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Takue K/IHOUYEBbIE CJ0BA KaK «Kajaob6a», O6palleHue — HEKUU JJOKYMEHT B rOCYy-
«IpeTeH3us», «peKJaMalysa», TeCHO CBs- JlapCTBEHHbIe OpraHbl, OpraHbl MECTHOTO
3aHbl Mexay cob6oil. OCHOBHbBIM HOpMa- caMoyIpaBJ/eHUs] WU JJODKHOCTHOMY JIU-
THBHO-NIPABOBbIM aKTOM PacCMOTPEHUS [y, B MUCbMeHHOU popMe, yCTHOH HJIHU B
)Kan006, mnpeTeH3ud gaBaserca D3 ot dbopMe 3JIEKTPOHHOrO JIOKyMeHTa Mpej-
02.05.2006 Ne 59 @3 «O nopsike obpalie- CTaBJISIOLIETO 3asiBJIEHUS WJIM >KaJl00y B
HUN rpaxkgaH P®». /laHHbI 3aKOH pery- WHCTAHIIMU, OPTaHU3AIHIO0.

JIUpyeT NPaBOOTHOLIEHHUS, CBSI3aHHblE C BoigensioT 3 BUJja o6palieHui:
peasnu3anuerd rpakJaHuHoM Poccumckou 1) npepaJioxkeHHe — 3TO peKOMeH AL USs
denepauuu 3akpensieHHOro 3a HUM KoH- KJIMEeHTa [0 COBEPIIEHCTBOBAHUIO 3aKO-
ctutyuuet P® npasa Ha ob6paleHue B ro- HOB, IpaBUJI, CTAHJIAPTOB B TOM WJIU UHOU
Cy/lapCTBEHHbIe OpraHbl U OpraHbl MecCT- coepe. TakumMu ob6paleHUSIMH MOJIb3YIOT-
HOrO CaMOylpaBJieHHs], a TaKXe yCTaHaB- Csl aKTUBHbIE, HEPABHOAYIIHbIE FPAXKAAHE,
JIMBAETCs TOPSANA0K pPacCMOTpeHHUsi ob6pa- KOTOpble NbITAIOTCS HW3MEHUTb HecoBep-
IeHUNW TpakJaH ToCyAapCTBEHHBIMU Op- HIEHHYI0 CUCTEMY OOC/IY>KUBaHUs, KauecT-
raHaMu, opraHamMM MeCTHOrO CaMOyIlpaB- BO YCJIYT;

JIeHUS U JOJDKHOCTHbIMM JvMunamu [1]. B 2) 3asgBJieHHWEe - 3asBUTEJIb MPOCUT O
JIJAaHHOM JOKyMEHTE B CT. 4. UMEKTCS Ta- COJEMCTBUM U peasiM3alUyd ero KOHCTUTY-
KHUe Olpe/ieIeHHS: [JUOHAJIbHBIX NPaB, CBO6GOJ AJis cebs ubo

JUIS APYTHX JIUL, JM60 coOo6LaeTcs B HH-
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CTAHLIMU O HapYLIeHUHX 3aKOHOB, peasju3a-
UM HOpPMaTHBHO-NIPAaBOBBIX aKTOB, He-
JIOCTaTKOB OOCJYKHBaHUS], KPUTUKU Jes-
TeJIbHOCTU QUPMBI U JO/IKHOCTHBIX JIULI;

3) kajs0b6a - nmpocbba KJIMEHTa O BOC-
CTAaHOBJIEHUM WJIM 3al]UTE €ro HapylleH-
HbIX MpaB, CBOOOJ UK 3aKOHHBIX UHTEpe-
COB Jipyrux Jiul, (Hampumep, Jul, C orpa-
HUYEHHbIMH  BO3MOXXHOCTSIMM  IpPOXKHU-
BalOUIMX B FTOCTUHHUILE).

OcHOBaHUSIMU JJIsi TPUOCTAHOBJIEHHUS
JleiICTBUSA CBUJETEJbCTBA O MPUCBOEHUHU
KaTeropuu CpeJiCTBaM pa3MelleHUsI MOTYT
HOCIYXHUTb [2]:

— Ha OCHOBAHHUMU KaJoObl MOTpPebUTeNA
TOCTUHUYHBIX YCJAYT, MOTUBUPOBAHHOTO
npeAcTaBJeHUS JOJ/DKHOCTHOrO juna ¢e-
JlepaJIbHOTO  OpraHa  HCIOJHUTEJNbHOU
BJIACTH, YIOJHOMOYEHHOI'0 Ha OCYIIECTB-
JieHUWe QeAepasbHOr0 TOCyJapCTBEHHOIO
HaZ30pa B 06JIaCTH 3aUlMThl MpaB MOTpe-
6uTesIel, 0 HApyllIeHUH NpaB NOTPeOUTEIs
IpU TNpPeAOoCTaBJIEHUU TOCTHUHHUYHBIX
yCIAyT, a TakKe HapyluleHWH TpeboBaHHUU
3akoHozaTteabcTBa Poccuiickoir Penepa-
I[UU O TYPUCTCKOU J1eATEJbHOCTH;

- BbISIBJIEHHME aKKpeJUTOBAaHHOU opra-
HU3allMel, He COOTBETCTBUS TOCTHHUILbI
KaTeropuy, W MpeoCTaBJisieMbIX B HeH
TOCTUHUYHBIX yCAYT YCTAaHOBJEHHBIM MO-
JIO)KEHHWEM O KJacCUPUKALUU TOCTHUHHUILL
TpebOBaHUSAM K KAaTEropuu TOCTUHMUIBI,
yKa3aHHOM B CBU/JETEJbCTBE O NpPUCBOE-
HUM TOCTHUHUIE OINpeJieJIeHHON KaTero-
puuy;

[IpeTeH3us - 3TO yCTHOE, NHCbMEHHOE
TpeboBaHUe, OOpallleHHOe K BJaJieJiblly,
PYKOBOJUTEJIIO CPEJICTBA pa3MelleHUs], 00
yCTpaHeHUH HapyuleHuul. /laHHoe Tpeb6o-
BaHUe M03BOJIIET Ha J0CyZ,e6HOM Neprojie
yperyJupoBaTh IpaBOBble CHOPbl, KOH-
GJIMKTBI, TPO6JIeMbI, KOTOPblEe BOSHUKJIU Y
M0J1b30BaTeEJIsl TOCTUHUYHBIX YCAYT U cep-
BUCA.

