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BocnponssegeHune Bcev KHUrn nav 110004 ee 4acTu 3anpeLyaercs
6e3 NMMCbMEeHHOro Pa3peLUeHUss N3AATESIS.

JTio6ble NonbITKN HapyLLUeHWs1 3aKoHA 6yAyT npec/1e40BATLCS
B cyneOHOM ropsiake.

EpmuwikuHa MHecca BnagucnaBoBHa

CepBuc B ctune casual. CraHgapTbl 06CNy>XUBaHUA ANA XOCTEC U
ochmLmaHTOB pecTopaHa aeMokpaTu4vHoro copmara / MiHecca EpMuLLKMHE. —
M.: OO0 «Meama rpynna «PectopaHHble Begomoctu», 2018. — 240 c. : wn.

ISBN 978-5-6040952-0-1

Arenrtcteo CIP PI'6

Y10 HEeO6Xx0aMMO Aenatb, YTOObI COTPYOHUKN XOTENN N MO no3aboTUTbCA O FOCTAX
N KakK pe3ynbTaTt roctu 6bl AOBOJIbHLI? B COBpeMEHHOM 6u3Hece ecTb OTBET Ha
3TOT BONPOC — MeHeOXMeHT Ka4yecCTBa. YHpaBneHMe Ka4yeCTBOM yCnyr npegnosaraet
CcO3haHMe CTaHO4apToB noBeeHWA U BbIMOTHEHUA pa6ot—w1x npouenyp And pasnimy-
HbIX KaTeI’OpVIVI COTPYOHMKOB, OpraHunsaumnto CUCTtemMbl Oﬁy‘—IeHl/IFl nepcoHasna, 4YeTkyto
NOCTAHOBKY 3aa4, KOHTPO/Ib N OLUEHKY pe3y/1bTaToB paGOTbI Ha OCHOBe 3afABJ/IeHHbIX
CTaHOapTOB. Ecnn ncnonb3oBatb beTﬁOl'IbHle MeTa(bopy, TO MOXHO CKasaTb, 4TO
3afa4a TpeHepa — BblBeCTU Ha nojsie Urpokos, roToBbIX no6expaTb. Tak u B 613-
HecCe BaXHO CO34aTb TaKylo aTMOCCbepy, KOrga Kaxgomy CoTpyadHWKY BCe npefesb-
HO ACHO, M TOrga nogn BbIMNONTHAKT CBOKO paGOTy Ka4eCTBEHHO U C 3HTY3Ma3MOM.
3(beGKTI/IBHaﬂ CcuctemMa ynpaB/ieHUA Ka4eCTBOM yCnyr, OCHOBaHHaaA Ha CTaHAapTtax,
cnoco6Ha NMPUHECTN MHOTO NOJ1Ib3bl U OTAE/IbHOMY YENOBEKY, N OpraHnsaunn B LesioM.
Bbirogpl nony4yaroT BCE€ — U rOCTU, U COTPYAHUKUN, N KOMNAHNA.

[No3aboTbTeCh O CBOMX COTPpyOAHUKAX — N COTPYOAHUKU nosaboTtaTtca o rocrax!

ISBN 978-5-6040952-0-1 © 000 «Mepgwa rpynna «PectopaHHble BeAoOMOCTU», 2018

© EpmuwkuHa MHecca BnagucnasosHa, 2018
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A mobaro amom 6usHec 3a mo,
YUMo MO PeanbHASl HCUZHD CO CMbICIOM.

MHorue oAU CHIIpajy OTPOMHYIO POJIb Ha IIyTH
MOEro JIMYHOCTHOTO Y TNpodecCHOHAThHOTO pas-
BUTHA. KakzAbIi M3 HUX II0-CBOEMy ITIOMOT MHe Ha-
VIUThCSA MIOHUMATD cebs U Apyrux. MHe GBI XOTENI0Ch
BBIPA3UTh UCKPEHHIOIO 61ar0lapHOCTh BCEM HIM.

S 6raroapHa KaXAOMY U3 COTEH COTPYAHUKOB,
C KOTOPBIMH 5 paborana U paboraro, BCeEM TeM, KTO
IPUHUMAJT yYacTHe B MOUX TPEHUHTaX. Bbl momMoriu
MHe 0CO3HATh CMBICJI MOETO TpyZa.

Cmacubo pebAaTram w3 Moed KOMaHJBI TPeHepOB
koMmmanuu «Kodemanusa» 3a Bally npefaHHOCTb JIO-
6UMOMY JiesTy U TTOAZEPIKKY!

