MepeiiTv Ha cTpaHuLy ¢ NONHOI Bepcueii»

MEXKIYHApOIHbIM ONBIT U HallMOHAJIbHAS MpakTuka (Ha npumepe «O00

MocnpomcTtpoit Otens MeHeIKMEHT )»

B nmanHO#l paboTe OBIT TMPOBENECH aHAIM3 JEATELHOCTH T'OCTHHUIIBI
«Xomuaen inn Mocksa JlecHass» ¥ IpOBENEH aHANN3 AEUCTBYIOIIMX CTaHAAPTOB
KauyecTBa 0OCTy)KUBAHMUSI.

Bo BBeneHun o0O0OCHOBaHa AaKTyaJlbHOCTb TEMBI, IIOCTaBJIeHA IIEJb
HAlKCAaHUSl BBIMYCKHON KBaJM(PHUKALIMOHHOW paboThl, ONpeAeneHbl OOBEKT,
IIPEAMET U 3a/1a4M UCCIICAOBAHNUS.

B mnepBo#i ry1aBe BBITYCKHOM KBIM(UKALMOHHON pPabOThl PacCMOTPEHBI
TEOPETUYECKUE OCHOBbI H3YyYEHHUS CTaHIAPTOB KadecTBa OOCITyXUBaHUS,
aHAJIM3UPYIOTCSL  TMOHATHE, BUIbI M OCOOEHHOCTHM CTaHAApTOB KadyecTBa
0OCITy)KMBaHMsI, PACCMOTPEHBI pa3padOTKa, BHEAPECHUE, COOMIOACHUE W
MOBBIIICHUE KauyecTBa CTAHIAAPTOB OOCIY)KHMBAHHWS, HM3Yy4aeTCs YCTAaHOBJICHHUE
KOHTPOJISI HaJ KaueCTBOM OOCIYXHBaHHUA M TPOLEAYPHl OLIEHKU U HU3MEpEHUs
Ka4eCTBa, PaCCMATPUBAIOTCS 3TAIlbl BHEAPEHUS CUCTEMBI KaueCTBa.

Bo BrTopoi#l rmaBe gaHa 0Omas  XapakTepPUCTHKA JEITEILHOCTU
rOCTUHUYHOTO npennpusatus «Xoymmaen Maa Mocksa JlecHas», IpOBeEH aHaIN3
JEHCTBYIOIIMX CTAHJAPTOB KauecTBa OOCIYKUBAHUS TOCTUHUIIbI, PACCMOTPEHBI
METOJbl OLIEHKH YIOBJIETBOPEHHOCTH KIIMEHTOB Kaue€CTBOM YCIYI B T'OCTHHHILIE
«Xomunen HMuH MockBa JlecHas», TIPENJIOKEHbI  MEPOIPHUATHA 1O
COBEPUICHCTBOBAHUIO IPUMEHEHHSI CTAH/IapPTOB KaueCTBA OOCITYKUBAHUS .

3aKIlOYEHUE COJEPKUT OCHOBHBIE BBIBOJABI W MPEAJIOKEHUS 10
COBEpILECHCTBOBAHUIO IPUMEHEHUs CTAaHAAPTOB KadyecTBa OOCIYyXUBaHUS
roctuHALBI « Xomuaen iaa Mocksa JlecHas» .

B pabote ncnonb3yrorcs 3 Tabauibl, 6 pUCYHKOB, CIIMCOK UCIIOJIb30BaHHOU
outeparypbl  coAepkuT 34  uctoyHuka. OOmmii  00beM  BBITYCKHOM
KBAJIM(UKAMOHHOM paboThl cocTaBiusieT /1 cTpaHuny.

Annotation to final qualifying (baccalaureate work) Komarova K.K. on
«Quality standards of service: international experience and national practice (0N

example, OO0 «Mospromstroy Hotel Management»)»
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In this work analyzed the activity of the hotel «Holiday Inn Moscow
Lesnaya» and an analysis of the current standards of service quality.

In the introduction the relevance of the theme, set a goal of writing a thesis,
identified object, subject and research problems.

In the first chapter of final qualifying work deals with the theoretical basis of
the study of service quality standards, analyzes the concept, types and
characteristics of service quality standards, examined the development,
implementation, compliance and quality of service standards, we study the
establishment of control over the quality of service and evaluation procedures and
quality measurement are considered stages of implementation of the quality
system.

The second chapter gives a general description of the activities of the hotel
enterprise «Holiday Inn Moscow Lesnaya», analyzes the current standards of
service quality of the hotel, considered methods of assessment of customer
satisfaction with quality of services in the hotel «Holiday Inn Moscow Lesnayay,
proposed measures to improve the application of standards of service quality.

The conclusion contains the main conclusions and proposals to improve the
applcation of standards of quality of service the hotel «Holiday Inn Moscow
Lesnayay.

The work contains 3 tables, 6 figures, bibliography contains 34 sources. The
total volume of the work is 71 pages.
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