Kaxabii KJIUEHT TOCTUHUYHO-
pectopaHHoro komiiekca (gaznee - I'PK)
MMeeT olpeJie/leHHble 0XXHWAAHUA OT roc-
TUHOTO NPOJYKTA, OH JOJ>KEH 3HAaThb OIU-
caHue HoMepHoro GoHJa, KauyecTBO U
CTaHJApPThl 0OCAyKUBaHUSI CpeACTBa pas-
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MellleHUsI OTHECEHHOT0 K ONpe/esieHHOH
kaTeropud. OTAbIX B TOCTUHUYHON WHAY-
CTPUU - 3TO L[€JIOCTHOE MOHSITUE, OH MO-
KET COCTOSATBHCA M ONpPaBAAThb OXHJAHUeE
KJIMEHTA, 2 MOXEeT NPUHECTU JABYXCTOPOH-
HUe npob6sieMbl. MHOTMe KJIMEHThI IMOJIb-
3yl0lde CpeACTBaMH pas3MelleHus YxKe
BbIpaboTa/ii U NPUHUMAKT AaAKTUBHbIE
JleiCTBUA MO JIMKBUJALMU HapyLleHUU
GYHKIIMOHA/JIBHOTO U TEXHHUYECKOTO Kadye-
cTBa obcayxuBaHus. Hanpumep, Bpy4awT
IpeTEeH3UI0 MeHe/pKepy NpHeMa U pasMe-
IleHUs B NPUCYTCTBHUM CBUJETEJIEH, 3Had,
YTO NpU pa3bupaTesbCTBe NpPeTEeH3UH UX
npujeTcs AoKasblBaTb. Eciu Typuct, npu-
O6bIBaeT nocje OTAbIXa 3a pybekoM Ha
Tepputoprio P®, u y Hero OblIM MpeTeH-
3UM K OTeJ, TO B TedeHHe 20 JHEH OH
JIOJDKEeH 3aCBUJeTeJIbCTBOBAaTb 3TO B CY-
JleOHbIX OpraHax Ha Tepputopuu P®, npe-
JOCTaBUTb MCK, IPUJIOKUTD BCE JJOKYMEH-
Thl CBU/JIETeJIeH, poTorpaduu, T.e. UCIOJb-
30BaTh NIPaBO 3aLUTh] OT HENPAaBOMEPHBIX
JleICTBUM NpeObIBaHUS B OTeJsle U JIOJIXK-
HOCTHBIX JIWI, IJle OblJIM HapylleHbl ero
NOTpebUTebCKUE MPaBa.

Bo usbexaHuss npo6sieM B KJIUEHTYp-
HbIX OTHOULIEHHUSX B chepe cepBHca Cylle-
CTBYIOT aJIFTOPUTMbI paboOThbl COTPYLHUKOB
C IpeTeH3UIMMU:

1) BeicaymuBaTh NpeTeH3UM BHUMa-
TeJbHO W OTBe4YaTb TOJIbKO KHUBKOM, He
ciaefyeT moydaTbh, roBopuTh «He kpuuu-
Te», Jiy4llle 0CO3HAaHHO roBOpUTh «IloHH-
Mar».

2) CoTpyAHUKY OTeJssl, C/leAyeT YTo4-
HUTb PUO KIMeHTa, NpeTEeH31I0 3aNUCaTh,
TEM CaMbIM TIOKa3blBasi BHUMaTeEJIbHOE
OTHOIIIEHUE K KJIHWEHTy U 00lieil npobJie-
Me.

3) CoTpyAHUK [OJDKEH U3BUHUTLCA U
BbIPA3UTh COXaJIeHWEe, MOXKHO HCII0JIb30-
BaThb /IBa BApUaHTa U3BUHEHUU:

— HW3BUHUTBLCS JIMYHO 3a cebs, TeM ca-
MbIM UJEHTUPUIMPYIO cebsi C OoTesieM, U
ecJi B MpobJyieMe ecTb Kakasf-1ubo [0/
OTBETCTBEHHOCTH BbIPAa3UTh COKaJIEHUE;

— WU3BUHUTBLCA 3a TO, YTO KJIHWEHT IO-
naJj B TPYZHYIO CUTyallMIO B OTeJle.
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4) 06s3aTeNbHO COTPYAHUK [IO/DKEH
no6J1arojapuTh KJAMEHTA U JaTh MOYyBCT-
BOBaTb €My, YTO OH CJeJia/l IPaBUJbHO U
BbIPa3UTb TOTOBHOCTb IOMOYb OKa3aTb
noasepxky. Ecium mpobsiema mpeTeH3UM
pellaeMa, TO COTPYAHUK MOXeT yKa3aThb,
YTO PElIUT ee U OepeT MOoJ KOHTPOJb, U
IPUMET JIMYHOE YYaCTHE B €€ PEeLIEHUH.

5) IlpuHATH Mepbl U chenaTb YyThb
00JIbIlIE OOEIaHHM.

6) KomneHncupoBaTh Heyz06cTBa QyHK-
[IJMOHAJIbHOTO, TEXHUYECKOr'0 KayecTBa 00-
CIY>KUBAHUA: CKUJAKOM, KyIOHOM, COpas-
MepHOW CTOMMOCTH NPEeTEH3HH.

CoTpyZHUKaM TOCTUHHUYHO-
pecTOpaHHOT0 KOMILJIEKca cjaefyeT MNOM-
HUTB:

— C KJIMEHTOM HeJlb3sl CHOPUTh;

— TOBOPUTH «YCHOKONTECh» — 3Ta Ppa-
3a OCKOpOJisieT KJMWEHTOB, 3TUM KJoue-
BbIM CJIOBOM UM KakK Obl BHYIIAIOT, «CMe-
PHUCh C HAPYILIEHUSAMU».

— ONpaBAbIBAaTbC U INEPEBOJAUTH
CTpEJIKH Ha APYTUX COTPYAHHUKOB;

— YXOAHUTH OT OTBETCTBEHHOCTH;

— obelaTh U He BBINOJHATH JeHCTBUS
0 YCTPAaHEHUI0 NpeTeH3UH, YTO MOXKeT
IpPUBECTU K O6oJiee cepbe3HbIM MpeTeH3U-
M.

PeksaManusi — Bo3paxkeHue, HeoJj06pe-
HUE F'OCTUHUYHO-PECTOPAHHOTr0 MPOJYKTa,
MOJIyYeHHOW YCJyTrd, CepBHUCa, INpeabsiB-
JisieMasi COTPYAHUKY Cpe/CTBa pasMelle-
HUS, PyKOBOJHWTEJIIO, IO BONPOCY HEHa/-
Jexauiero QyHKIHOHA/JIBHOIO, TeXHU4Ye-
CKOI'0 KauecTBa 006C/y>KMBaHUS.

