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INTRODUCTION

Importance and role of the tourism at our time for development of the
economy state, satisfactions request to personalities, B3anmooboraweHuns
social relationships between country to revalue impossible. Industry of the
tourism occupies the important place in economy majority countries. Her(its)
development presents the extensive market a worker places.

The most significant social phenomena changed In XX v. tourism in one
of the. The Expenses of the population on tourist facilities in row of the
countries occupy the third place after expenses on feeding and home. The
important place also occupies In economy of the modern Russia tourism. The
Realization of the program expects: normative creation-legal base, shaping
modern domestic tourist market, deepening to specialization and koonepauuu
in functioning tourist enterprise, ensuring the conditions for development
different type internal and entry tourism, development international
cooperation in the field of tourism, as well as decision integer complex of the
tasks in the field of preparing the personnel(frames) for branch.

In sphere entry and internal tourism hotel service comprises of itself
whole complex of the services for tourist and is a key factor, defining
prospects of the development of the tourism in Russia, competitive in world
system of the tourist business.

The Tourist facilities, including within the framework of hotel service, are
referred to social-cultural service. They are built in a milieu of modern
hospitality that raises their role in development of the domestic tourism, as
well as puts the certain tasks in system of preparing the personnel(frames) for
tourist-hotel service. The Accommodation - an most important element of the
tourism. Hotel industry - an essence of the system hospitality. She comes
from pgpeBHenwux tradition in histories mankind - a respects of the guest,
triumph his(its) acceptance and service.

The Facilities and systems of the accommodation - a buildings of the
different types and type, adapted specially for receiving and spending the
night of the temporary visitors with different level of the service.

Today, industry hospitality presents itself the most powerful system
facilities region or tourist centre and important forming economy of the
tourism. Industry hospitality form the different facilities collective and the
individual accommodation: hotels, hotels, motels and dormitories, apartments,
tourist shelters, as well as private sector, concerned in accommodation
tourist.

Hotel industry as type to economic activity includes granting the services
and organization of the short-term residence in hotel, motel, campsite and in
the other facility of the accommodation for remuneration.



1. Main notions and determinations in sphere hotel facilities

The Main function of the hotel enterprise - a granting temporary vein for

money remuneration. The Main notions and determinations in the field of hotel
facilities are given in normative document and standard requirement. In
accordance with GUEST R 50645 - 94 "Turitstsko-akckypCMoHHOE service.
The Categorization of the hotels" under hotel is understood enterprise,
intended for temporary residence; under motel - a hotel located B6nu3n car
road. The Possible minimum number number in hotel - not less 10.
In the other normative document - "Rules of the granting the hotel services in
RF", confirmed by resolution Government RF 490 from 25.04.97, are given
following determinations: "hotel" - a property complex (the building, a part of
building, equipment and other property), intended for granting the services;
"consumer" - a person, having intention to book or booking and using facilities
solely for the personal (home) of the necessities; "performer” - an organization
regardless of property category, as well as the individual businessman,
renderring facilities consumer on Bo3amesgHomy to agreement.

In normative document in accordance with GUEST R 51185 - 98
"Tourist facilities. The Facilities of the accomodation. The General
requirements” (is given effect with 1anBapsa 1999r.) aplying following terms
with corresponding to determinations: "Facility of the accomodation tourist -
any object, intended for temporary residence tourist (the hotel, hostel,
platform for campsite and others.). The Tourist - a person, visitting country
(the place) of temporary stay in sanitary, cognitive, npdeccnoHarnbHoO-
business, atheletic, religious and other purpose (without occupation by
payable activity) at period from 24 ch. before 6 mes. contract or implementing
not less one spending the night. The Performer facilities facilities of the
accomodation - an organization, the individual businessman, renderring
facilities of the facilities of the accomodation. The Facilities of the facilities of
the accomodation - activity of the performer on accomodation tourist and
rendering hotel, specialized (medical-sanitary, caHaTopHbIX, atheletic, tourist
and the other services)". The Hotels are characterized following sign:

* consist of number, which number exceeds the certain minimum; have
united managament;

* give the varied hotel facilities;

* they are grouped in categories and classes in accordance with
provided to service, available equipment and standard of the country.

2. The Notion "service", types of the services.

In Russia since July 1994 is given effect GUEST R 50646-94 "Facilities
to population. The Terms and determinations”. In accordance with this



document under service is understood result of the direct interaction of the
performer and consumer, as well as own activity of the performer on
satisfaction of need of the consumer. On functionality facilities, rendered to
population, subdevide on material and social-cultural. The Material service - a
service on satisfaction materially-home need of the consumer of the services.
The Material service provides reconstruction (change, conservation)
consumer characteristic product or fabrication new product on order of the
people, as well as displacement cargo and people; making the conditions for
consumption. In particular, to material service can be referred home facilities,
connected with repair and fabrication product, housing-public facilities,
facilities of the public feeding, facilities of the transport and pr. Social-cultural
service - a service on satisfaction spiritual, intellectual need and maintenance
to normal vital activity of the consumer. Social-cultural service provides the
maintenance and reconstruction of health, spiritual and physical development
to personalities, increasing professional skill. To social-cultural service can be
referred medical facilities, facilities of the culture, tourism, formation and pr.

3. The Hotel facilities, their structure.

In subsection 1.6. "Categorization of the hotels in RF" is noted that when
conferring to hotel determined categories alongside with other requirements
are taken into account:

- a nomenclature and quality of the services;

- a level of the service. The Quality of the provided toed services must
meet the terms agreement, but in the absence of or incompleteness of the
terms of the agreement - a requirements, usually presented to this service.

The Facilities provided to in hotel, subdevide on the main and additional.
They can be free and pay.

The residence pertain To the main service and feeding. The Registration
living in hotel and decreasing from it must be produced night and day. In
organization of the public feeding, the relationship and home service, placed
in hotel, person, living in hotel, are serviced outside of queue. At no additional
charge guest can be given following types of the services (from "Rules of the
granting the hotel services in RF"):

* call to ambulance;

* the use by medical first-aid kit;

* delivery in number of the correspondences under her(its) reception;

* the reveille to determined time;

* granting the boiling water, needles, threads, one kit of the dishes and
tablewears.