Criacbo komaHzie TpodeCcCHOHANIOB W3ZaTeNlb-
cTBa «PecTOpaHHBIE BEJOMOCTH» — KHUTA «IIOSIBU-
Jlach Ha CBET» BO MHOT'OM 06J1aroziaps Balleil TOMOIIIH.

U, HakoHel, MaMe U CbIHy AJIeKCaHZpY, TEM, KTO
Bcerzia OBUT M OCTAeTCs /I MeHS UCTOYHUKOM JIF00-
BU U BJOXHOBEHUS.

Huecca Epmuwikuna
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HNuecca EpMmuiukmnaa

(14

dunocodus «Mappuomim»,
3as8JleHHAsL C CaM020 Ha-
uana, kozoa e 1927 200y
OMKPOBLICA MANEeHbKUIL 6ap
Ha 9 NocadouHbvlx Mecm, MHe
6auska. Jlrodu, cozoasuiue
maxkoii kpacuewlil, yMHbLil

u socmpebosanHwlili busHec,
€ CamMo02z0 HaYana 3asi8UL:
«[To3abomucs 0 ceoux co-
mpyoHUKax, U OHU no3d-
6omsamcs 0 meoux 20Cmsx».
3a umo s a6 «Kogdema-
HUt0» — eil co38yUHbL IMu
ueHHOCMU, U N0800 011
0co601l zopdocmu — 3mo

poccuﬁcxwz KomMnaHus.

b

Ob ABTOPE

BusHec-TpeHep W KOHCYJIbTaHT B WUH-
LyCTpUM TOCTeIIpUUMCTBA, PYKOBO-
JUTeNb y4eOHOro IIeHTpa KOMIAaHUHU
«KodemaHnus», TmpemnojaBaTesnb Ka-
beznprl «MeHeKMEHT B WHAYCTPUU
TOCTENNPUUMCTBa» (GaKynabTeTa TOCTHU-
HUYHOTO U pPECTOpPaHHOro Ou3Heca
PAHXuI'C nipu IIpe3uznente PO.
OxoHYMIA HCTOpUYecKUi ¢akynbTeT
MITIM wm. JleHuHa, IpoLUIa IIPO-
rpaMMBI IIpodecCUOHANBbHOM Iepenos-
TOTOBKM Ha (akysibTeTe IICHXOJIOTUU
MI'Y nm. JlomoHocoBa 1 B PAHXuI'C
ripu [Ipesuzente P®. CBoii yTh B UH-
JYCTPUM TOCTENIPUMMCTBA Havanaa 6o-
nee 20 jieT Ha3aj B KayeCTBe ITOMOIII-
HUKa KOHZAWUTEpPa, OQUI[MAHTA, XOCTeC
B otene «Mapxko Ilono ITamac». Tlpu-
HHUMaJa yd4acThe B OTKPBITUU T'OCTHU-
nun, «Mappuort I'panza», «Mappuort
Aspopa Posn» B MoCKkBe U TOCTUHUALIBL
«Mappuorr Ilpatia genb Peit» B ITopTy-
raymu. Paborana B ODKHOCTH MeEHe/-
’Kepa pecTopaHa, 3aTeM MeHe/pXepa 110
oby4YeHMIO TepCoHaTa B TOCTUHHIAX
«MappuotT» B MOCKBe B TeUeHUE [IEeBH-
Tu jieT. C 2006 roga ABIsAETCA PYKOBO-
JuTeseM y4eGHOTO IleHTpa KOMITaHUU
«Kopemanus». [IppHrMana ygactve B
MIOATOTOBKE K OTKPBITHIO pecTopaHa
«Kopemanus» B Hplo-Mopke oceHbIO
2016 roza.
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Hrops byxapos

IIpe3udenm Pedepayuu
pecmopamopos u 0mensepos,
dexaH akynibmema 20CMUHUUHO20
u pecmopanHo2o 6usneca PAHXul'C
npu IIpe3udenme PP

B Poccuu pecTopaH — 3TO MeCTO, IZie MOXKHO IIPUATHO IIPOBECTH BpeMs
¢ ceMbell U APY3bAMHU, C MOb30H I fesla BCTPETUTHCA € NapTHepaMu
mo OusHecy, KoJuleraMu. U cerofHa COBEPIIEHHO OYEBUZAHO, UYTO Kaue-
CTBO CepBHCa CTAaHOBUTCA TeM KOHKYPEHTHBIM IIPeUMYILeCTBOM, KOTO-
poe TM03BOJIET 3aHATH IMPOYHYIO MO3UIMIO HA phIHKe. KynbTypa obciy-
’KUBAHUSA — 9TO OCHOBA I'OCTEIIPUMMCTBA.