PeksaManusi - 3TO He TOJIBKO TO, YTO
rOBOPSAT KJIUEHTHI, 3aKa34YUKH, 3TO TO, YTO
rOBOPST U COTPYAHUKH O KOMIIAHHUH, O
JIIOJIS1X, O PYKOBOAUTEJSIX C KOTOPBIMU pa-
60TalOT BMeCTe U CTPoAT obiee jgeso. Co-
rJ1aCHO 3aKOHaM (QU3UKU - QPOHTAJbHO-
CTH, €CIM B TOCTHUHUYHO-PECTOPAHHOM
KOMILJIEKCE YTO-TO MEHSIeTCS B TEXHOJIO-
MU 0OC/ITYyKMBaHHSA, 3TO aBTOMAaTHUYECKU
MPUBOJUT K U3MEHEHUIO B JIPYTUX CUCTE-
Max (cayx6ax). Hanpumep, ecau coTpya-
HUKH OT/eJla XayCKUITMHTa BeyT ce6s1 Ipu
BBbINIOJIHEHUH NPOodeccHOHaIbHBIX NPOdHU-
Jlell aHTUKJIMEHTYpPHO, TO 3TO aBTOMAaTH-
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YeCKU IepeflaeTcsl Ha JApyrue IMJI0CKOCTH,
C1yx0bl OpPOHMpPOBAHMUs, NpHeMa U pas-
MellleHUs U JP.

[IpegctaBUM anroputMm paboThI C pek-
JlaMallusIMU:

1. Ilar: PeknamManys, Kak INpaBuUJO, B
WHJYCTPUM TOCTENPUUMCTBA CBfI3aHa C
(YHKIIMOHA/JIbHBIM U TEXHUYECKUM Kauye-
ctBoM. [locMoTpUTe Ha pekjaMalyi0 Kak
Ha npaBAay U yoepute cTtpax. Umeerca Ta-
Koe BbICKa3biBaHWe buiia lertca «Ilio-
X1€e HOBOCTH J,0JIKHBI JIETAThb».

2 llar: CoesaiiTe Tak, YTOObI KJIHWEHTHI,
KOTOpble MUILYT peKJaMalluy, He OTceKa-
JIUCh KaK U3rOM U UM KaK TOHLAM IJIOXUX
BECTEN B CTapble BpeMeHa «0Tpybasu ro-
JIOBbI». PekylaManus nomnajjaet Kak npaBu-
JIO BO BHYTPEHHIOK CpeAly CpeAcTBa pas-
MellleHUs] U BcTpedaeTcs ¢ cGOpMUPOBaB-
mencsa  ujeoJiorued, KOpPMOpPAaTUBHOU
KYJIbTYPOU KOTOPOU KHUBET 3Ta KOMIIAHUS.
KiveHT B GOJIBIIMHCTBE C/ay4YaeB BbIJBU-
rasg NpeTeH3UK TOBOPUT MpaBAy, K HeH
Ha/l0 IPUCAYLIAThCHI U TOHUMATh.

3 Ilar: BeigesuTb KaHaJ/bl NOCTYILIE-
HUS peKJlaMallMi, 10 KOTOPbIM OHAa MOXeT
JIOUTH 10 cpeACcTBa pa3MelleHus (puc 1).

‘. F - A.'
J

Puc. 1. B/1ok# KaHaJIOB NOCTYNJIEHUH
Pexnamaruii

U3-3a geduumTa BpeMeHH, KIHUEHTHI
nepecraiau nucatb «KvBble nucbma». Pek-
JIaMallM¥ MOTYT Pa3HOCUTHCS MPU MOMOIIHU
«capadaHHOro pasyo», KOTOpoe paboTaeT
He TOJIbKO B COOOIIeCTBe KJIUEHTOB, HO U
COTPYAHHUKOB, BJIaZIeJIbIIEB, PYKOBOJUTE-
Jiel. B coBpeMeHHBIX OTeJIAX 32 TEXHOJIO-
T'UI0 paboThl C peKJIaMalisIMH JIOJIXKEH OT-
BeyaThb COTPYAHUK, CO CIHelUaJbHbIMU
npodecCUOHANbHBIMH  KOMIIETEHLUSIMHY,
OH JIOJDKEH OTBEYaThb 33 «TOYKY KOHTAaK-
Ta», YTOObI OHA He Obla 3abpolleHa, A40JI-
»KeH OTBeYaThb Ha o6pallleHHUs.

4 Illar: YHudUuupoBaHUe peKaaMalui
no aaroputmy (Tabs.1)
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Tab6suna 1

Mopayu paboThI € pek1aMauusaMU

OTKyza B CpeAcTBO pa3Melle-
HUS NOCTYNHJIA peKIaManus

YTo 0603HAaYEHO B peK/JaMalUu
Y MeXaHH3M pearupoBaHUsl

KTo oTBeuyaeT 3a TeXHOJIOTHIO
paboThI C peKJaMalUsIMU

JKasno6HbIe KaHasIbl

BhIfie1eHHe TUTIOBBIX Kaj1006:

Xo3siMH Tmpolecca paboThl €

no GyHKIUOHAJIBHOMY U TeX- | pekjaMauusamu®*
HUYECKOMY KaueCcTBY 06CayXH- | COTPYAHHUK, HOJb3YIOIINA peK-
BaHUA Jamanuen**

®opmbl obpanieHu N [lla6sioH peakuu Ha peksiama- | OTBETCTBEHHbI 3a  CHSATHeE
110 (peveBble MOJIYJIH) pekaManuu***

BHeceM SICHOCTb, OTHOCUTEJIbHO OTBET-
CTBEHHBIX 32 TEXHOJIOTHIO peKJIaMallui:

KTo fo/xeH ObITH XO3IMHOM MpoIecca
paboThl ¢ pexkaaManuaMu.* Ecau sto Baa-
Jenull (COGCTBEHHHMK) OTeJis, CJlAeAyeT
KJaTb 3aKpbITUS CpeJiCTBA pa3MelleHus,
3TO NMpUBeJET K NpodpecCuoHaTbHOMY BbI-
rOpaHUI0, HEJOBOJILCTBY COTPYJHUKAMH,
6usHec-npoueccaMu. PekomMmeH1yeM BBeCTH
JIOJDKHOCTb OINEepaTUBHOrO AupekTopa (B
HEKOTOPbIX OTEJISIX OHA UMEEeTCs B LITATE)
U CcZleJIaTh ero X03sIMHOM Ipolecca paboThbl
c pekjamanusiMu. MiMes pgoctaToyHo 06-
IIMPHBIA pblYar pyKOBOASAILEH BJIACTH, OH
CMOXXeT BO3/leiCTBOBAaTb Ha CJYKOBbI:
nprveMa U pa3MellleHUs]; XayCKUIIUHTA, OT-
JleJ1a TUTaHUS U JIp.

COTpyAHMK, NOJIb3yIOLUA peKJaMaly-
el** - 11060M COTPYHUK MOXKET MOJYYUTD
pekJlaMallMIo, a TaKXKe OHa MOXeT 3aTpo-
HYTb MOJIPSI/TYMKA, OCTABIHMKA.

OTBeTCTBEHHbIH 3a CHATHe peKJaMa-
MY, *** Kak mpaBuJio, 3TO 0PpUC-MeHeKeD,
YyeJIOBEK HeUTpaJibHbIM, OH MapIIpyTH3U-
pyeT pekjamMauuu. [logaet curuan o HaBe-

JleHUH nopsiika B TEXHOJIOT0-
obCayKMBaKLIeM IMpolecce B OTAesax
CYXO0.

