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TABLE 1

1 Course Title

Management of tourist service quality

2 Course Structure

Themes and types of classes:

1. Scientific bases of management of tourist
service quality (lecture, seminar).

2. Domestic and foreign experience of tourist
services quality management (lecture).

3. The system of quality control services of
companies in tourism sector (lecture, seminar).

4. The mechanism and process of quality
management at the enterprises in tourism
sector (lecture, seminar).

5. The effectiveness of quality services
management at the companies in tourism sector
(lecture, seminar).

6. Organization of quality control of tourist
services (lecture, seminar).

7. Theoretic fundamentals of standardization
and certification of services (lecture, seminar).

8. State Standardization System (lecture,
seminar).

9. The system of certification of tourist
services (lecture, seminar).

10. Licensing of enterprises in tourism sector
(lecture, seminar).

3 | Short description
of the course

The course aims to create a system of
theoretical knowledge on the application of
tools of quality management in enterprises of
tourism sector, as well as the acquisition of
practical skills in quality assessment of
exhibition services, development and
implementation of quality management
systems, as the adequate effect in business
environment. Particular attention is paid to the
application of the theory and methodology of
quality management as a mean to achieve the
commercial success of the enterprise in tourism

Tempus Project ("543681-TEMPUS-1-2013-1-DE-TEMPUS-JPHES-CruiseT")




4 MANAGEMENT OF TOURIST SERVICE QUALITY %é@
sector through effective use of its potential
with a focus on consumer in a competitive
environment.

In the study of this course, students will
learn and learn how to carry out evaluation of
the level of quality of tourist services; apply
the tools of quality management in enterprises
in the tourism sector; to certify the services
and businesses in the tourism sector; develop
implementation and certification of quality
systems.

4 | Requirements for Special skills and knowledge of didactics-

teacher methodology subject; teaching experience

5 Teacher - Course |Teacher Yanina Vasylevskaya

Instructor
6 Institution / Kherson State University, Faculty of Natural
Department Sciences, Human Health and Tourism /
Tourism Department

7 Target group People working in tourism sector, who would
like to enhance their knowledge and to discuss
aspects dedicated to methodology and didactics
of "Management of tourist services quality”.

8 the duration of |8 weeks for 4 hours / per week

course study (in
weeks)

9 Language of Ukrainian

teaching

10| Credits number |3

11| Number of hours |90

12 Class work 30

13| Individual work |60

15| Form of control |1. Evaluation of students’ work during
practical training.

2. Evaluation of individual task realization.

3. Estimation of mastering the issues for
independent study.

4. Carrying out of current control.

5. Carrying out of final control in the form of
exam (oral and written response).

16 Criteria for All forms of control refer to the lectures’

evaluation content

17| Terms of admission |Regular attendance at lectures / seminars and

to the test and
evaluation of
knowledge (exam)

work in the frameworks of the seminar

Tempus Project ("543681-TEMPUS-1-2013-1-DE-TEMPUS-JPHES-CruiseT")é
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Type of the
document
confirming the
successful visit of

Document confirming the successful pass of
professional development

the course
19| Organizational |Location: Kherson State University
instructions Recommended number of participants: 20
20| Literature and Basic literature:

