemMm aenermpoBaHusi NOSHOMO-
YUK, a Takke caenaTb akUEeHT Ha pasBuMTMM NepcoHana oTtens, NPoCTUMYyNMpoBaTh €ro,
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SAEKTPOHHbBIA XXYPH3A
CO34aB YCTONYMBYIO U MOHATHYIO MOTMBALMIO, OOYy4NTb BCEM HEOOXOANMbBIM HaBblkaM A5
paboTbl C FOCTAMMN.

COOTBETCTBEHHO pauMoOHaribHee UCMNoNb30BaTh MPUHUUMBI  AeueHTpanusauum
yrnpasreHus, npeanpusTue OOSMKHO ObiTb pa3feneHo Ha HEecKoSlbKO YacTen, kaxaasa u3
KOTOpbIX ByaeT yHKLNOHNPOBATb CAMOCTOATESNBbHO U OLLEHMBATLCA NO COBCTBEHHBIM pe-
3ynbTataM. Brnacte n cnaBa He OOMKHbI NMOMHOCTLIO KOHLUEHTpUpoBaTbCcs HaBepxy. OHu
AOJTDKHBbI paBHOMEPHO pacnpenenaTbCca Mexay genaptaMeHTamu npeanpuaTus.

Kpome TOro, pykoBoamtenb nNpeanpusatus ans ero adpdekTMBHON paboTbl AOSMKEH
NPOBECTU criefytoLme YeTblpe MepONpUsaTMA No opraHm3saumm busHeca:

—  uM3yyeHue Gu3Heca B LeNoM 1 paboTalowmx B HEM HaEMHbIX CIYXaLlmx;

— MOAroTOBKa MnaHa onTumManbHOW opraHusaumm busHeca;

— nopbop paboTHMKOB, KOTOPbIE MOMYT OKa3aTb MakCMMarnbHYy MOMOLLb B ynpas-
neHnn 6usHecom;

— KOHTpOSib 3a nepcoHanom 6e3 BmelwlaTenbcTBa B UX paboTy.

HyXHO n3beraTb KOHUEHTpaUUW BnactTu B OOHUX pykax, HeobxoauMo BOCNUTbIBATb
KOMMETEHTHOro MeHepKepa Unn pagoBoro cryxawlero, NnpeaoCcTaBUTb eMy MakCcuMasibHO
BO3MOXHYIO CBODOAY AeATEeNbHOCTU U co34aTb CTUMYIbl Ans paboTbl, NPOMOTMBUPOBAB,
Kak MmaTepuanbHO — Tak U MopasibHO. [1pn 3TOM HYXXHO y4uTbiBaTh, Y4TO Ntoboe gencrene
MO OTHOLUEHMIO K COTPYOHUKAM MOXET ObITb, Kak MOTUBMPYIOLLMM, TaK U OEMOTUBUPYIO-
WM pakTopom. BaxkHO OLEHUTb AaHHOE AENCTBME MO OTHOLUEHWNIO K KOHKPETHBIM FI0ASM.
Pan oemoTtmBumpyowmMx ¢akTopoB SABMASETCS CHEeACTBMEM FIMYHOCTU PYKOBOAUTENSA UMK
HENOHMMaHUA UM, YTO Ha CaMOM [efne MOTUBUPYET NogYMHEHHbIX [13].

MpenctaBum guarpammy, nokasbiBalLlyl BrvMsiHAE CTUMYyNa Ha nepcoHan oTtens
«Villa Elena Hotel & Residences», r. Anta (puc. 3).

A AKTMBHOE (KOHCTPYKTUBHOE)
TpygooBoe nosefeHne

A

N3beratenbHas JocTmxutenbHas

BoamoxHoe paspyLieHue opraHusa- /
LI NPY HeaaeKBaTHOCTM CTUMYMPO-
RAHUE

MaccuBHOE (OECTPYKTMBHOE)

Puc. 3. BnusiHue cmumynupogaHusi Ha nosedeHue repcoHana omerns «Villa Elena Hotel & Residences»
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Touyka «A» Ha rpadumke UnnCTpUpyeT CTpeMseHne nepcoHana K KOHCTPYKTUBHOMY
TPYAOBOMY MOBEAEHUI0, MPaKTUYECKN BECb NepcoHarn 0CO3HaeT BaXXHOCTb CBOen paboThl,
nposiBnseT MHUUMaTuBy, NpuU HEOHBXOAMMOCTU 3aHMMAETCA peLLleHNeM LOMOSTHUTENbHbIX
3agad 1 BonpocoB. Ho, npu 3ToM, Yy OTAENBHOro nepcoHana chopmMupoBasnoch oLLyLeHne
HeJoBepUst K PYKOBOACTBY (TOYKa «b»), 9TOT nepcoHan He NposiBnsieT nHMumnaTmuey M no-
TepsAn BCAKUMA MHTEPEC K LieNaM 1 MUCCUU NpeanpusaTms. BeINONHSAIOT TONbKO CTPOro BO3-
NOXEHHbIE HA HUX 06A3aHHOCTUN, HEXOTSA OTHOCACH K CKOPOCTU U Ka4eCTBY MX UCMOMHEHMS.