U KX COTPYAHUK I0JDKEeH 00J1a1aTh KOHKPETHBIMY 3HAHUAMU, YMe-
HUAMU U HaBBIKAMH, KOTOPBIE TOCTH OYAYT LIeHUTh. BOIpoc MOATOTOBKU
JIMHEWHOTO IepcoHaja aKTyaJleH KaK HUKOTZAA ULl POCCUMCKOTO PecTo-
paHHoro 6r3Heca.

B mocobuu «Cepsuc B ctwte casual. CTaHAapTel 0OCTYKUBAHUA AJIST XOCTEC
1 oQUIIMAHTOB pecTopaHa AeMOKpaTU4YHOro ¢opmara» IOocIeZ0oBaTelIbHO
U TI0APOOHO JaHO OIMCAHKE Tpoliecca OOCIyKUBaHUA rocTell. [IpenMyine-
CTBO 3TOT'0 MaTeprasa 3aKII0YaeTcs B TOM, UTO 3TO IIPAKTUYECKoe PYKOBOJ-
CTBO TIO aZIaNTalliy OOIIETIPUHATHIX CTAHZAPTOB I0Z CHIENUUKY IIPOEKTa.
Co3JaHHBIE CTaHZAAPTHI MOTYT OBITh HCIIOJIb30BAHBI I OpraHu3anuu oby-
YeHUs CTRKEPOB Ha I0JDKHOCTh OQUITAHTA U XOCTEC,  TAKIKE I ITOBBIIIIe-
HUA KBaIMHUKALUU COTPYAHUKOB. IIpesiaraeMoe nocobrie IIOMOXeET BaM
B II€JIOM CO37IaTh U BHEJJPUTH CTPATETUIO KAUeCTBA YCIYT, KOTOPAs IOBBICUT
YPOBEHb yZIOBJIETBOPEHHOCTU U JIOSUIBHOCTH TOCTel U KaK pe3y/bTaT IIpU-
BeJZIET K YBEJIMUEHUIO TPUObLTH. U ellfe BaYKHO OTMETHUTb, YTO aBTOP AEIUTCS
IIPOBepeHHBIMU Ha IPaKTHUKe MHCTPYMEHTaMU YIIpaBleHUs KaueCTBOM yC-
JIYT U coZieprKaHre yIeOHOTO MOCOOHA ABIAETCS Pe3y/IbTATOM MHOTOJIETHETO
OIBITa PabOThI B MHAYCTPUM TOCTENIPUMMCTBA B YCIIELTHBIX MEXIYHAPO/-
HBIX ¥ POCCUHACKUX KOMITAHUSIX.

YcnexoB BaM B 6u3Hece, yBaXKaeMble KoJuieru!
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Jlana baay

3amecmument 2eHepaIbHOZ0 OUPeKmMopa
no cmpamezuuecKkoMy MapkemuHzy

Komnanus UCS, 6peH0 r_keeper

BBICOKUMIT ypOBEHDb OOCIY:KUBAHUSA TOCTS — T[VIABHBINM IPUOPUTET YCIIEII-
HBIX 3aBeZieHuil. CoyeTaHue NpodecCHOHATU3MA U JUYHOU XapU3MbI
0HUIMAaHTOB CTAHOBUTCSA KIIOYEBHIM (HAaKTOPOM ycIexa KaK CaMuX CO-
TPYJZHUKOB, TaK U 3aBeZleHUs B [[eJIoM. V1 eC/Tu 1 CO3/jaHuUsA YCIIeNTHOM
KOHIIENIIUY HE CYIIEeCTBYeT TOTOBBIX GOPMYJI, TO B YaCTU OOCTYKUBAHUSI
y TOCTell eCThb BIIOJIHE KOHKDETHbIE OXKHZAAHUA: J0OpPOKeIaTeTbHOCTb,
KOMMYHUKa6eIbHOCTh, 3HAHHWE MEHIO U BO3MOXHOCTh IOCOBETOBATh
6J1r071a, UCXO/IA U3 IPEANOYTEHNH, BHUMATEIbHOCTb U 00XOUTENTbHOCTD.
BMmecTe ¢ aTUM OUIIMAHT — 3TO, KaK MPaBWIO, Mpodecchsi, KoTopas
He BOCIpPUHUMAaeTcss pabOTHUKOM KakK JONrocpo4Has. YeloBeK TaKUM
06pa3oM TIBITaeTCs HAaWTH JIETKUU CITOCOO OIIaThl c4eToB. B odurmaH-
THI Yallle BCEro WAYT CTYAEHTHI U JIIO/Y, ellle He MMeIoIIre OmbITa pabo-
ThI, XOTsI paboTa opuiaHTa U GU3NIECKH, U TCUXOJIOTHIECKU TSKeas,
Y MMEHHO OT HETO 3aBUCAT IMPOJAXXU pecTopaHa. [I03ToMy BakKHOCThb
00ydueHUs U Pa3BUTHs MEPCOHAIA HEBO3MOXKHO MIEPEOLIEHUTb.