Study Materials

1. Bceo0Oiree ynpaBieHnie KaueCTBOM: YUEOHUK
/ moxn pen. O.I1. P'myakmua. — M.: T'opauasa
auHus, 2001.
2. Hasuposa O.I0. YopaBiiHHA AKiCTIO
OPOAYKIIII Ta MOCJYT Y I'OTeJIbHO-
pecTopamHOMY T'OCIIOLAPCTBi: IMOCIOHUK /
0.10. TaBugosa, I.M. IIucapeBcbKmnii,
P.C. Jlagu:xencpka. — X.: XHAMI, 2012. —
414 c.
3. Mowmot O.I. MeHemXxMeHT AKOCTI Ta
eJeMeHTH CUCTEeMHU SKOCTi.: HaBY. mocib. /
O.1. Momor. — K.: IleaTp yuboBOi siTeparypn,
2007. — 368 c.
4. OxpenumaoB B.B. YmopasieHnue KauecTBOM:
yueOoHUK / B.B. Oxpenuao. — M.: OKoOHOMUKaA,
2000. — 639 c.
5. IlIpo miaTBepm:KeHHS BiAIIOBiZHOCTI: 3aKOH
Ykpainu // Bimom. BepxoBHol Pagu Ykpainu.
— 2001 - Ne 32. — c. 169.
6. IIpo cramgmaprusaiiito: 3aKoH YKpainu //
Bimom. BepxoBuoi Pagu Ykpainu. — 2001 -
Ne 31. — c. 145.
7. Txauenko T.I. YupaBiainus axicTio
TOTEeJIbHUX IIOCJYT: MOHOTrpadia /
T.I. Tkauenko, C.B. MeabHUYEHKO,
M.B. Hosak. — K.: KHTEY, 2006.— 234 c.
8. IIMamosaa M.I. MeHeqXMEHT SAKOCTi:
migpyunuk / M.I. lllanoBan. — K.: 3uanus;
KOO, 2007. — 457 c.

Additional literature:
1. OCTY 3410-96. Cucrema ceprudikarii
YKpCEIIPO. OcHOBHI IOJIOKEeHHSA : YMH. Bif
04.01. 1997 p. — K. : Ilep:kcranmapt YKpainu,
2001. — 28 c.
2. JICTY 3419-96. Cucrema ceprudikrarii
VYpCEITPO. Ceprugikaris cucreM sIKOCTi.
Ilopsgox nmpoBemenHsa : umH. Big 04.01.1997 p.
— K. : llep:xkcranmapr Ykpainu, 2001. — 34 c.
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3. HCTY 1.1-2001. CranmapTusaliia Ta
CyMiKH1 Buau nisgjabHoOcTi. TepMiHmM Ta
BU3HAUEHHS OCHOBHUX IIOHATH : UMH. BiJ
01.07.2001 p. — K. : Oep:xcTrangapT YKpainu,
2001. — 26 c.

4. NOCTY 4268-2003. Ilocayru TypUCTUYHI.
3aco0u po3MillleHHs TypuCTiB. 3arajabHi
Bumoru: Big 01.07.04. — K. :
Hep:xcrmoxkuBcTangapt Y Kkpainu, 2004.

5. HICTVY 4269-2003. Ilocayru TypuUCTHUYHI.
Kiaacudikamia roreniB. 3araabHi Bumoru: Bin
01.07.04. — K. : IepKCIOKUBCTAaHIAPT
Yrpainu, 2004.

6. JCTY 4527-2006. Ilocayru TypuCTUYHI.
3acobu poamimnieHus. TepmMinu Ta BU3HAUEHHS :
Big 28.02.06. — K. : lep:KcOoXKUBCTaHIAPT
Ykpaiau, 2006.

7. HCTVY ISO 9000-2001. Cucremu
yupaBiIiHHA AKicTio. OCHOBHI IOJOKeHHA i
ciaoBHUK : umH. Big 10.01.2001p. — K. :
Hep:xcrangapr Ykpainu, 2001. — 27 c.

8. IHOCTYVY ISO 9001-2001. Cucremu
yIpaBJIiHHA AKicTi0. Bumoru : 4uH. Bif
10.01.2001p. — K. : Hep:xkcrangapt YKpainu,
2001. — 23 c.

9. JIICTY ISO 9004-2001. Cucremu
yrnpaBJinHa akicTio. HacTtanoBu miono
HOJILIIIIIeHHA AiAJbHOCTi. BuMoru : umH. Bif
10.01.2001p. — K. : HepskcrangapT YKpainwu,
2001. — 44 c.

10. BypuaxoBa M.A., Musunamnesa M.D.
Yupasienue KauecTBOM : yue0. mocobdue /
M.A. BypuakoB, M.®. MusuniieBa — M. : Usz-
Bo Poccuiickoro yHuBepcuUTeTa APYKOBI
HapomoB, 2004. — 200 c.

