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Tema nummomHON paboTHL: «YTpaBiieHHE KauecTBOM yciyr (Ha mpumepe 3A0
«Cudtpanc-ABTOCEPBUCH )»
Ob6beM TUIIIOMHOM paboThl 72 cTpaHMIBI, OHa coaepxHuT 11 Tabmuu, 12 pu-

CYHKOB, 46 ICTOYHUKOB JIUTEPATYPHI U | IpUITOKEHHE.

KitroueBble citoBa: KauecTBO, CUCTEMA YIIPABJIEHUS Ka4€CTBOM, YCIYTH, KIMEH-
TUHT, CEPBUCHOE OOCIYKMBAHUE, MEHEIXKMEHT, NPUObLIb, CEpTUPUKALIUS, CTaHAap-
TU3allKs, colraabHas cdepa.

JuruioMHas paboTa MOCBAIIEHA aKTyaJIbHOM TeME M3Y4YEHUsI U COBEPIIEHCTBO-
BaHUSI CUCTEMbI YIIPABIICHUS] KAYECTBOM YCIYT.

VYrpaBieHue KaueCcTBOM SIBIISIETCS, MO CYIIECTBY, CKBO3HBIM aCIEKTOM CHCTE-
MBI yIPaBJICHUS TPEINPUATAEM — aHAIIOTMYHBIM TaKUM, KaK BpeMs, 3aTpaThbl, yIIpaB-
JeHue nepcoHajioM. IMEeHHO 3TO MOJIOKEHUE HAXOAUTCS B OCHOBE OCHOBOIIOJIAraro-
[IMX MPUHIIMIIOB, HAXOASIIMXCS B OCHOBE COBPEMEHHBIX CHCTEM MEHEKMEHTa Ka-
yecTtBa. Cepa yciyr cTaHOBUTCS Bce 0oiee pa3HOOOpa3HOM, HalleJIeHHOM Ha Bce 00-
Jiee TIOJIHOE YAOBJIETBOPEHUE HE TOJIBKO MOTPEOHOCTEN, HO U MPUXOTEH KIMEeHTOB. B
CJIOKUBIIEHCS CUTYaIlUU TOJIBKO 00ecreueHre BhICOYAMIIEero YPOBHS 00CITyKUBaHUS
U TIOJIHOE YJIOBJIETBOPEHUE MOTPEOHOCTEH MOTPEOUTENSI MTOMOXKET MPHUBIIEYb U CO-
XpaHUTh KJIIMEHTA.

JurioMHast paboTa UMEET JIOTUYECKU MPABWIBHYIO CTPYKTYypy. OHa COCTOUT
U3 BBEACHUS, MATH TJIaB, 3aKJIIOUYECHHS, a TAK)KE CIHMCKA MCIOJb30BaHHON MPU HaIlu-
CaHUU JUIUIOMHOM pabOoThI JIUTEPATYPHI U MPUITIOKECHHUSI.

O6bexTom uccienoBanus sapisgercss 3A0O «CudTtpanc-ABTOCEPBUCY.
[Ipeamer uccnenoBanus — kauecTBO yciayr 3A0 «CudrpaHc-ABTOCEPBUCH.

LenbropalboThl sABISIETCS U3YyYEHHE TEOPETUUYECKUX U MPAKTUYECKUX ACIIEKTOB
yhpaBiieHus kauecTBoM yciyr Ha npumepe 3A0 «CudrtpaHc-ABTOCEPBUCY, a TAKKE
pa3paboTKa MEpPOINPUSATUN O YCOBEPIIEHCTBOBAHUIO CHCTEMbl YNPABICHUS Kade-
CTBOM Ha TaHHOM IIPEINPUATHH.

Bo BBeneHnr 000CHOBBIBAETCS aKTyaJbHOCTh BHIOPAHHOM TeMBbI, (OPMYIUPY-
I0TCS LIEJIb Y 33J1a4M UCCIIEIOBAHNUs, YKA3bIBAETCS OOBEKT U IPEAMET UCCIEAOBAHUS.

IlepBas ry1aBa MOCBSILEHA MCCIEAOBAHUIO TEOPETHYECKUX BOIPOCOB, B HEH
pPacKpBIBAIOTCS MOHATUE KAYECTBA W CUCTEMBI YIPaBJICHUS KAYECTBOM, MOIXOIbI K
ONpPEIEICHUIO KAayecTBa YCIYTM U MEXAYHApOJHBIE CHUCTEMbl YIpaBJICHUS Kade-
CTBOM.