JlaHHBII TIPaKTUKYM IIOMOXKET BaM CO37aTh pabOTAOLIyI0 CUCTEMY
CTaHZApPTOB UMEHHO /Ui Ballleil KOHIENIWWA. B HeM BB CMOXKeTe IIO-
YepIHYTh WJEH I IOCTPOEHN BHYTPEHHUX CTaHZAPTOB IO OOYYEHUIO
U COBEPIIEHCTBOBAHUIO HABBIKOB PAabOTHI /il IEPCOHAA BaIero 3aBe-
nenHvs. [IpaKTUYecKue COBETHI, IPEe/CTABIeHHbIe B KHUTE, OYAYT M0JIe3-
HBI HE TOJIBKO /IS TEX, KTO BIIEPBbIE 3aHUMAETCS BOMIPOCAMU O0yIeHUs
Y yIpaBjieHUs IEePCOHAJIOM B HHIYCTPUM T'OCTENPUUMCTBA, HO U I
OTBITHBIX YIIPABJISIONINX U BIaJieNblleB OGusHeca.
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NMPEANCTIOBUE
O YEM 3TO YHEBHOE NOCOBUE?

KOHLUENMUUNA CASUAL DINING

Mup He CTOMT Ha MecTe, MEHAeTCA U CTWIb >KU3HU Jogeil. Ceroz-
Hf1 OM3HEC-TTAHY C IeJIOBBIM TTAPTHEPOM B PECTOpPAHE, CEMENHBIN OT/BIX,
BCTpeya C ZIPy3bsAIMU WIX POMAHTUIeCKOEe CBUZIaHHE B Kade — JaCTb JKU3-
HU COBPEMEHHOT0 4YejioBeKa. MBI Bce CTajM yaille TIOCeliaTh TaKue MecTa,
Y He TOJIBKO TI0 TIPa3ZIHUKaM WY BEIXOZHBIM. Bee O0JIbIITyTo MOMyIAPHOCTD
MIPUOOPETAIOT 3aBeJieHHs C TIPUATHON U HEIPUHYXKIEHHO aTMocdepoi,
JIOCTYITHBIMU IleHaMU, Ka4eCTBEeHHBIM CepBHCOM U Xopoluei KyxHeil. O-
HUM CJIOBOM, leMOKpaTtuaHsble. J[Bymsa cioBamu — Casual Dining. TTousaTue
casual TpoYHO BOIILIO B JIEKCHKOH He TOJIBKO MUpPa MO/bI, HO U PECTOPaH-
HOrO Ou3Heca, 03Ha4asi JOCTYITHOCTh 3TUX YCIYT GOJBIIOMY KOJMHYECTBY
Jrofel B ux noBcepHeBHOH xu3HU. K dopmaty Casual Dining oTHOcATCA
BCe /IeMOKPaTHYHBIe 3aBe/IeHN — OT PeCTOPAHOB, Kade-KOHAUTEPCKUX /10
6apoB ¥ HOYHBIX KITyOOB. MHOTHE CIIEIMAINCTHI CXOATCA BO MHEHUH, YTO
cefiuac MIMEHHO OHU Hanbosee BOCTPeOOBAHBI, @ 3HAYUT, U IIPUOBLIBHEL.
OTOT CerMeHT pPBhIHKA MMeeT BBICOKYIO JUHAMUKY Pa3BUTHS.

YMNMPABJIEHUE KAHECTBOM YCYT

BrosiHe JIOTUYHO, YTO CETO/HA Pe3y/IbTaT 3aBUCUT He TOJIbKO OT Ipa-
BWIbHO BBIOpaHHOTO popMaTa, HO U OT Ka4eCTBa IPeJOCTaBIIIEMBIX YC-
siyr. Korzia MbI TOBOPHM O KayecTBe YCIYT, TO IToipasyMeBaeM II0/, STUM
U KyXHIO, ¥ HallUTKU, U OOCTy:KUBaHUE. YCIYTH AODKHBI COOTBETCTBO-
BaTh U Ja)Ke ITPEBOCXOJUTD OJKUJAHUS T'OCTEH.