11. I:xopaxx C. BeceoOlee ympaBiieHue
KAaueCcTBOM: CTPATETrUU U TEXHOJIOTUU : YUEOHUK
/ C. I:xopmex. - M. : Buxkropusa miioc, 2002. -
256 c.

12. Hpysiok B., ®egax O. Cucrema
YIIPaBIiHHSA AKIiCTIO - iHBecTuIllii B mamioyTHe //
Crammaprusaltis, ceprudikailisa, AKiCTb. -
Kuis, 2009. -Ne 1. - C. 51-54

13. 3axo:xant B.B., Hopuuit A.JO. Cratuctuune
3abe3IeueHHs YIPABIIHHA SIKICTIO: HAaBY. II0Ci0.
IJIA CTyJZ. BUIN. HaBY. 3aKJamIiB /

B.B. 3axo:xkaii, A.JO. Hopuuii. — K. : ITHJI,
2005. - 339 c.
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14. NnpeukoBa C.Il. YpaBieHre KauecTBOM :
YUeOHUK OJIsI BY30B / TIOJ pen.

C.[. NnbenkoBoii. - 2-e u3n., nepepad.u OOI. -
M. : FOuuru-Hana, 2004. - 334 c.

15. Ucukasa K. 9xoHOMUUECKHE METOIbI
yupaBieHua kauectBoMm / K. Mcukasa. - M. :
JKoHOMUKa, 1988.-216 c.

16. Kaoymkua H.. MeHeaXMeHT TOCTUHUIL 1
pecropaHnoB : yueb. mocodbue / H.M. KabymikuH,
I''A. Bougapenko. - Muuck : HoBoe 3uanwme,
2000. - 216 c.

17. Kupuuenko JI.C., Mepe:xko H.B. OcHOBU
cTaHAapTH3aIlil, MeTpoJiorii, ynpaBJIiHHA
skicTio: HaBu.mociouuk / JI.C. Kupuuenko,
H.B. Mepexko - K. : KHTEY, 2001 . - 446 c.
18. Konibman FO.I. IIpuuanunm, meTonu ta
IocBim poboTu y cepi 3abesmeueHHA AKOCTI Ta
ceprudikarnii. Cucrema AKOCTi, IIpaBuIa
ceprudikamii Ta akpeguTarii : mMocioHUK /
I0.1. Koiijpmasn. - JI. - K., 1995. - 349 c.

19. Kokaper B.A. OcHOBBI cTaHgapTusauu /
B.H. Kokapes. - M. : I3g-Bo cTaHIapTOB,
1988.

20. KoHKYPEeHTOCIIOCOOHOCTh TPEATIPUATUA:
OIleHKa, AUarHocTuka, crparerud /

I0.B. UBanoB, A.H. Tumenkxo,

H.A. Ipobutrsko, O.C. Ab6pamona. -X. : XHIY,
2004. - 255 c.

21. Koranep ®@. Mapkerunr. I'ocrenpumMcTBO 1
TypusM : yueb. naa By3oB / @. Koriep; mep. ¢
anri.; non pexn. P.B. Hosaposoii. - M. :
IOHUTU, 1998. -787 c.

22. Kpsurosa I'.ll. OcHOBBI cTaHAapTU3aINN,
cepTuUKAIIUY U METPOJIOTUM : yuel. AJis
BysoB / I'.Il. KpslioBa. - M. : Ayaur;
IOHUTH, 1998. - 479 c.

23. Kpsuiosa I'. 1. 3apyOe:KHBIA OMBIT
yupasiaeHus kaudectBoMm / I'.II. KpsiioBa. - M. :
W3za-30 cramgapros, 1992. - 140 c.

24. Kpyraos M.A. KommiekcHaa cucreMa
yIIPaBJIeHUSA KaueCTBOM IIPOAYKIIUU: O0IIue
MIPUHITUIIA PaspaboTKU U BHeAPEeHUs /

M.H. Kpyruos. - M. : MamuHaocTpoenue, 1977.
- 65 c.
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25. Jlaanuceki C., Mpyk X., dAuymex X.,
JImuaxk 1. OCHOBH KOMIIJIEKCHOTO YIIPaBJIiHHSA
akictio (TQM) / €. Jlaunucwski, X Mpyk,

X. Anymiek. dA. JIuuak ; 3a pen.

H.B. Mepe:xko; nep. 3 moi. - K. : KHTEY,
2006 . - 288c.