Except obligatory and free services, the hotels give the whole complex
of the all the manner of value-added services, which are paid in addition. The



List and quality of the granting the pay value-added services must be up to
quality assigned hotel to categories (the GUEST R 50645-94. "Tourist-
9KCKYpCUOHHOe service. The Categorization of the hotels"). For average and
large TypkomMmnnekcoB (TyproctuHuy, nonHocepBucHblx of the hotels and
others) with average and high level komdopTtabensHocTn characteristic of
presence of the enormous list of the value-added services:

* the facilities organization public feeding (the bar, restaurant, cafe,
buffet, beer bar);

* the shops (grocery), trade automatons;

* the infrastructure of the amusements (the disco, casino, night club,
common-room playing automaton, billiard room);

* excursion service, facilities guide-translator;

* the sales efforts ticket in theatres, circus, on concertoes and etc;

* the transport facilities (reservation ticket on all types of the transport,
order of the motor transport on demand of the guests, call taxi, renting the
cars);

* buying and delivery colour;

* sale souvenir, postcards and other printed product;

* home service (the repair and shoeshine; the repair and ironing the
cloth; the facilities of the dry-cleaner's and npadedHon; keeping of the things
and valuables; the unload, loading and delivery of the baggage in number;
renting subject cultural-home purpose - a television sets, the dishes, atheletic
stock and pr.; the repair hours, home appliances, paguoannapatypsl; the
facilities tonsorial, manicure and wmaccaxHoro cabinet and other home
facilities);

* the facilities of the salon of the beauty;

* sauna, bath, pools, simulator common-room;

* the lease common-room negotiations, conference hall;

* the facilities business-centre;

* the other facilities.

The System of the measures, providing high level of the comfort,
satisfying varied home and economic requests of the guests, is identified in
hotel facilities by service. The Service it is necessary to build not only on
principle of the demand (that wants the guest), but also on principle of the
offer (the hotel offers the new facilities, which can render, but guest chooses).
But it is impossible obtrude the facilities. In accordance with "Rule of the
granting the hotel services in RF" (is approved by resolution Government RF
from April 25 1997 490) performer has the right not without consent of the
consumer to give the additional facilities, rendered for charge. The Consumer
has the right abandon to payment of the services, not provided by agreement.
Is it Also forbidden condition execution of one services by obligatory rendering
of the other services. The List of the services depends on categories of the



hotel. Not there is possibility in all hotel to organize home servicing the guests
and give him full list of the services. However around must strive that set of
the services completely answered the request of the guests.

The Enterprises, renderring facilities, must take seats in available place
(most often on the street floors). In BectuGrone, on floor, in number must be
information on that, either as where get the facilities, office hours must be
suitable for guests. Renderring some facilities, personnel must show the tact
and correctness. When rendering the services important is not only their
amount, but also quality. So in many hotel living at departure ask to fill the
small questionnaires, which surrender together with key in acceptance and
accomodation service, but then their study in service of the advertisment and
marketing.

4. Standardization of the services

One of the directions to realization of state protection of the rights and
interest of the consumers is a standardization. The Quality of the services is
confirmed by checking for correspondence to installed standard, factor,
requirements for declared a class of the service. Moreover the most main
requirement always is safety.

In accordance with Law of the Russian Federation "About
standardizations" (1993) standardization - activity on determination of the
rates, rules and features in purpose of the provision: but) to safety to product,
work and services for surrounding ambiences, lifes, health, property;

b) quality to product, work and services in accordance with level of the
development of the science, technology and technologies; in) unity
measurements; g) spare all type resource; d) to safety economic object; e)
obopoHocnocobHoCTM country.

In Russia by the most wide-spread object to standardizations is a
product. However since 1992 facilities also become object to state
standardization. Before this requirements to quality of the services installed
the normative legal acts, departmental and production documents. Accepted
for the first time in our country Law RF "About standardizations" (1993r.)
installs the main positions, principles, notions, order to organizations of the
work in the field of standardizations, which are united and binding on all
subject of economic activity regardless of their departmental accesories and
property categories.

The Object to standardizations in tourist-akckypcnoHHOM servicing the
population are: realization tourist and 3KCKypCMOHHbIX Services, tourist
journeys, advertising-information facilities, transport facilities, home facilities,
facilities of the feeding, cultural-mass facilities, athletic-sanitary and facilities



of the residence. In sphere tourist-akckypcnoHHoro service use the following
categories a standard:

- an interstate standards (the GUEST);

- a national standards to Russia (the GUEST R);

- a standards enterprise (STP).

The State standards (the GUEST and GUEST R) install the obligatory
general requirements to tourist service, providing safety, guard of health and
lifes of the population, guard surrounding ambiences, KOMMNEKCHOCTb,
accuracy and timeliness of the performance, as well as recomendation
requirements (the purposes, komgopTHOCTH, aesthetic and others) to type of
the services, including condition of the service.

The Standards enterprise install the obligatory requirements on concrete
tourist facilities, including condition of the service, to organizations of
production management, to technical equipping, technological process and
method applicable only on given enterprise.

The Factors installed state standard, must provide the high quality of the
services and take into account leading domestic and foreign experience. To
normative document in sphere of the hotel service pertain:

1. The State standard GUEST 28681.0-90. The Standardization in
sphere tourist-akckypcuMoHHoro service. The Main positions.

2. The State standard RF GUEST R 50646-94. The Facilities to
population. The Terms and determinations.

3. The State standard RF GUEST R 50645-94. Tourist-aKCKypCUMOHHOE
service. The Categorization of the hotels.

4. The State standard RF GUEST R 50690-94. Tourist-3KCKypCUOHHOE
service. The Tourist facilities. The General requirements.

5. The State standard RF GUEST R 51185-98. The Tourist facilities.
The Facilities of the accomodation. The General requirements.

6. The Rules of the granting the hotel services in RF. The Approved
resolution government RF from 25.04.1997 490.

7. The System ceptucdumkaumm GUEST R. Rules ceptudukaumm tourist
services and services of the hotels. The Approved resolution Gosstandarta
Russia from 14.10.1994 18.