Bo BTOpOI1 111aBe npeacTaBieHa XapakTepucTUKa ASSITENbHOCTU MPEIIPUSITHS,
a TakKe TMPOBOJMTCS aHAJIU3 CUCTEMbl yIpaBieHUs KadecTBoM yciayr 3A0
«Cugrtpanc-ABTOCEPBUCY, PACCMATPUBAIOTCS JIaHHBIE yyeTa MPETeH3UN KIMEHTOB B
MPOLIEHTHOM COOTHOIICHUH 32 aHAIU3UPYEMbIH IEPHUO/I.

B Tperbeli raBe mpoBeleH aHANIM3 PE3yJIbTaTOB (PUHAHCOBO-XO035UCTBEHHOM
NEeATEIbHOCTH OPraHU3alMU IyTEM pacyeTa 3KOHOMUUYECKHX MOKa3aTeneil B TMHAMU-



ke ¢ 2011 mo 2013 roasl. IlpoBoauTCcs aHanu3 akTUBOB, 33J0JKEHHOCTEH U COO-
ctBeHHOro kanurtaia 3A0 «Cudtpanc-ABTOCEpBUCY.

B derBeproii rmaBe ommcana commanbHas cdepa 3A0  «Cudrpanc-
ABTOCEPBHCY, CYIIECTBYIOIIAS CUCTEMa MOTHBAIIMH U KOPIIOPATUBHAS KYJIbTYpa.

[IsTas rmaBa comep XUt pa3paboTKU U MPEIOKEHHS IO YCOBEPIICHCTBOBAHUIO
CHUCTEMbI YIpPAaBIICHUS KaueCTBOM, SKOHOMHYECKON IEATEILHOCTH U IO Pa3BUTHUIO
couunanbHoi cepsl 3A0 «Cudrpanc-ABTOCEPBUCY.

3aKIIoueHue COJEP>KUT OCHOBHBIC BHIBOJIBI M MPEAJIOKEHN S, HAIIPABJICHHbIE HA
noBbIIeHHE () (HEKTUBHOCTHU ACITEILHOCTH OpTaHU3aIIH.

B nmpunoxxenuu npencraBieHa OpraHu3alMmoOHHAast CTPYKTypa OpraHu3aluy.



ABSTRACT

Thesis: "Quality management services (for example, JSC «Siftrans-Car ser-
vice»)»

The volume of the thesis 72 pages, it contains 11 tables, 12 figures, 46 sources
of literature and 1 application.

Keywords: quality, quality management systems, services, clienting, mainte-
nance, management, earnings, certification, standardization and social sphere.

Thesis is devoted to the actual topic of study and perfect-existence of a quality
management system services.

Quality management is essentially cross-cutting aspect of the system of enter-
prise management - similar such as time, cost and labor management. This position is
based on the fundamental principles that are the basis of modern quality management
systems. Scope of services is becoming more diverse, all aimed at better meet not on-
ly the needs but also the whims of customers. In this situation, only providing the
highest level of service and complete satisfaction of customer needs will help to at-
tract and retain customer.

Thesishas logically correct structure. It consists of an introduction, five chap-
ters, conclusion and list of used when writing a thesis literature and applications.

The object of research is JSC «Siftrans-Car servicey.

The subject of research is quality ZAO «Siftrans-Car service».

The aim is to study the theoretical and practical aspects of quality management
services on the example of JSC «Siftrans-Car service», as well as the development of
measures to improve the quality management system in the enterprise.

In the introduction the urgency of the chosen theme, formulated goal and ob-
jectives of the study, indicate the object and subject of study.

The first chapter is devoted to the study of theoretical issues, it reveals the con-
cept of quality and quality management systems, approaches to measuring the quality
of services and international quality management system.

The second chapter presents the characteristics of the enterprise, as well as an
analysis of the quality management system services JSC «Siftrans-Car servicey, dis-
cusses the data excluding customer complaints as a percentage of the analyzed peri-
od.

The third chapter analyzes the results of financial and economic activity by
calculating the dynamics of economic performance from 2011 to 2013. There is anal-
ysis of assets, liabilities and equity of JSC «Siftrans-Car servicey.

The fourth chapter describes the social sphere of JSC «Siftrans-Car servicey,
the existing system of motivation and corporate culture.



The fifth chapter contains the development and proposals for improvement of
the quality management system, economic activity and the social development of JSC
«Siftrans-Car servicey.

Conclusion contains the main findingsand proposals aimed at improving the ef-
ficiency of the organization.

The applicationshows the organizational structure of the organization.