26. Jlanugyc B.A. BceoOiree xauecTBo B
poccuiickux komnaHuax / B.A. Jlanmunyc; I'oc.
yH-T yupaBiaeHud. - M. : OAO «Tumnorpadpusa
«HoBocTu», 2000. - 432 c.

27. JInpun .M. Teopusa u mpakTuKa OLEHKU
KOHKYPEHTOCIIOCOOHOCTHU TOBApPOB U YCJYT /
.M. JIupun. - M. : Opanr-M, 2001. - 224 c.
28. JloBaueBa I'.H. Cragmaprusamnus u
KOHTPOJIb KauecTBa NPOAYKIIUU /

I'.H. JIoBaueBa. - M. : 9xoHOMUukKa, 1990.

29. Magzapaki A.A. EKkoHoMiuHi mociimxeHHs
(meTomosorisa, iHCTPYyMeEeHTapiil, opraxisarisa,
amrpo0arrisa) : HaBY. 1moci0 / 3a pep.

A.A. Magzapaxki. - KuiB. marm. Topr.-eKoH. yH-T,
2010. - 280 c.

30. Masapaki A.A Ta in. MeHem:KMeHT: Teopisa
i mpakTuka: HaBY. mocid. / A.A. Masapaxki,
I'.€. Morek, JI.A. 'omba, A.B. CemeHUHUK. -
K.: Araka, 2007. - 584 c.

31. MeaBener A.M. MexayHapoaHas
CTaHAAPTU3ANNA U CePTUPUKAIINA TPOAYKITNU /
A.M.MegseneB, A.®. Panosos. - M. : Y3x-Bo
craugapTos, 1989.

32. MixxkHapogHa cTaHIapTHU3aIlid Ta
ceprTugikallia cucreM AKOCTi : JOBITHUK /
[FO.I. Koiipman Ta in.]. - JI. - K. : Bun. TK,
1993.

33. Momort O.I. MeHeZ:KMeHT SKOCTi Ta
enremeHTu cutemu sskocti / O.I. Mowmor. - K.:
IIenTp HaBY. JiT., 2007. - 368 c.

34. Hukudopos A.Il. MetpoJorus,
CTaHIAPTHU3AINI, cepTu@uKanusa /

A.Jl. Hukudopos. - M. : Bricmraa mk., 2002.
35. 35. Orsozaun B.IO. Yupasiaenue
KauyeCTBOM: OCHOBBLI TEOPHUH U IIPAKTUKU : yueO.
rocobue /B. FO. Orsosgus. - M. : Ileso u
cepsuc, 2002.

36. Ocoscrka I'. B. MeHem:xMeHT opraHisalii
(Tekcr) : Ima caMOCTiTHOrO BUBUYEHHSA : HABY.
mocib. s cTyn. BUIN. HaBY. 3aKJam. /

I'. B. Ocoscnbka, O. A. KocoBebkuii. - Kuis :
Kongop, 2009. - 376 c/
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37. Iloprep M. KoukypeHIus : mep. ¢ auria. /
M. Iloprtep. - CII6. : Buabamc, 2003. - 495 c.
38. Ilymxkap M. P. MeHemKMeHT: Teopid Ta
MpaKTUKA : MiAPYYHUK OJIS CTYH. BUIN. HaBY.
daky. / P.M. Ilymkap, H. II. TapuaBcbka. - 3-
T€ BUI., IIepepodb. i momoB. - Tepuominas : Kapr-
osaumr, 2005.-486 c.

39. Pemrernak E.M. CoBpemMeHHBIE METOMABI
yIIpaBJIeHUSA NPEIIPUATIEM chepbl yeayr /
E.A. Pemternak. - X. : @axkrTop, 2008. - 544 c.
40. PyKoBoACTBO II0 IPUMMUHEHHUIO CTaHIapTa
ISO 9001-2000 B chepe ycayr: mep. C aHrI.
A.JI. Packmuna. - M.: PUA «CrangapTsl u
kauecTtBo», 2001. - 120 c.