PecTopaHOB € XOpOIllel KyXHeH, OpPUTHHAIBHBIM UHTEPHEPOM U YA00-
HBIM MECTOIIOJIO}KEHEM CTAaHOBUTCSA Bee 6oibie. M cerofHs o6CIyKuBa-
HUe GbICTPO MIpeBpaIaeTcs B IJIaBHOE TI0jIe OGUTBHI 3a AOCTIDKEHNE KOHKY-
PEHTHOTO IIperMyIecTBa. beccrmopHo, KayecTBO OOCTYKUBAHUSA — OAUH
13 BaXKHEHIINX GpaKTOPOB ycIiexa B peCTOpaHHOM Jejie. MHOrOUNC/IeHHbIE
HCCTIEZIOBAHUsA TIOKa3aIi, YTO OOJBIIMHCTBO OXKUZAHHMM TOCTEN Harpas-
JIEHO HEIOCPEZICTBEHHO Ha TOBeJeHNe COTPYAHUKOB: HAZEXKHOCTh, KOM-
MIETEHTHOCTh, OOXOAUTENHHOCTb, KOMMYHHKaOeabHOCTb. OHAKO HeZOo-
CTaTOYHO IIPOCTO CKa3aTh: «Mbl JODKHBI XOPOIIO OOCTYKUBATh TOCTEMH!»
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MPEOMNCNOBUE

HeobxozyMo zenats 3T0. Y peub MzeT He 0 MOJHOM JIO3YHTE, a O TOM,
KaK OopraHu3oBaHa pabora KommaHuu. COBEPIIEHHO OYE€BUIHO, YTO KaK-
ZIBIH COTPYZAHUK JO/DKEH 06J1a/1aTh KOHKPETHBIMU 3HAHUAMY, HAaBbIKAMU U
ZIEMOHCTPUPOBATH TMOBE/IEHNE, KOTOPOE TOCTH OYAyT OTMeYaTh U LIEHUTb.
Ho ymeHue o6CIyKUBaTh IPYTUX — OTHIOZAB He BpOXKAeHHas depra. [1po-
deccroHaaMu cepBrca He POXKAAIOTCA, TPOdecCHOHAIaMU CTAHOBSITCH.
YcnenrHble KOMIIAHUY B MHZAYCTPUM TOCTENPUMMCTBA IieJIeHAapaBIeHHO
CO3/IAI0T KYJIBTYPY OOCTY)KUBaHUSA U 0OYYAIOT COTPYAHUKOB 3TOMY UCKYC-
ctBy. CerozHsa JAHHBIE BOIPOCH! AKTYaTbHBI KaK HUKOT/IA.

O6cmy:kKBaHUE — CJIOXKHBIM M MHOTOTPAHHBIN TIporiecc. YToOBI cze-
JIaTh IUIOXO, He HYXKHO CTapaThCs, a I TOTO YTOOBI CAeIaTh XOPOILO, IyTH
JIOJDKHBL OBITH CTPOTO BhIBepeHbI. COIIacUTeCh, B PECTOPAH HE TaK 4acTo
TIPUXOJAT YCTPAUBAThCA HA pabOTY JIFO/I, KOTOPBIE CPa3y eMOHCTPUPYIOT
CEPBUC BBICOKOTO Ka4YeCTBa, OMUPAsCh HA TPEABIAYINUI OMbIT. A MHOTHE
KaHZAWZATH U He IMEIOT TAKOT'O OITBITa. [I03TOMY JIOTHYHO TIPEIIONOKUTH,
YTO MBI MOYKEM TIOJIYYUTh TOJIBKO TO, Y€MY MbI UX HAYIHM.

YTo HeOOXOAUMO JeaTh, YTOOBl COTPYAHUKU XOTEIU W MOLJIU IO-
3a00TUTHCS O TOCTSIX U KaK Pe3y/ibTaT TOCTU OBbUIU ZOBOJIBHBI? B coBpe-
MEeHHOM OH3Hece ecTh OTBET Ha 3TOT BOIIPOC — MeHE/)KMEHT KauecTBa.
YrpaBieHue KauecTBOM YCIyT IPeANoIaraeT co3aHue CTaHgapToB I10-
Be/IEHVs U BBITIOJTHEHUS PAO0OYUX MPOLEAYP Ui PA3IUYHBIX KaTerOpUii
COTPYZAHWKOB, OPraHU3aI[MI0 CHCTEMbI OOYYeHHUs MEPCOHANA, YeTKYIO
TIOCTAaHOBKY 33/1a4, KOHTPOJIb U OIIEHKY Pe3yJIbTaTOB PabOTHl HA OCHOBE
3asBJIEHHBIX cTaHAapTOB. ECiu mcmonb3oBaTh GyTOOMBHYIO MeTadopy,
TO MOXHO CKa3aTh, YTO 33/la4a TPeHepa — BHIBECTU Ha IOJIE UTPOKOB,
TOTOBBIX MMOOeXxAaTh. Tak M B GM3HECe BAXKHO CO3AaTh TAKyH aTMOC-
dbepy, Korza Kaxx0My COTPYAHUKY BCe MPeJENbHO SICHO, U TOT/A JIOAU
BBITTOJTHSAIOT CBOIO pabOTy KaUeCTBEHHO U C SHTY3Ua3MOM.