8. Federal law "About base of tourist activity in RF" from 14.11.1996

9. The Law RF "About protection of the rights of the consumers" (in
editings of the Federal law from 09.01.1996.).



THE CONCLUSION

The Modern hotels, servicing tourist, practically become the
nonHocepsucHelMn a hotel. Ensemble of the varied services is included In
servicing hotel facilities. The List of the services is constantly complemented,
is mutated and differentiated depending on sizes of the hotel, her(its) sites,
level komgopTabenbHocTn and other reasons. The Trend of the development
to hotel industry is directed on expansion of the spectrum of the services in
hotel of the different purpose. So to check the quality of the provided toed
services, the state standards. Active and rational using standard (in the first
place, international) allows to provide the required quality to product and
services, organize otnaxeHHbl and unceasing technological process, as well
as brings about npeogonenuto technical barrier on foreign markets, expansion
of the basis production cooperation with foreign partner, higher-level
determination of the prices on product and facilities and raises the level to
competitiveness russian enterprise on mmpoBomM market.
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Vocabulary

Tourism — Typu3m

Expenses — 3atpartsl

Hotel industry - lNpombiwneHHocTb OTens
Accommodation - PaamelleHune

Facilities — CpenctBa

medical-sanitary - MeguuMHCKOe-CaHUTapHoe
service — ycnyra

satisfaction — ygosneTsopeHue

making — nony4eHue

facilities of the culture — cpegcTBa KynbTypbl
Hotel facilities — cpeactBa Otens

Nomenclature — HomeHknaTypa

level of the service - BblpoBHAWTE yCnyry
ambulance - ckopas NoMoLLb

medical first-aid kit - MmeguumMHckaa antedka
reception — npnem

shops — marasuHebl

disco — gucko

night club - Ho4HOM KNY6

excursion service - ycriyra OTKIOHEHN

sale souvenir - NpogaXxHbIN CyBEHNP
common-room — 3an

conference hall - xonn koHdepeHuUnn
standardization — ctaHgapTusaums
advertising-information facilities - peknamHble-MHPOpPMaLMOHHbIE CpeacTBa
transport facilities - cpeacrtea TpaHcnopTa
interstate standards - mexrocygapcTBeHHble CTaHA4apThbI
standards enterprise - npegnpuaTne ctaHgapToB
State standard - locygapCTBeHHbIM CTaHaapT
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BBEJIEHUE
3Ha4YeHME U POJIb Typr3Ma B HAIlIE BpeMsl I Pa3BUTUSA SKOHOMUKH T'OCYIapCTB,
YIIOBJIETBOPEHUS 3allpoOCOB JIMYHOCTH, B3aUMOOOOTAIlEHUs COLUAIbHBIX CBA3EH
MEXIy CTPaHaMHU IEPEOLEHUTh HEBO3MOKHO. HIyCTpHs Typu3Ma 3aHUMAET BaXKHOE
MECTO B SKOHOMMKE OOJbIIMHCTBa cTpaH. EE pasButue mnpeicTaBiseT OOMIMPHBIN
PBIHOK paboYnX MeCT.

B XX B. TypusM mnpeBpaTwici B OJHO M3 HauboJiee 3HAUMMBIX COLIMAIbHBIX
ABJIeHUM. Pacxopl HaceneHuss Ha TYPUCTCKUE YCIYTU B PSAE CTPaH 3aHUMAIOT TPEThE
MECTO MOCJIE 3aTpaT Ha NUTaHWE W XWiIbE. B skoHOMMKE coBpemeHHOM Poccum
Typu3M TaKKe 3aHHMaeT BaxHoe MecTo. OAHOW W3 MNPUOPUTETHBIX 3a1ad
®denepanbHO 1eneBoi nporpammel "PasButue typusma B Poccuiickoit ®eneparun”
SBIISIETCSl CTaHOBJIeHHE B Poccuu BBICOKOI(PEKTUBHOTO M KOHKYPEHTOCIIOCOOHOTO
TYPUCTCKOTO KOMIUIEKCa. Peamn3anus nporpamMmbl OPEANOJIAraeT: CO3JaHUE
HOPMAaTUBHO-TIPaBOBOM  0a3bl, (OPMUPOBAHHUE COBPEMEHHOI'O OTEYECTBEHHOI'O
TYPUCTCKOTO pBbIHKA, yIiayOJeHHe cleuuaiu3alud M Koolepaluu B paloTte
TYPUCTCKUX MPEANpUATHI, oOecrieueHrne YCIOBUN JJI Pa3BUTHS Pa3IMYHbIX BUIOB
BHYTPEHHETO U BBE3JHOIO TypU3Ma, Pa3BUTHE MEKIYHAPOJHOIO COTPYIHUYECTBA B
o0acTu Typu3Ma, a TaKKe PEIICHUE 1IeJIOr0 KOMILIEKCa 3a/1a4 B 001aCTH MOATOTOBKU
KaJapoB I oTpaciu. B cdepe BbE3THOr0 M BHYTPEHHErO TypU3Ma TOCTMHUYHBIN
CEpBUC BKJIIOYACT B Ce€Osl LEIbId KOMIUIEKC YCIYr IJIsl TYpPUCTOB M SIBIISI€TCS
KJIFOUEBBIM (PaKTOPOM, OINPEAEIISAIONINM MEPCIEKTUBBI pa3BUTUS Typu3zMa B Poccun,
KOHKYPEHTOCIIOCOOHOr0O B~ MHPOBOM  CHCTEME  TYpPUCTCKOro  Ou3Heca.
Typucrckue yciayru, B TOM 4YHUCI€ W B paMKax TOCTMHMYHOTO OOCITYyXWUBaHUS,
OTHECEHBl K COIMAIbHO-KYJIBTYpHBIM ycayram. OHHM CTpOATCS Ha NPHUHIUIIAX
COBPEMEHHOI'0 TOCTENPUHUMCTBA, YTO MOBBIIIAET UX POJIb B PA3BUTUU OTEYECTBEHHOTO
TypU3Ma, & TAKKE CTABUT ONPENEIEHHBIC 3a/1a4l B CUCTEME MOJATOTOBKH KaJpOB IS
TYPUCTCKO-TOCTUHUYHOTO cepBurca. PazMelenre - caMblid BayKHbBIM JIEMEHT TypU3Ma.
['ocTuHUYHAs HMHOYCTpUS - CYTh CHCTEMBI rocrenpuuMcrBa. OHa HCXOIUT U3
OPEBHEUIINX TPAIULIAA B UCTOPUM YEJIOBEUECTBA - YBAXKECHMS T'OCTs, TOPKECTBA €0
npuéma u oOcimyxuBaHus. CpeacTBa W CHCTEMbl pa3MEIICHHUS - 3TO 3aHMS
pa3IMyYHBIX TUIOB U BUJOB, MPUCHOCOOIEHHBIE CHEIUATBHO IS MpuéMa U HOUYEBKU
BPEMEHHBIX IIOCETUTENEN C PAa3NIMYHBIM ypoBHEM cepBHca. CeroiHs HHIYCTPHS
rOCTENPUHMMCTBA MPEACTaBIsAET COOOM MOIIHEHIIYI0 CHUCTEMY XO35SHCTBa PErMOHA
I TYPUCTCKOTO WEHTPA M BaXHYK COCTABJISIOIIYKD HOKOHOMHKH TypHU3Ma.
NHIyCcTpu0 roCcTENPUUMCTBA COCTABJISIOT PA3JIMYHBIE CPEACTBA KOJUIEKTHUBHOTO M
WHIVMBUAYAJIBHOTO PAa3MEIIECHUS: OTENH, TOCTUHUILIBI, MOTEN, MOJOJIEKHBIE XOCTENN
U OOILEXKUTHUSA, amapTaMEHTbl, TYPUCTCKUE NPUIOTHI, a TaKXKE YaCTHBIM CEKTOp,
YYACTBYIOIIMM B pPa3MEIICHUM TYPUCTOB. |'OCTHHMYHAS WHAYCTPUS KakKk BHUJ
DKOHOMHYECKON AEATEIbHOCTU BKJIOYAET IMPEIOCTABICHUE YCIYI M OPTraHU3aLUIO
KPaTKOCPOYHOI'O NPOXXMBAHMUS B TOCTUHULAX, MOTENSAX, KEMIMHrax W B JPYrUX
CPEACTBAxX Pa3MEILECHMS 32 BO3HArpaKICHUE.