5 llar: HayyeHue mpaBU/IbHO pa3roBa-
pUBaThb C KJUEHTOM, OT KOTOpPOrOo HJET
peksiamManus.

COTpyZHUK CpeACTB pa3MelleHus He
JIOJDKEH 00SITbC U3BUHEHUH U CJIOB OJia-
rofgapHocTu. [Ipu oOLeHUN HYXKHO BblJe-
JITh KJIIOUEBbIE CJI0BA, BeJib CJIoBa U Gop-
Ma MUX MPOU3HOIIEHUS UMEKT 3HA4YeHHE.
CoTpyZHUK OTeJsisl, pecTopaHa [I0JKEH
HAy4YUTbCSH, yBaXKaTb KJIHWEHTA, 3TOr0 MHO-
rZa He XBaTaeT B OM3Hec-poleccax U Jia-
»Ke OTCYyTCTByeT. B KnU/101, 06111eCTBEHHOHU
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30He MOXET ObITb BCE HJeaJbHO U Ipe-
KpacHO, HO TOCTH XOJIOJHO, HEMPUSATHO,
TaK KaK COTPYAHUKU TOCTENPHHUMCTBA He
paboTaroT c Ayumoi. BcieactBue aToro Ka-
Kasi Obl ’ka/100a He MOCTyIaJa OT KJIUEHTa,
3a Hee cJeAyeT Mo6JaroJapuTh KJIMEHT],
Ccpa3y M3BUHUTLCS 32 JOCTaBJEHHbIN JUC-
KOMOPT, BBISICHUTh JeTaH, 06CTOSATE b-
CTBA 0OpallleHUs], COOBLUTD IJIaHbl, BpeEMs
pelieHus MPo6JIeMBI.

MHorue oOTeJH JKUBYT B
«KEpPTBbI», HX PYKOBOJCTBO
peksamMaluid, HO HCIPaBUB
noJiyyaeTcss  BO3MOXHOCTb  IOJIy4yaThb
obpaTHyl CBS3b. Bejgb  KJIHEHT B
IOCJe/ICTBUM MOXKET CTaThb MOCTABLIMKOM-
napTHepOM, M 3TO OTpPasUTbCSI Ha
OpraHU3alUH XO3SIMCTBEHHBIX CBsSI3ed B
chepe cepBuca. CHHXpPOHU3UPYS
NOTPEeOHOCTU KJIHUEHTOB, oduC-MeHeIKep
MOXKeT HEeHUTpaIru30BaTh, 3aKpbITh
peKaMal1u. [Ipouecc paboThl c
»Kasi00aMH, MPETEH3USIMH PeKJIaMalUusIMHU
HY>KHO BECTH [0 KOHLQ, T.e. BbINOJHUTD
CAeyOIUN LUK

[I[pyusHaTh OIIKMOKY, HO He HUATHU Ha

pexume
60UTHCH
OLIUOKU

nogosy y kiaveHta —  Hcopasuth
npo6seMy B  QYHKIHUOHAJIbHOM  WJIHU
TEXHUYECKOM KayecTBe 0O0C/AyKMBaHUSA

kadeHTa — [loJiyduTh 06paTHYI CBSI3b—
[IpeiocTaBUTH KOMITJIEMEHT.

3apaHHee JjaBaTb KOMILJIEMEHT HeJb3f,
KJIMEHT 3TO MOXXET NOHSATh He MPAaBUJIBHO.
C ¢JuHaHCOBOM TOYKMU 3pEHHS KOMILIe-

MEHTBhl OKYNATCA, TaK KakK Jajee He
NOCNeAYIOT wtpadsl, CaHKLMH,
BO3MOXXHOe  JIMIIEeHUWe  aKKpeAUTaluU

CpPeACTB pasMelleHUda [0 HapylleHUAM
npaB INOTpebuTesel, BeAYyLIUX K UX
OMAaCHOMY NpeObIBAHUIO B OTEJISX.
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ABTOpOM CTaTbu TpOBeJeH aHaJu3
JIOJDKHOCTHBIX HMHCTPYKIUH MeHeIKepoB
cpe/iHero 3BeHa: 060CO6JIEHHOTr0 Mmojpas-
JeJeHue oTesisl «X3MNOTOH 6ai XUJITOH» C

I|eJIbl0  BBISIBJIEHUSI OTBETCTBEHHBIX 3a
paccCMOTpeHUEe TMpPETEH3UM, KaJlob U UX
JIeMCTBUM, 00603HaYeHHbIX Mnpodeccuo-
HaJIbHBIM podusieM (Tab.1. 2).

Ta6suna 2

®dyHkuuoHan 06513aHHOCTEH, CBA3aHHBIX C 06paLeHUSIMUA KJIMEHTOB

MeHemxep cayxK0bl pUeMa U pas-
MelleHus

AAMUHYCTpATOpP, HOYHOH ayUTOD, CyliepBai3ep, CpecT-

Ba [lpYeMa U pa3MelleHust

QdukcupyeT Bce MNpoU3OIIE/IIee U
Ba)kHOe. Bompochl a1 JasibHEHIero
pellleHUs1 TepeaaeT, COOOIAET CO-
TPYAHUKaAM Mo/JipasjesieHus. BoicTpo
1 3¢ PEeKTHUBHO JIOJKEH peardpoBaTh
Ha Bce »KaJIoOObl I'oCTel, BEXJIHUBO U
KOPPEKTHO paspelniaTb BCe CIOpPHbIE
CUTYaIUU

PaccmoTpeHre nmpeTeH3WH CBSI3aHHBIX C HEYAOBJIETBOPHU-
TeJIbHBIM OOC/Iy)KMBAaHHUEM KJIUEHTOB M He3aMeJIUTeJb-
HOMY IPUHATHIO Mep 10 UX YCTPaHEHUID, eCJIM Heo6X0U-
MO BMeELIATEJbCTBO BBILIECTOSILEr0 PYKOBOJCTBA, He 3a
MeJJINTe/bHAsA Mepejiada UM O MpoHclIe/ el npobdieMe.
WHpopMupoBaHUEe PYKOBOJUTENSI O HeA0OpOKavYeCTBEH-
HOM O6CIY>KUBAaHUU KJIUEHTA U MPUHATHE MeP IO UX YCT-
paHeHUI0