CTAHOAPTU3AUUNA KAK UHCTPYMEHT
YMNPABJIEHNA KAHECTBOM YCNYT

EZMHCTBEHHBIN CIOCO6 y3HATH, COOTBETCTBYET JIU paboTa COTPYHU-
Ka CTaHZiapTaM, 3TO CO3JlaTh COOTBETCTBYIOIIVE CTAHAAPTHI.

Jluziepbl MHAYCTPUN TOCTEIIPUMMCTBA CO3/JAF0T CTAHAAPTHI IS KaXKA0H
KaTeropuu COTPYAHUKOB B pOpMe PYKOBOZCTBA IT0 ClielraabHOCTH. CTaH-
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NHECCA EPMULUKWNHA . CepBuc B cTune casual

ZApThI OOCILY>KUBAHUA — 3TO TpeOOBAaHMUA MEHE/[PKMEHTA K ITOBEZIeHHIO U
paboTe COTPYZHHUKOB, 3adpUKCUPOBAHHEIE B IIMCbMEHHOM BHze. [Iprdem
3TU IpaBwia GOPMY/IHPYIOTCA C TOYKU 3PEHUs TOCTeH, TaKk Kak KoMQopT
rOCTel — IVIaBHBIM IPUOPUTET B Haiel pabore. OHU ABAIOTCA JOCTYII-
HBIM U [IOHATHBIM PYKOBOZCTBOM K ZieficTBHIO. CTaHAAPThl OOCTY:KUBAHNA
BKJIIOYAIOT B cebs1 0APOOHOe, TIONIAroBoe OIMCAHUE TOT0, KaK JJOJDKHEI Be-
cTH cebs COTPYZHUKY ¥ KaK KOHKPETHas paboTa Jo/DKHA ObITh IPaBIIBHO
BBINIOJIHEHA. DddeKTUBHOe codeTaHUe JUIHOCTHOTO U JIeIOBOTO YPOBHA
B OOCITy)X/BaHUH Jie/laeT CepBUC APKUM U 3allOMUHAOMIMMCS, IOMOTaeT
3aBOEBATh JIOSLILHOCTh TOCTel. TakuM 06pa3oM, cTaHAAPTH KOMIIAHUH, UX
peanpHaa GopMa U cozieprkaHue SBIATCA KPUTePHsMI KadecTBa 00CIy-
’KUBaHMA. DTO OPUEHTHPHI, B paMKaxX KOTOPBIX TBOPYECKHUH IIOZIXO7 TOTBKO
npuBercTByeTcsi! Ha OCHOBe 3asB/IEHHBIX CTaHZAPTOB Pa3pabaThIBAIOTCS
y4eOHBIe GYKIIETHI I BCEX KaTerOpuil COTPYAHUKOB. KaKplil COTPYAHUK
nosydaer ydeGHOe IIocoOve Ha PyKU IIOZ, pacluckKy. VsydeHre cTaHzap-
TOB SIBJIIETCS YACThIO MPO(ECCUOHATBHOTO 00YUEHUS U HAYUHAIONIUX, U
OIIBITHBIX COTPYAHHUKOB. Bce cOTpyZHUKY 00s13aHBI CTPOT'O COOMIOZATH 3a-
sIBJIEHHBIE TIPABIJIA B TEYEHHE BCETO NIeproja paboThL

3aKOHBI 0OCTYKUBaHUSA rOCTell — cBoero poza audHasa ¢rmocodus
COTpyZHUKA U obmasa ¢unocodprsa KOMIIAHUH, KOTOPYIO MOXXHO BhIpa-
3UTh OZHOH ¢paszoif: «BOT Kak 3To AenaeM MEI!»

NMPEMMYLLECTBA CTAHOAPTU3SALUMA

» Pabourie TpolieAypHI U TpaBWIa TOBE/IEHUS YeTKO PeryIaMeHTHDPY-
IOTCSL U SIBJISIIOTCS IOCTYIIHBIM U TIOHATHBIM PYKOBOZACTBOM K Jeli-
CTBHIO.