1. OcHOBHBIE IOHATHSA U ONpee/ieHus B chepe TOCTHHUYHOIO X0351iicTBa

['maBHas GpyHKUIMS TOCTUHUYHOTO MPEIIPUATHS - TPEIOCTABICHUE BPEMEHHOTO
KUJIBS 32 IEHEKHOE Bo3HArpakaeHue. OCHOBHBIE MOHSTHS U ONpEAeIeHUs B 00J1aCTH
TOCTUHUYHOTO XO3SICTBA JaHbl B HOPMATHUBHBIX JOKYMEHTAaX M CTaHJAPTHBIX
tpeboBanusx. B coorserctBun ¢ 'OCT P 50645 - 94 "TyputcTcKo-3KCKYPCHOHHOE
oOcnyxkuBanue. Kraccudukanuss TrocTUHUN" TOA TOCTUHUIEH IMOHUMAETCs
NpEeANnpusATAe, NPEIHA3HAYEHHOE JUIsi BPEMEHHOIO MPOXUBAHUA, I0J MOTEIEM -
TOCTUHHUIIA PpACMOJIOKEHHAss BOJMM3M  aBTOMOOWIBHOM  goporu. Jlomyctumoe
MHHUMQJIBHOE  YUCIIO  HOMEpPOB B  rocruHumax - He  Menee  10.
B napyrom HOopmatuBHOM aokymeHTe - "lIpaBuiia mpenocTaBiieHUsI TOCTUHHYHBIX
yciayr B P®", yrBepx)I€HHbIX mocTaHoBIeHHEeM I[IpaBurenbctBa PD Nod9() ot
25.04.97, parwTCca CcleAylOIUe ONPEAECHeHUs: 'TOCTUHUIA' - HWMYIIECTBEHHBIN
KOMIUIEKC (3JaHMe, 4YacTb 3JaHUs, OOOpYyJAOBaHME M HHOE HMYILECTBO),
MpeIHAa3HAYCHHBIA JJIi TPEJOCTABICHUS YCHyTr; "MOTpeOuTens'" - TpakIaHUH,
UMEIOIINIA HaMepeHUe 3aka3aTh JIMOO 3aKa3bIBAIOIIUMN M HCIOJIB3YIOUUN YCIyTH
UCKIIIOUUTENFHO IS JIMYHBIX (OBITOBBIX) HYXJ; '"HUCHOJHUTENS" - OpraHu3alus
HE3aBUCUMO  OT  (QopMbl  COOCTBEHHOCTH, a  TakKe  HMHIAUBUAYaJIbHBIM
MpEeANpPUHUMATENh, OKA3bIBAIOIIME YCIYTd TOTPEOUTENSIM IO  BO3ME3IHOMY
JIOTOBODY.

