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O6wekt uccaenoBanus — 000 «COOUTEJIby

[IpeameT wuccnenoBaHWsT —  CUCTEMA YIpPaBICHUS KadeCTBOM YCIIYT
typuctuyeckoro npeanpusatusi OO0 «COOUTEIIb»

Llenp pa®oOThI: aHAJIM3 CUCTEMBI YIPABJICHHUS KauyECTBOM YCIYI B CHCTEME
MEHEeDKMEHTa Typuctudeckoro npeanpusarusa (Ha npumepe OO0 «Codutens») u
pa3paboTKa peKOMEHIALMK 10 MOBBIIICHUIO YPOBHS 00CITYKMBaHUSI KJIMEHTOB Ha
TYPUCTUYECKOM MPEANPUATHH.

3amaun uccieg0BaHUS:

1. U3yueHue TEOpETUYECKHX AaCIEKTOB YIPABJIEHUS KAaueCTBOM YCIyT B
OpraHU3allyu.

2. AHanu3 CHUCTEMBI YIPaBJICHHUA KadeCTBOM TYPHCTUYECKOM KOMIAHUH
00O «Codurenpy.

3. Pa3paboTka pexkoMeHAanMii MO TMOBBIMICHUIO YPOBHSA OOCITYKUBaHHS
KJIMEHTOB HA TYPUCTUUYECKOM MPEITPUATUH.

JlunoMHast paboTa COCTOUT W3 BBEAEHUS, TPEX TJIaB, 3aKJIIOYEHUs, CIIUCKA
UCITOJIb30BAHHBIX UCTOYHUKOB U MPUIIOKEHHM.

Bo BBegeHuum 0OOCHOBBIBA€TCS  AKTYalbHOCTb HM3YYEHHUS CHUCTEMBI
YIOPABJICHUS] KAYECTBOM YCIIYT, ONpeNesieTcss OOBEKT U MPEeaMET HCCIEI0BaHUSA,
1eab paboThl, METOIbI UCCIIEIOBAHUS U CTPYKTYpa AUILIOMHON paOOTHI.

[lepBas rnaBa pabOTHI TMOCBSIIAECTCA M3YYEHHID TEOPETUUYECKUX aCHEKTOB
YIOPABJICHHUS] KAue€CTBOM YCIYr B OpPraHU3AlMM U OCOOCHHOCTAM YIPABIICHUS
KaueCTBOM 00CITy>KMBaHUs KJIIMEHTOB B MHIYCTPUU TypU3Ma.

Bo BTOpoil rnaBe pabOThl TMPOBOAUTCS aHAIU3 CUCTEMbl YIPABJICHUS
kauecTBOM Typuctuyeckoi komnanuu OO0 «Codurenby.

[To pe3ynbTaram MpOBEIEHHOTO aHANIM3a B TPEThEH TlaBe pa3padaThIBAIOTCS
PEKOMEHJIallMi 1O  TOBBILIEHUIO YPOBHS  OOCIYXMBaHUS  KIMEHTOB Ha
TYPUCTUUYECKOM MPEATPUSITHH.

CnenaHHble Ha OCHOBE TMPOBEICHHBIX HCCIEIOBAHUM BBIBOJALI U
MPEAJIOAKEHUS MPUBEACHBI B 3aKIIOYEHUN PAOOTHI.
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The object of investigation — LLC «SOFITEL»

The subject of investigation - the handling of service quality in the
management system of the travel company LLC «SOFITEL»

The aim of the work — the analyses of the handling of service quality in the
management system of the travel company (by the example of LLC «SOFITELy)
and the development of recommendations connected with the improvement of the
customer service at the travel company.

The tasks of the investigation:

1. The theoretical aspects of quality management services in the organization.

2. Analysis of the system of quality management of tourist company "Sofitel".

3. Development of recommendations for improving the level of customer
service in the sphere of travel business.

The graduate work consists of an introduction, three chapters, conclusions,
bibliography and annexes.

The actuality of the quality management services studying is grounded in the
introduction, it determines the object and the subject of the investigation, the aim
of the work, the methods of investigation and the structure of the graduate work.

The first chapter is devoted to the studying of the theoretical aspects of the
quality management services in the organization and the peculiarities of the
quality management customer services in the sphere of tourism.

The second chapter is dedicated to the analysis of the quality management
services at the travel company «SOFITEL».

Based on the analysis of the third chapter we develop recommendations to
improve customer service in the tourism enterprise.

Findings and suggestions made on the basis of the research are given in the
conclusion of the work.