» dopmupyeTcs eANHOE BUAEHUE U 00eCTIeUNBAETCS eAUHBIN MTOAXO0],
K JII0001 paboueii cuTyaluy B JII060M MecTe U B JIF0OOM TOUKe.

» MUHUMU3UPYETCSI BEPOSTHOCTD OUTUOOYHBIX JEHCTBUIA.

» ObecrieurBaeTCss BBICOKUH U CTAOWIbHBIN YPOBEHD OKA3aHUS YCIIYT.

» Cosgaetcs obmas nHpopMalmoHHas 6a3a A afanTallii HOBBIX
¥ 06yY€eHUs TIOCTOSTHHBIX COTPYHUKOB.

» Co37al0TCs YETKUE KPUTEPUHU I OLEHKU PE3Y/IbTAaTOB JeSTeNb-
HOCTH ¥ MOTUBAIIUU COTPYAHUKOB.

» CHIKaeTcs ypOBEHb POTAIMK KaJpOB.
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AJAMNTALNA BA3OBbIX CTAHOAPTOB
OBCJ/TYXXUBAHUA

[Tporecc co3zanuA CTaHAAPTOB He TaK IIPOCT, KaK MOXET ITOKa3aTh-
s Ha TIepBHIN B3IV,

[Tepeyenp cTaHZApTOB I OINpe/eNeHHBIX KaTerOpUil COTPYAHUKOB
MOXXeT BapbupoBaThes oT 30 0 60 mpoiiesyp 06bEMOM OT OHOM A0 He-
CKOJIBKUX CTpaHHull Kakzasd. [Ipy HamucaHuM CTaHZAPTOB KOJIUYECTBO
TpeOyeMbIX leTaneli, KOMNIeCTBEHHbBIX U KaYeCTBEHHBIX XapaKTEPUCTUK
3aBHCHUT OT CJIOXKHOCTH aHAIM3UpyeMoH 3a1aurl. Ho Macirrab paboTer He
JIOJDKEH Bac IyraTh, BeJb Pe3yJbTaTOM OYIyT aKTyaJbHbIE CTaHJAPTHI,
KOTOpBIE CTaHYT QYHAAMEHTOM B YIIPaBIE€HUN Ka4YeCTBOM YCIIYT.

Jlst TOTo YTOOBI 06GECTIEYUTh KAUeCTBO U CKOPOCTh OOCTY:KUBaHUS,
B 3aBeZleHUAX KoHuemnuu Casual Dining npyUMeHSIOTCA OCHOBHEIE ITpa-
BWIa OOCIY)XMBaHUA C YIETOM HEKOTOPBIX ocobeHHOCTel. B yuebHOM
oCcoOUH, IPE/IOKEHHOM BallleMy BHUMAHUIO, SICHO U Y€TKO U3/I0KEHBI
OCHOBHBIE CTAHJAPTHI OOCIY)KMBAHUSA T'OCTEH /IJIs1 XOCTeC ¥ OdHUIIMAHTA
B popmaTe «PyKOBOACTBA IO CHEIMATBHOCTH» B 3aBEJEHUSIX KOHIIEII-
uun Casual Dining. Ho HeBO3MOXXHO pa3paboTaTh CTaHAAPTHU3AIMIO,
KoTopas OyzeT yHuBepcambHOU. [ToaToMy 6a30Boe «PyKOBOZCTBO» He-
00XOZMMO CaMOCTOSTENBHO AAANTHPOBATH I0J CIENUPUKY KOHKDET-
HOTO 3aBeZieHUA. PaboTa Ha/ azanTanreil 6a30BBIX CTAHAAPTOB MOXKET
OBITH BBIIIOJTHEHA KOMAaH/OU, KOTOpas BKJIIOYaeT B cebsA yrpasdrole-
ro, MeHe[)KEPOB U OIBITHBIX JUHENHBIX COTPYAHUKOB.

Cogeprxanue 6a30Boro «PyKoOBO/ICTBA IO CIIEIMATBHOCTH» BKJIIOYA-
eT B cebs cieAyolne pa3zesbl:

01_OO6uive MoONOXKEHUS Ui BCEX CIIEIUATHHOCTEMN.

02 CnenmanusvpoBaHHBIE CTAHJAPTHI IS XOCTEC.

03_ CrlennanusvpoBaHHBIE CTAHAAPTHI 1 OQUITAHTOB.