B wopmatuBHOM pgokymente B coorBerctBuu ¢ ['OCT P 51185 - 98
"Typuctckue yciayru. CpenctBa pasmemienus. O6mue TpeboBaHua" (BBeAEH B
nercteue ¢ lsgaBaps  1999r.) mpuMeHEHBl  ClENyHOUME  TEPMHUHBI  C
COOTBETCTBYIOIIUMH onpeneneHussMu: "CpeacTBa pazMenieHus TYPUCTOB - JHO0OM
OOBEKT, MpEIHAa3HAYEHHBIH JIsI BPEMEHHOI'O MPOKUBAHUSI TYpPUCTOB (TOCTHUHHIIA,
TypOasa, IUIOmaAKa A KEMIHUHra W Ap.). TypuCT - TpaKJaHWH, MOCEUIaloLui
CTpaHy (MECTO) BPEMEHHOro NpeObIBaHWS B O3J0POBUTEIBHBIX, MO3HABATEIbHBIX,
pdeCcCHOHANTBHO-EIOBBIX, CIIOPTUBHBIX, PETUTHO3HBIX M UHBIX HeNx (0e3 3aHsATus
OIUIAYMBAEMOM JIEATENIbHOCTBIO) B Tiepuoa oT 24 4. go 6 mec. moApsa WIH
OCYILIECTBISIIOIIMI HE MEHEe OJHOM HOUYEBKU. lcmomHuUTENb YCIyru CpeacTs
pa3MelnieHus - OpraHu3alus, UHAWBUYAIbHbBIA MpEANpPUHUMATENb, OKa3bIBAIOIIUE
YCIYI'M CpPEICTB pa3MEIIeHHs. YCIYI'M CpEICTB pa3sMEIIEHHUs] - JESATEIbHOCTh
UCIIOJHUTENSL O  Pa3MEUIEHUI0 TYPUCTOB M OKa3aHUIO  TOCTUHHYHBIX,
CHEIUATN3UPOBAHHBIX  (JIEYeOHO-03JOPOBUTEIBHBIX, CAHATOPHBIX, CIOPTUBHBIX,
TYpUCTCKUX M Jpyrux ycnyr)". TOCTUHHUIBI XapaKTEepU3YIOTCS CIEIYIOIIMMU
MpU3HAKAMMU:

* COCTOAT W3 HOMEPOB, YMUCIO KOTOPBIX MPEBBIIIAECT OMNPEICIEHHBI MHUHHUMYM;
UMEIOT €JIMHOE PYKOBOJICTBO;

* Ipe1oCTaBsAI0T Pa3HOOOpa3HbIE TOCTUHUYHBIE YCITYTH;

* CrpynmupoBaHbl B KAaTETOPUU M KJIACCHI B COOTBETCTBUU C TMPEIOCTABISIEMBIMH
yCIIyramMu, UMEIOIUMCS 000py/I0BaHUEM U CTAHIAPTOM CTPAHBI.



2. llonsitue "yeayra", BUABI yCJayr

B Poccun ¢ ntona 1994 rona BBenén B aericteue 'OCT P 50646-94 "Ycnyru
HaceseHuto. TepMuHbl U onpeneneHus". B cOOTBETCTBUU € 3TUM JOKYMEHTOM IOJ]
yCIIyrOi MOHUMAETCS PE3YJIbTAT HEMOCPEACTBEHHOTO B3aMMOICUCTBHS UCTIOTHUTEIS
U ToTpeduTens, a TakkKe COOCTBEHHOW JESATEIbHOCTH HCIOJHUTENS IO
YIOBIETBOPEHUIO MOTpeOHOCTH moTpeduTend. [lo (yHKIMOHATEHOMY Ha3HAYEHUIO
YCIIYTH, OKa3bIBAEMbIE HACEJICHUIO, MTOPA3ACIISIOTCS HA MaTEpPHAIIbHBIE U COLIMATIbHO-
KyJbTypHBIE. MaTepuanbHas yciayra - 3TO ycliyra o yJI0BJIETBOPEHUIO MaTepUATIbHO-
OBITOBBIX TOTpEOHOCTEW MmoTpedutens ycayr. MaTepuanbHas yciayra oOecriedynBaeT
BOCCTAHOBJICHUE (M3MEHEHUE, COXPAHEHHUE) MOTPEOUTEIHCKUX CBONCTB U3JCIUI WU
M3TOTOBJICHUE HOBBIX M3JICIUH T0 3aKa3aM rpaxJaH, a TAKkKe MEePEMEILICHUE TPY30B U
JIOJIEH; CO3/JaHHWe YCIOBUU g TOTpeOsieHus. B dacTHOCTH, K MarepuaIbHBIM
yCIyraM MOTYT OBbITb OTHECEHBI OBITOBBIE YCIYTH, CBS3aHHBIE C PEMOHTOM U
U3TOTOBJICHUEM M3JIEIIUN, KUIUIITHO-KOMMYHAIbHBIE YCIYTH, YCIYTH O0IIECTBEHHOTO
MATAHUS, YCIYTH TPAHCIIOPTA U TIP.

CounanbHO-KYyJIbTYpHas YCIyra - 3TO ycliyra IO YJIOBJIETBOPEHUIO AYyXOBHBIX,
WHTEJJIEKTYaJIbHbBIX noTpeOHOCTEM u noAAEepKaHUE HOPMaJbHOMN
KU3BHENIEATeIbHOCTH noTpeduTens. ColuanbHO-KYJIbTYpHAsE yclyra 0o0ecredyrBaeT
MOJJIEp)KaHNEe U BOCCTAHOBJICHHE 3JI0POBbS, JIYXOBHOE U (PU3WYECKOE pPa3BUTHE
JUYHOCTH, MOBBIIICHHE TTPodeccuoHaIbHOTr0 MacTepcTBa. K colraibHO-KyIbTypHBIM
yCJIyraMm MOTYT OBbITh OTHECEHBI MEIUIIMHCKUE YCIYTH, YCIYTH KYJIbTYpPhl, TYpU3Ma,
oOpa3oBaHus U Ip.

3. 'ocTUHMYHBIE YCJIYTH, HX CTPYKTYypA.

B noapaznene 1.6. "Knaccudukamnus roctunun B PO" ormeuaercs, 4to npu
MIPUCBOCHUH TOCTUHHMIIC ONPEICIEHHON KaTErOpUH HAPSAy C MIPOYMMHU TPEOOBAaHUSIMH
YYUTBIBAIOTCS:

- HOMEHKJIaTypa ¥ KauyeCTBO YCIYT;

- ypoBeHb oOchykuBaHus. KadecTBO NpeaoCTaBISIEMbIX YCIYT JIOJKHO
COOTBETCTBOBATh YCIIOBHSAM JOTOBOpA, a MPU OTCYTCTBUM WA HETOJHOTE YCIOBHUM
JIOTOBOpA - TPeOOBAHUSAM, OOBIYHO MTPEABSIBISIEMBIM K 3TUM YCIyTaM.