1 MCKJII0YeHHUs] peTEeH3UH, Kanob U
peksamanuu B ['PK cymectByeTt focraTou-
HO yJ0OHbIA MHCTPYMEHTApUMl /sl Cco-
TPYZAHUKOB - JIOJDKHOCTHbIE WHCTPYKIUH,
npaBuia noBefeHusi, Kogekc kopnopa-
THUBHOM Ky/JbTyphl. Tak B npaBujax MNoBe-
JleHWsl TOPHUYHOM O4YeHb MHOTrO MpesIu-
CaHUM, BbINOJIHEHHE KOTOPBIX CIOCOOCT-
ByeT 0e3KOH(JIUKTHbIM KJUEHTYPHbIM
JIOSIJIbHBIM OTHOILEHUSIM KJIMEHTOB. Bo
u3bexxaHue cepbe3HbIX MpPoOJIeM, COTPY/-
HUKYy OTeJisl He ceflyeT UATH Ha YCTYNKHU
roCcTeM, cjiefyeT BCe B3BECUTH, OLlEHUTh U
He ynpouaTtb. Hanpumep, Bo usbexaHue
ONAaCHOCTU TIOCTEW TOPHUYHOU He CTOUT
OTKpbIBAaTb HOMeP MO MPOCbOe rocTs CBO-
UM KJIIOYOM; HeJib3l HUKOTO BIYCKaThb B
HOMep, KpoMe rocTs. Eciu xe rocts 3aien
B KOMHATy B TO BpeMs, Korja ybupaercs
TOpPHUYHasA, OHA JI0JKHA BEXJIMBO I03/10-
pOBaThCSl U BEXJIMBO MONPOCUTH NMpebs-
BUTb FOCTEBYIO KapTy.

Crnenywoumyii nmpuMep, npu oOGHapYyXxe-
HUU B HOMEpE Ha BUJHOM MecTe 6OJIbIINX
CyMM [IeHer, paroleHHOCTeN, BEleCcTB C
CUJIbHBIM  3allaXxOM, MO0/I03PUTEJbHbBIX
npeAMeTOB FOPHUYHAsS He J0JI’KHA UX TPO-
raTb U BO HM30eXXaHHe MpPeTeH3UH, ajoo,
peksiaMaluMid U KOHGQIUKTHBIX CHUTyalUH
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IIOCTaBbTe B HU3BECTHOCTb PYKOBOJUTEJS
WJIU [IeX)KyPHOT'0 XayCMeHa.

HeykocHUTe/NIbHBIMU NpaBUJaMu pabo-
Thl TOPHUYHOH SABJISIOTCA:

- ecJM TOpHUYHasi He cMorJa y6paThb
HOMep, T.K. Ha JIBepU BHcesia TabJHUUYKA
«He 6ecrnokouTb», COOBIIUTHL ciefyeT 06
3ToM cynepBaisepy g0 15.00;

- ecJI1 3aMeTHuJla Kakhe-Jubo MOBpex-
JleH!sl, UJIM 4YTO-TO MpoMajo U3 HoMepa -
HeMe/IJIEHHO co061iaeTcs cynepBan3epy.

B paMkax wucciaenoBaHUSl TpPeETEH3UH,
’KaJio6, pekJIaMal il aBTOPOM CTAaTbH MPO-
BoauJica onpoc 17 auBapda 2019 ropa cpe-
Ju 50 pecrnoH/JIeHTOB - paboTamLUX CO-
TPYJIHUKOB U CTYyJleHTOB WHCTUTyTa mU-
1leBbIX TEXHOJIOTUHM U AU3aiiHa - Ppuimnaia
I'bOY BO «HI'M2Y» B Bo3pacTte 21 roja u
6osiee (MOJIB3YIOIUX YCAYyraMd U CEPBU-
COM CpeACTB pa3MelleHus1). BbLio Bbisic-
HEHO, YTO MepPBUYHOH SIBJISIETCS MpPETeH-
3Us, KOTopasi B MOCJe/CTBHE BeJleT K Ka-
Jlobe W OTpULIATE/JbHON pekyamauuu. Jla-
Jiee TpejcTaBieH (parMeHT aHKeThbl MO0
uccaesoBaHuio (Ta6..3).

B pe3ysibTaTe HccieloBaHUs BbISIBJIEHO,
YTO NMpPEeTEeH3UH OTHOCATCS B OCHOBHOM K
GYHKIMOHA/JIbHOMY U TEXHUYECKOMY Kaye-
CTBY 00C/Iy>KMBaHHUS KJIUEHTOB (Ta6J1.4).
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Ta6smna 3

AHKeTa 10 HCCIeJOBAHUIO IIPETEH3UH, XKaJI00, peKIaMaliii B UHAYCTPUHU rOCTEIPUUMCTBA
YBaxkaeMbl} [10J1b30BaTe/Ib FOCTUHUYHBIX YCJAYT U cepBUca!

YaenuTe, N0XaJlyHcTa, BpeMsl, U OTBEThTE Ha [pe/jIoKeHHble BONPOCHI

Bonpoc/oTBeT

CuuTaeTe jiu Bol npaBUJIbHBIMU CJIeAYIOUIME YTBEPXAeHUs?

1.YTBepKaeHue

[IpeTeH3uss - 3To ycT-
HOe, MMCbMEHHOE Tpe-
6oBaHMe, OOpalleHHOoe
K BJIaJIeJiblly, PYKOBO-
JWTEJNI0 CpeJicTBa pas-
MellleHHs1, 06 yCTpaHe-
HUUW HapyuleHhH 1o
KayeCcTBY OOC/IyKUBa-
HUA

Kanoba - mpockba
KJIMEeHTa O BOCCTAHOB-
JIEHUM WM 3allUTe €ero
HapyIeHHBIX npas,
CBO6OJ, WJM 3aKOHHBIX
HHTEPECOB JAPYTHUX JIHIL
(Hanpumep, UL C orpa-
HUYEHHBIMU BO3MOXHO-
CTSIMU 3JI0pPOBbSl TPO-
’KUBAIOIIUX B TOCTHHU-

1e)

Peksamanusa - 3To nNpeTeH-
3usl NOTpebuTe s, KOTOpas
obpatieHa Henocpe/iCcT-
BEHHO K DPYKOBOJUTEJIIO
OpraHMsalMyd MO0 Mpejoc-
TaBJEHUI0  HeKayeCTBeH-
HOTO TOCTUHHUYHOTO MpO-
JYKTa, yCJIyT, cepBrca