41. Ceprudikamnia B Ykpaini. HopmaTupai
akTHu Ta iHmi moxkymenrta. - T. 3. Crangapra 3
YIpaBJIiHHA AKiCcTIO Ta 3a0e3mMeUyeHHA AKOCTI. -
K. : OcuoBa, 1999. - 480 c.

42. CeprTudukanusa moTpednuTeIbCKUX TOBApPOB.
3apyOe:kHbIiT onbIT. - M. : U3a-Bo cTaHmapTos,
1994.

43. Ckioinbka JI. I. MeHem:KMeHT : HaBU.
MMOCiOHUK MJIA CTYAEHTIB BUII. HABY. 3aKJaIiB /
JI.I. Cribinbka, O. M. Ckibinbpruii. - K. :
IeHTp yuboBoi Jsiteparypu, 2007. - 415 c.

44. Caounuageasr B.H. Cucrema xauecrtBa:
paspaboTka, BHeApeHUe, cepTuduranusa : yue0.
moco6. /B. H. Cuunuanens. - CII6. : Busnec-
npecca, 2000.

45. CraggapTusainusa u
KOHKYPEHTOCIIOCOOHOCTh ITPOMBIIILIEHHOM
mpoayKIuu. 3apybeskHbiii onbIT. - M. : M3a-BO
craugapros, 1991.

46. CyuacHi KOHIenIil MeHeIKMEeHTy : HaBd.
MMOCiIOHUK MJId CTYAEHTIB BUIMUX HABY. 3aKJaIiB
/ 3a pexn. JI.I. @enymosoi / JI.I. @enyiosa,

III. 'aBmoBchKa, O.B. [lekasiokK,

C.B. KoBaapuyk. - K. : IleaTp yuboBoi
aireparypu, 2007. - 533 c.

47. ®omuu B.H. KBanumerpusa. YupaieHue
kKauecTBoM. CepTuduranusa : yuebd. mocobdue /
B.H. ®omun. - M. : Ocs-89, 2005. - 384 c.

48. Xun Hangxein. IsmepeHue
YIOBJETBOPEHHOCTHU HMOTPEOUTENA IO CTAHAAPTY
MCO0-9000 / Hatimexken Xua. - M. :
Texuomorusa, 2004. - 192 c.
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49. IIIBaungap B.A. Crangaprusanusa n
yIIpaBjieHre KaueCTBOM IIPOAYKIIUM : yued. IJIs
By30B /B.A. llIsangap, B.II. IlanoB; moxa pen.
B.A IlIsBampapa. - M. : OHUTU-ITAHA, 2004.
- 487 c.

50. IIlemaena JI.I'. YopaBiinHA aKicTio Oi3HEC-
IIPOIleCciB Ha IMiATPUEMCTBi: MOHOTrpadia . /
JI.T. Illamaera - X. : XHEY, 2009 . - 240 c.
51. durmen K. MeHemXxMeHT KauecTBa: IeJb U
HeoOxonuMmbie ycaoBusa. OneiT CeBepHOI
Avepurku u Anonnu / Kdurmen //
Yupasinenune kauectBoM. - 2010. - Ne 6. — C. 22
-25.

52. Henryk fF. Handszuh.Symposium on
Tourism Servis / fF. Henryk. - Geneva, 2001.
53. James R. Evans. The management and
control of quality / Evans James R., Lindsay
William M. -5th ed. - South-Western, a
division of Tomson Learning, 2002. - P. 838.
54. Johnson R.S. TQM: quality training
practices / R.S. Johnson. — 1993. - 265 p.
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TABLE 2

22. COURSE
OBJECTIVES

Consideration of the theoretical foundations of quality
management, standardization and certification in the field of
tourism services;

- Monitoring of tourist services quality;

- The study of quality management tools based on industrial
specific;

- The study of problems in the field of quality in enterprises of
tourism sector;

- Consideration of the specifics, features and technology of
development and implementation of quality systems in
enterprises of tourism sector.