Ycayru, mpenoctaBisieMble B TOCTHHHUIAX, TMOAPA3JCISIIOTCS Ha OCHOBHBIE U
JTOTIOJIHUTEIILHBIE. OHu  Moryr  OBITH OecIlaTHBIMH YW IIJATHBIMH.
K oOCHOBHBIM yciyraM OTHOCATCS TpokuBaHue W mnuTanue. OdopmicHue
MPOKUBAIOIIMX B TOCTHUHHUIIE W YOBIBAIONIUX W3 HEE JIOJDKHO IPOU3BOIUTHCS
KpPYTJIOCYTOYHO. B opraHusamusx OOIIECTBEHHOTO IUTAaHUS, CBSI3M U OBITOBOTO
oOCIy)KMBaHMS, pa3MENIEHHBIX B TOCTHHMIIC, JIMIA, MPOKUBAIOIINE B TOCTHHHIIC,
0OCTY)KMBAIOTCS BHE OYepeIr. be3 JOMONHHWTEBHON OIIaThl TOCTAM MOTYT OBITH
MpeNoCTaBlieHbl  cieaytomue Buasl yceayr (w3 "[lpaBunm  mpemoctaBieHHs
TOCTUHHUYHBIX yciIyT B PO"):

* BBI30B CKOPOI TIOMOIIIH;



* MONBL30BaHUE MEIUIIMHCKOM allTEYKOM;

* JocTaBKa B HOMEP KOPPECIOHICHIIMU NPU €€ MOTyYCHUH;

* moOyKa K onpeneséHHOMY BPEMEHH;

* mpemocTaBlieHUE KUITSITKA, UTOJOK, HUTOK, OJHOTO KOMIUIEKTa MOCYIbl U
CTOJIOBBIX TPHUOOPOB.

Kpome o0si3aTenpHbIX W OECIUIATHBIX YCIYT, TOCTHUHUIIBI TMPEJOCTABIISIIOT
eI KOMIUIEKC BCEBO3MOXKHBIX JIOMOJHUTEIBHBIX YCIYT, KOTOPbIE OIJIa4MBaIOTCS
JONOJHUTENBHO. [lepedeHb U KauecTBO MPEAOCTABICHUS TJIATHBIX JOMOJIHUTEIbHBIX
YCIIyT JIOJDKEH COOTBETCTBOBATh TPEOOBAHUSAM IMPHCBOCHHOW TOCTUHHIIE KaTErOpHH
(TOCT P 50645-94. "Typuctcko-3KCKypcHOHHOE oOchykuBaHue. Kimaccudukamms
roctuun"). Jmg  cpeAHMX W KPYOHBIX  TYPKOMIUIEKCOB  (TYpPrOCTHMHHUL,
NOJIHOCEPBUCHBIX ~ OT€N€ W Jp.) €O CPEAHMM U  BBICOKMM YpPOBHEM
KOM(OPTAOEIbHOCTH XapaKTEPHO HAIMYUE OTPOMHOrO MEPEUHS JIOMOJIHHUTEIbHBIX
YCIIYT:

* yciyru opraHu3zaiuii o01ecTBeHHOro nutanus (6ap, pecropat, kade, oyder,
MUBHOM 0ap);

* MarasuHbl (CyBEHUPHbIH, IPOIYKTOBBI), TOPrOBbIE aBTOMATHI;

* uH(ppacTpykTypa pa3BledeHHH (IMCKOTEKa, Ka3uHO, HOYHOM KiyO, 3ai
UTPOBBIX aBTOMATOB, OWJIbsIpIHAS);

* HKCKYpPCHUOHHOE 00CITYKHUBAaHUE, YCIYTH T'MI0B-TIEPEBOAUNKOB;

* opraHuzanys NpoAaku OUJIETOB B T€ATPHI, LIUPK, HA KOHLIEPTHI U T.1.;

* TpaHcnopTHbIE yciayrd (OpOHMpOBaHME OWIIETOB Ha BCE BHJIbI TPAHCIIOPTA,
3aKa3 aBTOTPAHCIOpTa MO 3asBKE TOCTEM, BBI30B TAKCH, IPOKAT aBTOMOOMIIEH );

* OKyIKa 1 JOCTaBKa L[BETOB;

* mpojaxa CyBEHUPOB, OTKPBITOK U APYroi MeYaTHOM MPOAYKIIHH;

* ObITOBOE OOCHy)XMBaHUE (PEMOHT M YHUCTKAa OOYBHM; PEMOHT W TJIaKEHUE
ONEXKIbl; YCIAYTM XUMUHUCTKM M MPAvYedyHOM; XpPaHEHUE BEIIEU U LEHHOCTEM;
pasrpyska, morpyska U J0ocTaBka Oaraka B HOMEp; MpOKaT MPEIMETOB KYyJIbTYpHO-
OBITOBOI'O Ha3HAYEHUS - TEJIEBU30PbI, IOCY/AA, CIIOPTUBHBIN UHBEHTAPh U Ip.; PEMOHT
4acoB, OBITOBOW  TEXHMKH, paJuoanmnaparypbl; YCIYyrd MapUKMaXepCcKoOM,
MaHUKIOPHOTO U MacCa)XHOT'0 KaOMHETOB U Ipyrue ObITOBBIE YCIYTH);

* yCIIyry cajioHa KpacoThI;

* cayHa, OaHs1, OacCeiHbI, TPEHAXKEPHBIH 34T,

* apeH/ia 3aJI0B IEpEeroBOPOB, KOH(DEpeHI[-3aa;

* yciyru Ou3HecC-1eHTpa;

* Tpyrue yCciyru.