Takyto rpagaumio MOXHO Obinio 6bl Has3BaTb NPUEMIIEMON, €CNN He YYUTbiBaTb TOT
dakTop, 4To Touka «b» MmMeeT TeHAeHUMO K pPocTy, 0cobeHHO Mocne BBEAEHUS HOBbIX
CTaHOapTOB M HOBOroO pacdeTta 3apaboTHou nnatbl. Ho, TeM He MeHee, pyKOBOACTBO Mario
03ab04eHHO 3TMM (PaKTOM WM NOTOMY, NPU HEM3MEHHOCTU OTHOLLUEHMSI K nNepcoHany, Bce
3TO MOXET BbINUTLCS NMOO B 3abacToBKy, NGO NpMBeaeT K yBOSIbHEHUIO NO COOCTBEHHO-
MY XXEeNaHuio oTAEeNbHbIX PABOTHUKOB, YTO HEFATMBHO CKaXKETCS Ha AeATEeNbHOCTU OTENs U
MOXEeT 3aTOPMO3UTb €ro passuTue.

PykoBogacteo otens «Villa Elena Hotel & Residences» He npumeHsieT Takne opmbl
CTUMYNUPOBaHUS, Kak: naTepHanunam (3aboTta o paboTHUKE); NPMBREYEHNE K COBAAEHMIO
N y4acTuio B ynpaBrieHUn; OpraHmM3aunoHHble U HaTyparbHble OpMbl CTUMYNMPOBAHMS.

AHanu3 nokasas, 4YTO nepcoHan oTens, OOSMKHbIM 0Opa3oM pearupyeT Ha Takoe
CTUMYNMPOBaHNE B COOTHOLLUEHUU: MONOXUTENBbHO — 65%; HenTpanbHo — 20%; oTpuua-
TenbHon — 15%. Takne gaHHble roBOPAT O HEAONOHMMAaHUU NepcoHana v PykoBOACTBa
otena «Villa Elena Hotel & Residences». NMoowpeHne npoBOANTCA He pPerynspHo n B
OYeHb yceyeHHon opme, Tak ckasdaTb B pabouvem nopsigke. Ocobo HeraTMBHO nNepcoHan
OT3bIBAETCs O «KapaTesfibHoN» hopMe CTMMyNupoBaHus. [ns BOBNeYeHMs nepcoHana u
npegocraeneHns 6onee kadecTBeHHbIX ycnyr roctam otens «Villa Elena Hotel & Resi-
dences», npegnaraetcs nepnognyeckn NpoBoanTb MEpPONPUATUSA NO 0ByYeHU0 NepcoHa-
na. lNepcoHan JomkeH 0co3HaThb Lenu npeanpuatns, Torga onepaTtuBHbIA KOHTPOSb CTa-
HeT He NpoLeccoM AaBreHuns, a NpoLeCccoOM KOOpAMHALMUW.

Mpouecc obyyeHus nepcoHana HyXHO paccMmaTpuBaTb Kak Heobxoaumoe aencTeme
B YCNOBUSIX HbIHELLHEro pbiHKA, Kak MHBECTUUMIO B Byayuwee npeanpuatms. MNpouseTtaHue
OTens 3aBUCUT HE TOMbKO OT COBPEMEHHbIX TEXHONOrM 06CNyXMBaHNA, a B NEPBYIO O4e-
pegb OT YMEHWA U KBanudukaumm nepcoHana. epcoHan oTtens AofmkeH ObiTb rMbkuMm,
CnocobHbIM BbICTPO 06y4aTbCs PELLEHUIO NOCTaBMEHHbIX Neped HUM HOBbIX 3agay. JATo
Heob6xo4MMO AN AMHaMUYECKOro pasBuUTUSA NpeanpuaTa u pyKOBOACTBO OOSMKHO Hampa-
BUTb OCHOBHbIE YCUIMSA KA4POBOW NOMUTUKN Ha peLleHne BOnpocoB 0byyYeHnss nepcoHana
N CO34aHWNS CMIIOYEHHOro KONMeKTMBa efuHOMbILWNEHHNKOB. KoprnopaTuBHoe obyyeHue
nepcoHana — cnocob co3gaHusa ChfoYeHHOW KOoMaHAbl NpodeccrMoHanoB, NogroTOBMEH-
HbIX K 06bIM U3MEHEHUAM N CNOCOBHBIX AOCTUYb NOObIX BLICOT B GBU3Hece.