OTBeT Ja/HeT Ja/HeT Ja/HeT
2.Bonpoc 0603HaYbTe paHT, UCCElyEMbIX KATETOPUU
OTtBet 1. 1. 1.
2. 2. 2.
3. 3. 3.
3.Bonpoc a)Kakune mperensuy, | 6)C KakuMHu xKajsob6amu | B)Kakolh MHCTPYMEHT pekK-
MMeJd MeCTO ObITh | Bbl ob6pamanuce B oT- | JaManuid Bel mcmosib3oBa-
IpY NO0JIb30BAaHUU T'OC- | Aesl aJMUHUCTPUPOBA- | JIM B NpoLiecce HapyLIeHUH
TUHUYHBIM NpOAyK- | HUA oTesen? CTaHJApTOB  0GC/IyXKHUBa-
TOM? HAA QYHKLMOHAJIBHOTO U
TEXHUYEeCKOI'0 KayecTBa
OTBeT 1. 1. 1.
2. 2. 2.
4 Bomnpoc a)llo Bawemy mHenuto | B)B  Teuenue kakoro | [lepef O6pOHUpPOBAHHEM
NpeTeH3UM KJHUEHTOB | BpeMEHU pellajvMCh BO- | FTOCTUHUYHOTO HOMepa, Bel
[0 BOINPOCY KadyecTBa | IPOChl, CBA3aHHble C | U3y4Ya/u OT3bIBBI F'OCTEU O
00CJy’>KMBaHHWA MOTYT | paCCMOTPeHUEeM U INpH- | CpefiCTBAaxX pa3MellleHHud U
OpUBECTH K  KOH- | HATUEM pelleHus] 10 | KakuM 06pa3om?
baUKTHOW  cuTyauuu | Baweil xano6e
rocTs W COTPYZLHHUKA
cpefcTBa pa3Melie-
HudA?
OTBeT Ja/HeTt 1)3a 10-15 MUHYT; 1.
2) B pe/ieJiax yaca; 2.
3) 6osee 1 yaca; o TR
4) 6oJiee CyTOK
5.Bomnpoc A)llpuBegure mnpume- | b)Cunutaere s Bl Ha- | B)I[lo BamemMy MHeHu0 ot-
pbl HauboJiee pacnpo- | pylleHUeM IpaB MOTpe- | pulaTeJbHas pekJaMauus
CTpaHeHHBbIX I[peTeH- | OUTessA, He pPaccMOT- | MOXKET NPUBECTU K OTTOKY
3ui peHHble ajobbl W UX | KAHeHTOB B [PK?
He YCTPOeHHUe
OTBeT 1. Ja/nHet Ja/net
2.
n. .

YBakaeMblH MM0JIb30BaTe/b TOCTUHUYHOIO MMPOAYKTA, Ballle MHeHNe 0YeHb IIeHHO, UCKPEHHE
Bam, 6Jj1aroiapHsbl.
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Tabunna 4
BolIABJIEHHBIE B X0/i€ MCCIE0BAaHUA M 06pabOTKH pabOYMX AaHKET PETEH3UH K TOCTUHHUYHOMY NTPOAYK-

TY B Pa3JIMYHBIX CpEeACTBaX pa3MellleHHuA

KauecTBo 06C/Ty>kBaHUSA
B CPEACTBAX pa3MelleHHs

BrisiBJIEHHBIE IIpeTEeH3HH B X0€ aHKEeTUPOBAHHUA

dyHKIMOHA/IbHOE Kadye-
CTBO B CpeJICTBe pa3Me-
IeHUsl CBSI3aHO C TIpe-
JloCTaBJIeHHEeM rocTH-
HUYHOTO TPOAYKTa ycC-
JIYT, TEXHOJIOTUM TMPOU3-
BeJIEHHBIX pPabOT CJIYXK-
60¥M XayCKUIIMHTA, OTAe-
JioM nuTaHusd. Ha faHHoe
KauyecTBO BJIMSIET LMKJI
0OCIY>KUBaHUSA  KJIMEH-
TOB, KOTOPBIHA COCTOUT U3
MHO>KEeCTBA 3TamoB: 6po-
HUPOBaHUs], pPeErucTpa-
[[UY, pa3MelleHUuH B HO-
MepHOH GOHJ, TPOBOJBI
rocTs, OKa3aHHe YCJyT
TpaHcdepa.

3apy6exxHbIi cepBUC

1)Hapy1ieH rpaduk 3aMeHbl IOCTeJAbHbBIX TPUHAIJIEKHOCTEH;
2)HapylieHa TeXHOJIOTUS YOOPKU B HOMEPE;

3)WIFI pa6oTaeT B 30He JIOG6H, UTO NPUBOJUT K CKOIJIEHHUIO FOCTEH U
HeyZ06CTBaM B 00IECTBEHHOU 30He OTeJIs;

4) rpsi3HBIN GacceiiH, XxaMmaM;

5) cpeacTBO pa3MellleHUs] HE OTBeYaJio 3asiBJIEHHOHW KaTeropuu;
6)coTpyaHuk 6esiMaH (Bellman) He pearupyeT Ha mpock6y rocTs OT-
HEeCTH, 3a[1aKOBaTh Y€MO/IaH;

7) 6oJiblive oyepesd B CTOJIOBOM IO MOJIyYeHUIO YCAYTH «IIBeACKUU
CTOJI»;

8) He cucTeMaTHuyecKasl BbIKJIaZiKa HAG0POB 'MTHEHUYECKUX CPEJICTB
WJIM OTCYTCTBHE UX;

9) HapylLIeHHe PeXUMOB YOOPKH, NPUBOJsILEee K MaZleHUSM KIUEHTOB
B 00111eCTBEHHOU 30He Ha Inarar.

OTevecTBeHHBIN CepBUC
1) B TPaH3UTHbBIX FTOCTUHHULAX [PS3HOE MOCTEbHOE OeJlbe;
2) 6poHUpOBaHUE MPOU3BOAUTCA HAa booking.com, npu ero oTMeHe 3a
KOWMKO-MeCTO B XOCTeJle B3UMaeTCs OIJIaTa 3a CyTKY;
3) oyeHb MHOT'0O HaCEKOMBbIX (KOMapoB);
4)npu NPUTOTOBJIEHUH MIOPE HUCII0JIb30BaHbl KapTodesbHbIE XJIOMbS,
BMECTO HaTypaJIbHOI'0 KapTodeJis;
5) Ha nocy/ie MMelTCs Pa3BO/ibl U 0CaZIOK OT MOIOLUX CPEJICTB;
6) nayTHHA U [bLJIb HAa I0JJOKOHHUKAX;
7) UrHopupoBaHue 3Haka «CaenaiTe yOOpKy HOMepa;
8) ocyuiecTB/IeHHE TEXHOJIOTUH YOOPKHU NpU HaAM4uK 3Haka «He 6ec-
MOKOUTDY;
9) npuxo/, B HoMep 6e3 NPUYUHBI aAMUHUCTPATOPA OTEJIS;
10)perucTpanus Ha pecenileH B Te4YeHHe Yaca;
11)1y™M Ha peccenlieH rpynnbl TYpUCTOB-NOAPOCTKOB;
12)nanuuue B HOMepe ckosioneHApbl (Scolopendromorpha) 6ecmo-
3BOHOYHOIO HAaceKOMOro, KOTOpas O4YeHb ONacHa aIeprukaM, a BO
CHe MOXKET 3aIo0JI3TH B yX0, U HOC;
13) npucyTcTBHe B BedepHEM MEHIO IIePJI0BOM Kallly;
14)B kaTeropuu HoMepa «KeHHxa U HEBECThI» NPHULLIOCH CO3EpPLATH
Ha/IM4Me BOJIOC, TPSI3HBIN CAHUTAPHBIN y3eJl, IOBPeXXJeHHbIe CTEHBI C
HaJINYMeM KU PHBIX [SITEH;
15)ypoBeHb KauecTBa 06C/Ay>KMBaHUSI HE COOTBETCTBYeT 0603HAYEH-
HOU KaTeropuu;
16) B AecTUHALMH OOILeCTBEHHOI0 IUTAHHUS J0JIF0 IPUHUMAIOT 3aKas3;
17) xokTeisin uMeroT 50 % /bJa, COTPYAHUKU Ha 3aMedYaHHUe HU KakK
He pearupyior;
18) ycayra «BeACKHN CTOJI» HpeJCTaBjJeHa CKYyJAHbIM acCOPTHUMEH-
TOM;
19) ckonJsieHHe rocTell Ha BepaHJe IBeJCKUN CTOI»