Methods and

Special knowledge

Monitoring
forms of
. .. . and
Learning objectives educational .
evaluation
process
.. forms
organization
The program of the course Lecture, Test or folder

considers a gain of
knowledge provided by all
segments of the sphere of
tourism services and their
socio-economic modeling,
level of development and
analysis of quality of
produced services. In basis
of the study there is a
principle of the vision, by
the condition of
organization, of a specific
tourist service level of
development of whole
tourism infrastructure.

Tasks for the
portfolio, Group
discussion,
Working in
small groups

portfolio of
each
participant of
the seminar,
if necessary

Tempus Project ("543681-TEMPUS-1-2013-1-DE-TEMPUS-JPHES-CruiseT")
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6

To own assessment
methodology of relations
between producers and
consumers of tourism
services.

Working in
small groups,
simulation of
small pieces of

the exercises and

Reflection
(self-
analysis),
Self-
conducting of

Interdisciplinary
competence, social

competence

group discussion

2
k3]
-
S 8 |To be able to plan the main concepts, short | the class and
E’ T |stages of the relationship presentations discussion
® g between the functional with
Tg g |components of tourism. colleagues
2 8 |To know the basic (mutual
2 characteristics of tourism evaluation,
ko industry, the contemporary discussion)
= requirements of compliance
with international standards
of service quality.
Working at the designing Cases (Case Presentation
conditions of the quality of study), work in | of solutions
services that are provided. small groups, for cases

(Case study)
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23. SUMMARY OF LECTURES

2
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Theme 1. Scientific bases of management in
tourist services quality.
The concept of quality of services, the main
directions of its maintenance are considered. General
concepts: quality, quality management, quality system,
quality policy, the service, the provision of services.
Quality as a socio-economic problem of enterprise
development in tourism industry. The importance of
improving the quality of services in tourism industry.
1 Normative, technical and legal base of quality 2/- 6

management development. Purpose, objectives and the
subject of quality management of tourist services. The
components of quality of tourist services: functional,
technical, ethical quality. Quality management at all
stages of the service lifecycle. Loop quality of services.
The content of the concept of TQM. The content of
process approach to quality management at the
enterprises of tourism industry.

Seminar 1.
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Theme 2. Domestic and foreign experience of
development of quality management in tourist
services.

Evolution of quality management concepts. The
main stages of development of quality management
services. The essence, content and features of the major 2/-
periods of the formation and development of thinking
in the field of quality in tourism and hotel services.
History of development of quality systems in Ukraine
and abroad. Genesis of modern philosophy of quality.

Seminar 2.

Theme 3. The quality management system of

services at the enterprises of tourism sector.

The concept of quality management system of
tourist services. The structure of the system of quality
services and characteristics of the main elements that
form an effective quality management system of
3 |tourist services. Functions, goals, objectives and the| o /2 6
basic requirements for building management systems
of services’ quality. Principles and procedures for the
development and  implementation of  quality
management systems at the enterprises of tourism
industry. Improving management systems of services’
quality based on international quality standards.

Seminars 3.

Theme 4. The mechanism and quality control

process of companies in tourism sector.

The main approaches to the definition of quality
control mechanism. Features of quality control
mechanisms in tourism industry. The essence of the
main elements of the quality control mechanism for
4 |services. Types of quality control mechanism’s| o /2 6
services: economic, organizational, social and
psychological.

The aim, object and subject of the quality control
mechanism for services.

The content of the quality management process for
services and the main approaches to its definition. The
main stages of process of quality management services.

Tempus Project ("543681-TEMPUS-1-2013-1-DE-TEMPUS-JPHES-CruiseT")é
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Laws, regularities, objectives and principles of quality
management of tourist services. Essence and
classification of quality management service’s
functions. Factors causing the quality of tourist
services: technical, economic, organizational and legal.
Essence and types of quality management services.
Technique and quality control technology. The man in
the quality management system of tourist services.
Improvement of service quality management
mechanism at the enterprises of tourism industry.