Mporpamma kopnopaTMBHOro obydeHust nepcoHana paspabaTbiBaeTcsi C KOMMIIEKC-
HbIM Y4eTOM BCeX (DaKTOPOB:

—  cneundukn OesTenbHOCTU, pe3ynbTaToB AesTeNbHOCTU, pe3ynbTaToB npenbl-
Aywmnx atrectaumm;

—  3anpocoB MHULMMPYEMbIX MepcoHanom. B aTom crnyvyae MOXHO MCNonb3oBaTb
TeCTbl AN BbISIBMIEHMS HEAOCTAOLWMX KOMMNETEHUNIN MU NPSAMble AN1S YTOYHEHMS NOTpe6-
HOCTEeN B onpeaeneHHbIX 3HaHUAX U HaBbIKaXx.

O hekTnBHbIM ByaeT He NPOCTO BbiOMpaTb FOTOBbIE NPOrpaMmbl Ha pbIHKE, a BMe-
CTE€ C TPEHEPOM M KOHCYNbTAHTOM KOPPEKTMPOBaTb U adanTMpoBaTbh MMeEKLMecs npea-
NOXEHUS C Lenbio MakCuManbHO NpUBNn3nTb NX K NPaKTUYECKUM CUTYyaUUsaM OeaTerbHo-
CTM OTens M gaxe paspabartbiBaTb HOBble 3P(EKTMBHbIE MPOrpaMmMbl MNOA KOHKPETHbIE
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3agauun npegnpuatus. NMopsagok B3anMogencTBus No KoprnopaTtuBHOMY OByYEHMIO MOXHO
npeacTaBuTb crieayrowmm obpasom (puc. 4).

A 4

A 4

MepBbI KOHTAKT NEpPBUY-
Has NOCTaHOBKa 3aJ1auu

Llenn n 3agayn obyyeHuns C6op nHdpopmauun

v
. BcTtpeva c TpeHepamu, ge- —
lNpoBeaeHne TPEHMHIOBOM P P P A UHdpopmauns BapmaHTvb'
l——| TanbHoe oGcyXaeHue Nno- |« peLLeHnst MOCTaBNEHHOM
JNarHoCTUKK
CTaBJIeHHbIX 3aga4 3apga4n

AHanus pesynbTaToB gua-
rHoctuku. Paspabotkaun |—» lNpoBegeHue TpeHnHra —»
cornacoBaHue porpaMMBbl

AHanuns pesynbTaToB.
OueHka adhpeKTBHOCTHU

v

[NocTTpeHnHroBoe conpo-
BOXOEHME

Puc. 4. MNopsidok 83aumodelicmeausi o KopriopamueHoMy 06y4YeHUH

Mocrne TPEHWHroB COTPYAHWKM MOTYyT MyTaTbCs B NPaBUIIbHOCTM CBOWUX OEWCTBUW,
OCTaloTCS Kakmne-To BOMPOCHI UMK NOSIBNSIIOTCSA HOBblE MPEnsTCTBUSA YKe Ha npakTuke. [Ons
HOpManuaaummn OesTenbHOCTU NPOBOAATCS MNOCT TPEHUHIM, Ha KOTOPbIX pa3bupatoTcs Bce
BO3HUMKLLME B npouecce paboTbl Bonpockl. MNpy cBOeBpeMeHHOM MpoBeaeHUM NepcoHarn
ycrneBaeT nNpoaHanuaMpoBaTb NPeMMYyLLECTBA U HE4OCTaTKM HOBOW TEXHOMOMMU 1 FOTOB ee
K 3aKpenneHuto Ha npaktuke. Mpadmyeckn 3To NpeacTaBneHo Ha puc. 5.