TexHUYecKoe KavecTBO
CBSI3aHO C HUHQPACTPYK-
TYPHBIM OO'BEKTOM TOC-
THUHMIBI, TPEeJOCTABJIEH-

3apy6exHbIi cepBHC
1)1/10X0H CJIMB B CaHY3JIE;
2)TevyeT BoJla B CAHUTAPHOM y3Ji€, CO3/IaBasl IyM;
3)Ha/iM4Yue THe3/1 NITHI, HAa BePXHUX 3TaXKaX 0TeJis, JileJlaeT npebbiBa-
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KauecTBo 06c/y>kviBaHUs1 | BbisIB/IeHHBIE TPETEH3UH B XO/I€ aHKETUPOBAHUS
B CpPe/ICTBaX pa3MeleHus

HbIM HOMEPOM COIJVIaCHO | HUe roCTel Ha TeppacaxX HeNPUATHBIM, OMpavyaloluM;

3asBJIEHHOU KaTeropuy, | 4)ybopka 6e3 paspelieHust JUUHbIX Belllel rocTs;

MoJib30BaHUEM apeHio- | 5)onacHoe npebbiBaHUe 3a TeppuTopuei oTesst (JJoMUHUKAHO)
BaHHbIM aBTOMOOUJIEM, OTeyeCcTBEHHBIH CEPBUC

CayHoOH, TpeHaxkepoM, | 1)cTapas U3HoLIeHHas Me6esib B MUHU-TOCTUHULAX;

ycayraMd — KoHdepeHIl- | 2)ycTapeBllive MapKu CAHTEXHUYECKOT0 060py0BaHUS;

3aJla, CaJIOHOM-KpacoThl; | 3)HapylleHHe CAHUTAapHbIX HOPMBbI 110 KOJIMYECTBY AyllieBbIX KabUH;
CIIA-camonoM;  Gacceli- | 4)cioMaHa pe3bb6a BEHTHJIEH C Topsidyell BOJOH;

HOM 5)npozaBiieHbl MaTpackl, 060’beMHas U Tyras lepbeBas NOAYLIKa;
6)ycTaHOBJIEHHbIE GOMJIepbl, He 06eCNeYUBAIOT KJIUEHTOB pecypcamMmu
rops4ey BoJibl, YTO IPUBOJUT K HEYJ0BJIETBOPUTEIBHOMY X0JIOJHOMY
MBITBIO KJIMEHTA;

7)0TCYyTCTBHE OKHA B HOMEDE;

8) TpyaHas opueHTalusi B 06’beMHO-IJIAHUPOBOYHOM peLIeHUH roc-
TUHUIBL, AaKe [IPU HAJIMYMHY TaKTUJIbHBIX 3HAKOB;

9)cpencTBa pasMelleHUs 3MOXU COBETCKHUX BpeMeH, He IOJBepiKeH-
Hble PEKOHCTPYKLHUU;

10) HapyuIeHHe 3BYKOU30JISAIIMU B CPe/ICTBE pa3MellleHus;
11)HecoBpeMeHHbIH JU3alH-IPOEKT HOMepHOro GOH/AA;
12)oTcyTcTBUE B 3aropojHbIX OTeJIIX Ha O3epe OMNO3HaBaTeJbHbIX
OYNMKOB M COTPYJHUKA CJefsllero 3a 6e30nacHbIM Npe6GbIBaHUEM JIHO-
el Ha BOJE;

13) B HoMepHOM ¢GOH/ie HaJ, INHUEHN «IBEeJ[CKUNA CTOJI» MPUCYTCTBUE
3aMaxoB NUIIY U LIyMa BeHTUJIALUY;

14)BbICOKast U3HOIIEHHOCTb KOBPOJIMHA U 3acTapeJible MsITHA;
15)aBepu udTa OTKPHIBAIOTCA KaK B KOMHATY, TpebyeTcs afanTalus
N10JIb30BaHHUS UM;

16) B cpeacTBax pa3MelleHUs TaK Ha3biBaeMbIX «CTaJMHKa» M0 Beve-
paM JJOHOCUTCS TYXJIbIH, TOIIHOTHBIN 3anaxX KaHaJU3alMOHHbIX TPY6

WUTak, npu uccief0BaHUM JAHHBIX, IO- Kak Bu/JIHO M3 Tabuuibl 5 ¢ odpulMaib-
JIyYeHHBIX OT PECIOH/IEHTOB, aBTOP KOH- HbIMM ’KaJlobaMM Ha OO6CIyXMUBaHUE B
CTaTUPYeT: B MHAYCTPUU IOCTENPHUUMCTBA CpeAcCTBax pasMelleHUs ob6pamjandcs 11
He BCe TaK IPOCTO KakK KaeTcs. B Tabsiu- pecnionseHToB (uau 22 %), 13 pecnon-
Iy 5 cBeJileHbl JaHHble pe3yJbTaTOB MC- JleHTOB (Un 26 %) ocTaB/si/IM peKJaMa-
cJleIOBaHMUS. [IMM, UCNOJIb3ysl MyOJUYHbIE UHCTPYyMEH-