04 TlpunoxeHue.

B kakzoM paszesie «PyKOBOJCTBa», TZie HEOOXOAMMO BKIIOYUTD aarl-
TUPOBAaHHYIO NMHPOPMAIIHIO, BbI HAHZETe CIeAYIONINI 3HAK-TTOACKA3KY:

Bkntounte COOTBETCTBYIOLLYIO/AOMNOMHNUTENbHYIO/aAaNTMPOBAHHYIO
nHopmaumio B «<PykoBOACTBO»
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NHECCA EPMULUKWNHA . CepBuc B cTune casual

ApanTrpoBaHHBIE CTaHAAPTH HE0OX0AWMO OGOPMUTH M pacieda-
TaTh B BU/I€ KOMIUIEKTa yUeOHBIX OYKJIETOB /IS ONIpe/le/IeHHOMN KaTero-
pUH COTPYZHUKOB.

B panpHeHIIEM HYXXHO peJaKTHUPOBaTh «PYKOBOZACTBO IO CIEIU-
aTBHOCTH» TI0 Mepe HeoOXoAMMOCTH. Bee mocieaytomye u3aMeHeHU U
HOBOBBE/IEHUS IOJKHBI OBITH OTPAXKEHBI B CTAaHAAPTaX U OBEJEHBI /10

CBE€AECHUA COTPYAHUKOB.

BHYTPEHHAA CUCTEMA OBYYEHUA
N PA3BUTUA NMEPCOHATJIA

Be3 0/DKHOM NOATOTOBKY COTPYAHWKU He MOTYT JeHCTBOBATh 3¢-
(bEKTUBHO, U CETrO/IHS 3TO aKCHOMa.

[TpyUHIMNIAIBPHO BaXXKHO 00YyYaTh HOBBIX COTPYZHHMKOB /IO TOTO, KakK
OHM HAYHYT BBIMIOJHATb CBOU O0OS3aHHOCTH CaMOCTOSATENbHO. JIIOAU UC-
MBITBIBAIOT CTPECC, €C/IM UX He OOy4aloT, HO IIPU 3TOM TPeOyIOT pesyiib-
tat. CobIa3HUTENBHO Cpa3y Ke «3aKPhITh aMOpasypy» HOBUYKOM, OCO-
6GeHHO eIM y Bac He XBaTaeT nepcoHana. Ho coTpyzHuKaM Heo6X0ANMO,
4TOOBI UM OOBSICHWIN, KaK JO/DKHA OBITH BBIOJMHEHA paboTa, M YTOOBI
KTO-TO IIOMOT UM ITOYYBCTBOBATh cebs yBepeHHO. HaBepHsIKa MOXKHO CKa-
3aTh, YTO KaXK/IBIH XOUET CIIPaBUThCS ¢ paboToil Ha HOBOM Mecte. U OT-
BETCTBEHHOCTH 3a IIO/ITOTOBKY BCe B OOJIBIIIEH CTEIIEHU JIOXKUTCA Ha ILTe-
YU JIMHENHBIX MeHePKEPOB HE3aBUCHMO OT TOTO, €CTh JIU B KOMIIaHUU
MeHe/DKep 1Mo 00y4eHHIO ITepcoHaa Wi HeT. CIelUaNrCThl IPUIILTA K
BBIBO/Iy, YTO HauOoJIblllee BIVSHUE HA €XeJHEBHOE PAa3BUTHE KaXKJOTO
COTPYZHUKA UMEET €ro HeINOCPEeJCTBEHHBIH pyKoBoAuTeN b. OOydeHMe
MIPOUCXOAUT MOCTYIIATENbHO, B OTOM CIydae TEOpUs Cpa3y »Ke MOJKpe-
IUIAETCA MPAKTUKON. KOJOCCaNMbHBINA TUIIOC 3TOTO MOAXOZA 3aKII0YAeTCs
B TOM, YTO COTPYAHUKAM HE MPUXOAUTCS CAMHUM MMIIPOBU3UPOBATh HA
TEMY KayeCTBEHHOTO cepBuca. To ecTh HOBUYKA He «OPOCAIOT B BOAY», a
B X0/le OOyUeHUs TOAPOOHO Pa3bsCHAIOT, KAK IPUHATO ce0s BECTH U BbI-
MOJHATH paboTy B JaHHOW KOMIaHUU. KpoMe TOro, IIpy TaKOM IIOAXO/Ie
MPaKTUYECKU HEBO3MOXKHO YITyCTUTh YTO-TMOO0 B TIporiecce 0OydIeHus.

Toukoif OTcYeTa B CUCTeMe OOYYeHUs CTaKepa CIYKUT JOJIKHOCT-
Hasg WHCTPYKIUA. AHIU3UPYyA coAepiKaHUe paboOThl COTPYAHMKA Ha
oTIpeZieJIEHHOM JOJKHOCTH, HEOOXOAMMO COCTABUTD IlepedeHb TpeboBa-
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