Andopusa oOCTUKEHNSA

PesynbTaTt geatensHoOCTH
COTpyAHUKA

»

BpeMFl'

Brnusnue
TPEHWUHra

Nopco3HaTenbHbIN
OoCTaToK

CHwxeHune pe3ynbTatBHOCTU B Nepnoa
OCBOEHMSI HOBOM TEXHOSOMM

Puc. 5. Pesynbmamsl rnpogedeHusi mpeHuH208

Mpeanaraetca NpoBOoAUTL MacTep Krnaccbl MO BCTpPeYE N NPOBOAAM FOCTEN, OBLLEHNIO
B 9KCTPEHHbIX cuTyauusx. [na KoMOpTHOro OTAbIXa MHOCTPaHHbLIX FOCTEN NepcoHarny oTe-
N5l BaXHO CUCTEMATUYECKN TPEHMPOBATLCHA aHIIMNCKOMY S3bIKy. [aHHble TPEHWUHIM U Ma-
CTEp Kracchbl JOMMKHbI NPOBOAMUTLCA 3a CHET NPeAnpUATUA, Tak Kak OHO 3auHTEPECOBAHHO B
KayeCcTBEHHOM 0b6CnyKMBaHUM cBoux notpebutenen. [Ina nepcoHana Bbiroga 3akrnoyaeTcs
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B camopasBuTUM 1 camopeanusaumu. [ns rocten, 6onee kavyecTBeHHOe 06GCnyXuBaHWe,
ABNSETCA LeHTpasibHbIM (hakTOPOM TOrO, YTO OHU €LLE BEPHYTCS B JaHHbIN OTENb.

[nsa pa3sButna nepcoHana v ynyyeHnsa kayecTBa BbinonHaemon paboTtel npeanara-
eTcs coBepllaTb 0OMEH OMNbITOM C APYIrMMU OTENSAMMU, KOTOPbIE YXKE HE NePBbIN rog NMeKT
cTatyc «naTtb 3Be34». MoXxHO co3gaTb JOrOBOPEHHOCTb Ha B3auMMOBbLIFOAHbIX YCIOBUSAX U
OTNPaBnATb NyYLNX COTPYAHUKOB Ha MNOBbILLEHME KBanuduKaumm, 3To ykpenuno Obl ces-
31 Mexay oTensamu, a Takke 6b110 Obl NPUATHBIM M NONE3HBIM MOTUBATOPOM ANSA COTPYA-
HUKOB OTENS.

MoaBoast UTor, OTMETUM, YTO KOHTPOIb, KakK OYHKLMS, OCYLLECTBIISIeTCS NOBCEMECTHO
Ha BceM npeanpuaTumn. OcobeHHo 3To cTano 3ameTHbIM nocne BeeaeHna COl B TexHoso-
rmo obcnyxmBaHmsa notTpebutenen. Ho ocyulecTBneHme onepaTMBHOINO KOHTPONS, AOMMKHbIM
obpasom He npoucxogmTt. Co CTOPOHbI PYKOBOACTBA HE MPUHUMAETCS HUKAKUX Mep Mo KO-
opAvHauMu nepcoHana, T. €. cpabaTbiBaeT UCKMIOYMTENBHO 3OPEKT «KHyTa»: nepBoe npe-
AynpexaoeHue, BTOpoe npeaynpexaeHne ¢ yBonbHeHneM 6e3 cornacusi cotpyaHuka. M ato
NPUTOM, YTO NepcoHan obyyarncs caMoCTOATENBLHO, BbINN NCEBAO TPEHUHIU, HO OHU UMESNU
OO XapaKTep, HEXENN KOHKPETU3NPOBAHHYIO paboTy Mo Kaxagomy u3 AenapTaMeHTOB.
MepBbIn pa3 npegnpuaTne nogano 3aseky B opraHudauuio «LHW» 6e3 cornacusa u Befo-
MOCTU nepcoHana. Ha BTopon pa3 6onbLuyto YacTb paboTbl N0 NOArOTOBKE BCEro NEpPCOHa-
na oTens CKMHYNN Ha OOHOro YerioBeka, B UTOre 370 YBENUYUIIO MPOLEHT NPOXOXAEHNSA B
opraHmMsaumio, HO He NPUBESIO K KOHEYHOWM Lenn — BCTynsieHust B opraHnsaumio «LHW». [1ns
pelweHnss aToM U Opyrux npobnem, pyKkoBOACTBY OTeNs criedyeT U3MEHUTb CTPYKTYpy
yrnpaBneHusl, NPOBECTU AeLeHTpanum3auunio 1 BNIOTHYH 3aHATLCS NMOArOTOBKOW nepcoHana,
noBbILWaga KBanudukauuio n oborawasa 6arax saHaHU COTPYOHUKOB.
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The organization of operational control in assuring quality of consumer service enterprises hospitality
Abstract. The article substantiates the need for operational control to ensure the required quality of service
of consumers of the enterprises of hotel sphere on the basis of introduction of standard operating proce-
dures. Proposed a package of work procedures of the business sphere, the introduction of which will allow all
involved in the business — customers, employees, managers and owners to get its benefits.
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