Cucrema  Mep, oOecnedyuBarOlMX  BBICOKMM  ypoBeHb  KoMdopTa,
YIOBJIETBOPSIONIUX Pa3HOOOpa3HbIE OBITOBBIE M XO3SHUCTBEHHBIE 3alpOChl T'OCTEH,
HA3bIBAETCSI B TOCTUHUYHOM XO03siicTBE cepBUcOM. CepBUC HY)KHO CTPOUTH HE TOJIBKO
N0 MPHUHIMIY crapoca (YTO XOYeT TOCTh), HO M MO NPUHUUIY MPEATIOKEHUS
(rocTUHHMLIA TIpe/IaraeT HOBBIE YCIYTH, KOTOPbIE MOKET OKa3aTh, a TOCTh BHIOMPAET).
Ho Henb3s HaBs3biBaTh yciyru. B coorBerctBum ¢ "lIpaBuinamu npenocTaBiieHHUs



TOCTHHHYHBIX yciIyr B PD" (yrBepxkaeHs! noctaHoBieHueM IIpasurenscta PO ot 25
anpens 1997 r. Ned490) wucnonHutens He BIpaBe 0e3 corjacusi MOTpeOuTens
MPEIOCTABIATh JOMOJHUTENbHBIE YCIYTH, OKa3biBaeMble 3a Iuiaty. llorpebutens
BIIPABE€ OTKAa3aTbCid OT OIUIAThl YCIYT, HE MPEAyCMOTPEHHBIX JOTOBOPOM. Takxke
3anpeniaeTcsi o0yCIOBIMBAThH BBIMOJIHEHUE OJHUX YCIYT 00S3aTelIbHBIM OKa3aHHEM
npyrux ycayr. IlepedeHb yciayr 3aBUCUT OT KaTeropuu roctuHuilbl. He Bo Bcex
TOCTUHHUIIAX €CThb BO3MOKHOCTh OPraHU30BBIBATH OBITOBOE OOCITYXKHMBaHHE TOCTEH U
IPENOCTABIATh UM MOJIHBIM MepedeHb yciyr. OJHAaKO BCIOAY AOJKHBI CTPEMHUTHCS K
TOMY, YTOOBI HA0OP YCIYT MOJHOCTBIO OTBEYA 3alIPOCaM FOCTEM.

[IpeanpusTusi, OKa3bIBAIOIIKUE YCIYT'H, JOJDKHBI pPa3MEIIaTbCcs B JOCTYITHOM
MecTe (Jalie BCero Ha mepBoM 3Taxe). B BectuOrone, Ha 3Taxkax, B HOMEpax JOJKHA
ObITh UH(OPMALIUS O TOM, KaK U TJ€ MOIYYUTh YCIYTH, Yachl pabOThl TOJKHBI OBITH
yI0OHBIMH Uit TocTel. OKa3biBasg Kakue-JIn0o yCIyTH, NePCOHAN JAOJKEH MPOSBIISTH
TaKT U KOPPEKTHOCTh. IIpum oOKa3aHUM yCIyr BaXKHBIM SIBISIETCS HE TOJIBKO HX
KOJIMYECTBO, HO M KadecTBO. [I03TOMy BO MHOTMX FOCTMHHMLIAX IPOKUBAIOIMIMX MPU
OTBhE3[I€ MPOCAT 3aMOJHUTH HEOOJBIIME AHKETHl, KOTOpBIE CHAIOTCS BMECTE C
KJII0YaMH B CIyOy npuéma u pa3MelIeHus, a 3aTeM UX U3y4aloT B CIIy:K0e peKIambl
Y MapKeTHHTa.

4. Cranaaprusanus yciayr

OnHrM W3 HampaBJEHUM peanu3aluy TOCYJAapCTBEHHOM 3allUTHI IIPaB H
WHTEPECOB  TOTPEOMTENEeH  SABISETCS  CTaHmapTuiamus.  KadecTtBo  ycuyr
MOATBEP)KIACTCS TMPOBEPKOM HA COOTBETCTBHUE YCTAHOBJCHHBIM CTaHAApTaM,
MoKa3aTelisiM, TpeOOBaHUSAM Il OOBSBICHHOTO Kiacca oOcaykuBaHus. [Ipmaém
TJIaBHEUIITAM TpeOOBaHHEM BCeT/a SBIISICTCS 0€301acHOCTb.
B cootBercTBUU ¢ 3akoHoM Poccuiickoit @exaeparuu "O crangaptuzanun” (1993 r.)
CTaHJApTU3AIMs - OTO JEATEIbHOCTh I10 YCTAHOBJCHUIO HOPM, TIpaBUI U
XapaKTepUCTHK B IEAX obecrnieueHus: a) 6€301macHOCTH MPOAYKIIMU, PadOT U yCIyT
TUTSI OKpY Karolen Cpelbl, KU3HH, 3I10pOBbSI, UMYIIIECTBA;
0) KauecTBa MPOAYKIIMH, paOOT U YCIYT B COOTBETCTBUH C YPOBHEM Pa3BUTHS HAYKH,
TEXHUKU U TEXHOJIOTUH; B) €AMHCTBA U3MEPEHUH; I') IKOHOMHH BCEX BUIOB PECYpPCOB;
1) 0€30MaCHOCTH XO35IICTBEHHBIX 00BEKTOB; €) 000POHOCTIOCOOHOCTH CTPAHBHI.
B Poccunm nHambonee pacnpocTpaHEHHBIM OOBEKTOM CTaHAAPTU3AIMHN SBISICTCS
npoaykiusa. OgHako ¢ 1992 r. ycinyru Takke cTaii OOBEKTOM TOCYJIapCTBEHHOM
crapmaptuzanui. Jlo 3Toro TpeOOBaHMS K KAauyeCTBY YCIAYr YCTaHABIMBAIIA
HOPMATHBHBIC MPABOBHIC aKThl, BEOMCTBCHHBIC W MPOU3BOACTBEHHBIC JTOKYMEHTHI.
[IpunsTeiii BnepBble B Haimiei crpaHe 3akoH P® "O cranmapruzamuu” (1993r.)
yCTaHABJIMBACT OCHOBHBIC TOJIOKCHUS, TIPUHITUIIBI, TIOHATHS, MTOPSAIOK OpraHU3aAINH
paboT B 00JIaCTH CTaHIAPTH3AIMH, KOTOPBIE SBJISFOTCS €IUHBIMH U 00s13aTEILHBIMU
JUIST  BCEX CYOBEKTOB XO3SWCTBEHHOW JEATEIBHOCTH HE3aBUCHUMO OT UX
BEJIOMCTBEHHOM MIPUHATIEAKHOCTH u bopm COOCTBEHHOCTH.
OObekTaMu  CTaHJAPTH3AIMM B TYPUCTCKO-DKCKYPCHOHHOM  OOCITYKHBaHUU