Subject 5. The effectiveness of quality
management services at companies in tourism
sector.

Stages of formation and types of expenses on quality
management of tourist services. Information base of
analysis and planning of the costs on service quality in
tourism industry. Methods of analysis and planning of
expenses on the quality of the services.

Basic terms and definitions: quality index, a single
index, a composite indicator, level of quality.

Basic requirements to the quality of tourism
services. Procedure for determining the level of
quality, the range of indicators of quality: reliability,
economic indicators, legal, technological parameters.
Methods for assessing the quality of services and single
indicators of tourism service quality: measuring,
sociological, calculated, expert.

The concept of effectiveness of quality management
in tourism industry. Characteristics of the main
approaches to the evaluation of the effectiveness of
quality management services. Characteristics of the
main criteria and indicators for quality management in
tourism enterprises. Principles of effective quality
management. Definition of quality price.

Seminar 5.
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Theme 6. The organization of control for the

quality of tourism services.

Control authority for business activities related to
the provision of travel services: local executive
authorities in the field of tourism, Chamber of
Licensing at the Ministry of Economy of Ukraine. The
main stages of quality management of tourist services.
Frequency of control conducting. Basic requirements
for the management of organization in order to ensure
quality service. Quality Policy: objectives, tasks and
activities. Duties, general and personal responsibility
of workers, whose activities are conditioned by the
quality of services. Stimulating in training and
professional growth of staff. Rules and business
communication skills of employees, control methods of
business communication. Documentation system for
quality: the quality manual; quality programs;
methodologies, establishing the order of activities to
meet the needs of consumers; its management and its
registration, quality protocols. Documents’
¢ |management, characteristic of the release control| 4 /- 12
methods, mailing and viewing of documents. The main
methods of quality control: inlet, operational, etc.
Characteristic of internal control types: operational,
accounting, and so on.

Estimates of provider’s service quality:
measurement and verification of the key activities
within the process of providing services; self-control of
service personnel, involved into providing services, the
final evaluation of the provider’s quality of services in
direct interaction with the customer. Evaluation of
services quality by consumers. Quality Control
Organization of Tourist and Excursion Services in
enterprises: hotels, motels, camping sites, tourist
centers and complexes, travel agencies and enterprises.

Forms and types of quality control services in
establishments of catering, accommodation, recreation.
Commission for the quality, its functions and tasks.
The duties, responsibilities and powers of Quality
Committee members. Assigning of users’ conference,
feedback organization with consumers of services.

Seminar 6.
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Theme 7. Basics of the theory of services
standardization and certification.

Purposes, objectives and subject of standardization
and certification of services. General concepts:
standardization, certification, certificate standard.
Objects of standardization. State standardization
7 |system in Ukraine and its main standing orders. Bodies
of standardization and certification in Ukraine. The
role of standardization and certification in tourist
services. The value of standardization and certification
for ensure the regulation quality of tourist services.

Establishment of standardization and certification
in Ukraine. International and European
standardization activities.

2/-

Theme 8. The international system of
standardization and certification.

The International Organization for Standardization
ISO. The main trends in the development of
8 linternational  standards for quality  systems.
International standards ISO 9000 and 10000:
composition of the standards, selection, application of
standards.

Seminar 7.

2/2

Theme 9. Use of information technologies in eco-
tourism product sale strategies (lecture, seminar).

Basic safety rules for using the Internet worldwide.
9 Analysis of marketing properties and technical
qualities of the web sites of tourist activities.

The wuse of information technologies in the
organization and booking of travel services in tourism
enterprises.

2/2
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It forms the concept of knowledge and the current
level of information, computer culture in the
application of modern information technologies in the
development and successful promotion of tourist
products based on experience of information tourism
establishments in European companies. The attention
is focused on the features of the functioning of various
booking schemes and Web page analysis of enterprises
in tourism industry, contributing to overcome the
challenges of application of information technology in
the recreation and tourism activities.

Seminar 8.

Analysis on the practice of information technologies
in the organization and booking of travel services in
tourism enterprises.

Total:

20/10
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