Kak BUJIHO U3 Tab6J/MLbl 5, M0 NepBOMY Thl. UTO e cjep>KUBaeT KJIUEeHTOB OTKpPbI-
Bonpocy 50 pecrnoH/IeHTOB COTJIaCUJIUCh C TO 3asBJIATb O Ha3peBUIMX NpobJeMax B
YTBEPXKJEHUAMU TOHATUH «IIPEeTEeH3U», UH/JYCTPUU TOCTENPHUUMCTBA, 3TO TOXE
«Kajoba» W «pekJaMaluus» - 3TO ObLIO MHTepecoBasio UccaefoBaTessl. B pe3ysib-
cZleJIaHo C 1ieJiblo 60Jiee MPaBUJIbHOTO TO- TaTe cobeceZJOBaHUS ObIJIO BLIIBJIEHO, UTO
HUMaHUs KJIIOUEeBbIX CJIOB, a HEe UX MO Me- CrJIQXKMBaIUM GaKTOPOM B HU3KOM MpO-
He. [lepBUYHBIM B Cpe/CTBaxX pa3MellleHUs SIBJIEHUM NHCbMEHHBIX KaJo0 BBICTyNasa,
pecrnoH/IeHThI CYUTAIOT NpeTeH3uo (puc.2; npexze BCero, NpUpojia, rjae HaxoJUJIUCh
puc.3) U Mo UX MHEHUIO NpeObIBaHUE B CpeAcTBa pa3MelleHUs], OHa MOJIOKUTEb-
oTeJsAX oMpayaeTcss (QYHKLHOHAIbHBIM HO U paccjabJiisioniee BAMSAJA HA ITUKI
KayeCcTBOM OOCIY>XHBaHUs, KOTOPOE YCHU- 604pCTBOBAHUSA TOCTEN, OJIU30CThH BEJIU-
JINBAETCS He Y[ 0BJIETBOPUTENbHbIM TeX- KOJIETHOTO MOpS, OpPUEHTALMI0 Ha MpHU-
HUYECKUM KayeCTBOM HHQPPACTPYKTYpPHO- pPOAHBINA ecTeCTBEHHBIN JaHAWAPT U He-
ro 00'beKTa. BU/IUMbIM IIepCOHAJI.
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Tabsuna 5
JlasnHble 06pabOTKH aHKET PECIOHAEHTOB
Bompoc/oTBeTr CupnTaere Jiv Bbl IpaBUJIbHBIMU ClleyIOLLHE YTBEPKACHUSA?
1.YTBepxeHue Ha yTBepk/ieHHs U3 Tab/uLbl 3 0JIyYeHbl OTBETHI:
KosnnyecTBo 50 pecnioH/IeHTOB OTBETHJIU J1a
OTBETOB
2.Bonpoc 0603HaybTe paHT, UCCJIelyeMbIX KATETOpUH
[IpeTeH3us Kasoba Peksnamanus
KosnyecTBo 37 pecnoHAeHTa CYUTA- | 9 pecrnoH/eHTOB 4 pecioHJeHTa onpee-
OTBETOB 10T IEPBUYHOM NPeTeH- | NOCTaBUJIM XKa/lo0y Ha 2 | JIMJIM peKJIaMali1Io Ha 3
3410 MeCTO MeCTO
3.Bompoc a) Kakue mnperensuy, | 6) C kakumu xajsobamu | B) Kakod HHCTpyMeHT
MMeJIu MeCTO ObITh NMpu | Bl o6pamjanucek B oTAes | pekiaManuit  Bbl  wuc-
[0JIb30BaHUHU rocTH- | aAIMMHUCTPUPOBAHUA [0J1b30BaJIM B Ipoluecce
HUYHBIM NPOSYKTOM? oTeJsieit? HapylLleHUN CTaHAapTOB
0o6cay:¥uBaHUSI  QYHK-
LJUOHAJIBHOTO U TEeXHHU-
4eCKOT0 KayecTBa
KosnuecTBO 28 pecrnoHAeHTOB Ipe- 11 pecnoHieHTOB 06pa- | 1) 3 pecnioHAeHTa -
OTBETOB TEH3UH BbIpa3u/y 10 1aJINCh B TUCbMEHHOM KHura o6parieHus roc-
$YyHKLMOHAJNBHOMY Ka- BU/JE Tel ;
4eCTBY; 2) 2 pecnioH/ieHTa -
21 pecrnoHAEHT NpeTeH- Onlain y TyponepaTopa;
3UM BbIpA3UJIU 10 TEX- 3) 8 pecnioHIEHTOB —Ha
HUYeCKOMY KadyeCTBY ny6JM4HbIe CAlThI
101hotels.ru
4.Bonpoc a)llo Bamemy w™HeHuto | b) B Teuenue kakoro | B)llepes 6GpoHupoBaHU-
MpeTeH3UH KJIUEHTOB 110 | BpeMeHMW pellajvCh BO- | €M FOCTUHUYHOIO HOMe-
BONPOCY KavyecTBa 06- | MpocChl, CBsi3aHHbIE, C | pa, Bpl U3y4yanu oT3bIBbI
CIyKHMBaHUA MOIYT | paCCMOTpPEHHEM U IIpU- | TOCTEHW O  CpeAcTBax
IpUBECTU K KOHQJIMKT- | HATUEM pelleHUs [0 | pa3MelleHUuss U KaKuM
HOW CUTyalMuu rocTs 4 | Bameii xanobe ob6pasom?
COTpYZAHHUKA  CpeAcTBa
pasMeleHus?
KosnuecTtBo 50 pecnoHzieHTOB cuu- | 1)3a 10-15 MuHyT pac- 50 pecnioH/1eHTOB U3y-
OTBETOB TawT Ja CMaTpPHUBAJIMCh KaJoObl | Yasu OT3bIBbI O CPEJCT-
y 37 peCiOHZ|€HTOB; Bax pa3MelleHus
2) B mpefesax yaca - 5
PEeClloOH/IeHTOB;
3) 6osiee 1 yaca - 5 pec-
MOH/IEHTOB;
4) 6oJiee cyTOK — 3 pec-
MOH/IEHTOB
5.Bomnpoc a) [lpuBepute npumepsl | B) Cuutaete su Bol Ha- | B) [lo Bamemy mMHeHHIO
HauboJsiee pacnpocTpa- | pylleHHeM NIpaB NMOTpe- | OTpULATE/IbHAS peKJia-
HeHHBIX [IpeTeH3UH 6uTesisl, He pacCMOTpPeH- | Mal s MOXeT NPUBECTH
Hble >Xa/JoObl MU UX He | K OTTOKY KJMEHTOB B
YCTpOEHUE ['PK?
KosinuecTtBo Haubosee pacnpocTtpa- 50 pecrioHieHTOB OTBe- | 50 pecrnoHJEeHTOB OTBe-
OTBETOB HeHHble [IpeTeH3UH CBsI- THIU «J]a» THIU «J]a»
3aHbl ¢ PYHKLIUOHAJIb-
HbIM Ka4eCTBOM — TaK
CYUTAIOT 26 pecrnoH/ieH-
TOB
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COMPLAINTS HANDLING IN HOSPITALITY INDUSTRY

P. G. Nikolenko
Nizhny Novgorod Engineering and Economic University, Knyaginino, Russia

ABSTRACT:

Purpose. The article is devoted to the study of such manifestations as claims, complaints, and com-

plaints in hospitality industry

Methods. The study of legal framework, the survey of respondents and observation methods were

used.

Results and scientific novelty. Based on the study of legal literature, analysis of job descriptions, con-
ducting a survey of 50 respondents the author attempts to highlight the most important problem asso-
ciated with claims, complaints, and complaints in the hospitality industry affecting the competitive-
ness of accommodation. The proposed algorithms of working with appeals will help hoteliers and res-
taurateurs to build customer relationships in "difficult” situations.

KEYWORDS:

algorithm, questionnaire, complaint, quality, customer, claim, complaint, Respondent, employee, step.
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