HACEJIEHUS SBIIAIOTCS: peann3alus TYPUCTCKUX U SKCKYPCUOHHBIX YCIIYT, TYPUCTCKHE
NyTEIIeCTBUS, PEKIAMHO-UHQOPMALIMOHHBIE YCIYTd, TPAHCHOPTHBIE YCIYTH,
OBITOBBIE YCIIYTH, YCIYTU MUTAHUS, KYJIbTYpPHO-MAacCOBBIE YCIYTH, (DU3KYIBTYpPHO-
O37I0POBUTENIbHBIE U YCIYTHM MpokuBaHUs. B cdepe TypuCTCKO-3KCKYpCHOHHOTO
00CITy>KMBaHUS UCIOJB3YIOT CIEAYIONINE KATErOpUU CTaHAapTOB:

- MexxrocynapctBennblie crannapthl (OCT);

- HatoHanbsHbIie ctrannapThl Poccuu (I'OCT P);

- cranpaptel npeanpuatuid (CTII).

I'ocynapctBennsie  ctangaptel (I'OCT u T'OCT P) ycranaBiauBaroT
oOsi3aTtenbHBIe  00mmMe  TpeOoBaHUS K TYPHCTCKOMY  OOCIYXHBAHHUIO,
oOecnieunBaoImue 0€30MaCHOCTh, OXPaHy 370POBBbS W KU3HU HACEIICHUS, OXpaHy
OKpPYXaIOLEl CpeJibl, KOMIUIEKCHOCTb, TOYHOCTh U CBOEBPEMEHHOCTh HCIIOJIHEHUS, A
TaKke peKoMeHAaTelbHble TpeOOBaHUs (Ha3HAUYCHUS, KOM(OPTHOCTH, ICTETUUECKUE
U JIp.) K BUJIaM yCIIyT, BKJIIOYasi YCIOBUS 00CTy>KUBaHUS.

CrangapTel TpeaNpUITHI yCTaHABIMBAIOT O0s3aTelIbHbIE TpeOOBaHMS Ha
KOHKPETHbIE TYPUCTCKHE YCIYTH, BKIIIOUasi YCIOBHS OOCITYKMBaHUsI, K OpraHU3alun
YIOPABJICHHUS TNPOU3BOJCTBOM, K TEXHHYECKOMY OCHALICHUIO, TEXHOJOTHMYECKUM
IIpoleccaM U METoZaM, IPUMEHSIEMBIM TOJIBKO Ha TAHHOM IIPEANPUSATHH.

IToka3aTenu, ycTaHaBIMBAaEcMbIE T'OCYAAPCTBEHHBIMH CTAaHJIAPTaMH, JOJKHBI
o0ecreunBaTh BHICOKOE Kaue€CTBO YCIYr M yYUTHIBATh MEPEAOBON OTEUECTBEHHBIN U
3apyOexxHbId  ombIT. K HOpMAaTHBHBIM JOKyMEHTaM B c(depe TOCTUHUYHOIO
00CITy>KUBaHUSI OTHOCSITCS:

1. T'ocynapctBennbiii crannapt ['OCT 28681.0-90. Crannmaptuzauus B cdepe
TYPUCTCKO-3KCKYPCHOHHOTO 00cykuBaHUsl. OCHOBHBIE MOJOXKEHUS.

2. T'ocynapctBennbiii cranpapt PO I'OCT P 50646-94. Ycnyru HacelneHMIO.
TepMUHBI 1 ONIpEIEIICHUS.

3. TocynapctBennbiii crangapt P® T'OCT P 50645-94. Typucrcko-
AKCKYpCHOHHOE oOcyxuBanue. Knaccudukaiys rocTUHHIL.

4. TocymapctBennbli cranmapt P® T'OCT P 50690-94. Typucrcko-
IKCKypcHuOHHOE oOciyxuBanue. Typucrckue ycimyru. Ooiue TpeOoBaHuUs.

5. T'ocynapctBennsiii crangapt PO I'OCT P 51185-98. Typucrtckue ycimyru.
Cpencta pa3Memienus. O01mue TpedoBaHMs.

6. IlpaBuna mnpenocTaBiI€HUS TOCTUHUYHBIX yciayr B P®. VYTBepxkIeHsI
noctaHoBJieHHeM npaBuTenbeTBa PO ot 25.04.1997 1. Ne490.

7. Cucrema ceptudukanuun I'OCT P. IlpaBuna cepru@ukauud TYpUCTCKUX
yCIIYT U YCIYT TOCTUHUIL. YTBEpXAeHbl MocTaHoBIeHueM ['occtanmapra Poccun ot
14.10.1994 r. Nel8.

8. denepanbublii 3akoH "OO OCHOBaxX TYpPUCTCKOW AesTeNbHOCTH B POD" ot
14.11.1996 r.

9. 3akon P® "O 3amure mpaB motpeduteneit" (B pemakiuu denepanbHOro
3akoHa ot 09.01.1996 1.).



3AK/IIOYEHUE

CoBpeMeHHbIE TOCTHUHUIIBI, OOCIY)XHBAIOIUE TYpPUCTOB, MPAKTUUYECKU
CTAaHOBSITCS ~ TOJHOCEPBUCHBIMH  OTesIMM. B cepBucHOe  0OCITyXuBaHUE
TOCTUHUYHOTO XO34MCTBa BKJIIOYAETCS MHOXKECTBO pazHOOOpa3HbIX yciyr. [lepedenn
yCIyr TIOCTOSIHHO JIOTIOJIHSAETCS, BHUAOU3MEHsAeTcs U auddepeHnupyercs B
3aBUCUMOCTH OT pa3MEpOB TOCTHHHULBI, €€ MECTOpPACIIONIOKEHUS, YpPOBHSA
KOM(pOpPTAaOENbHOCTH Y JPYrMX NOpUYuH. TeHAEHIMS pa3BUTHS TOCTUHUYHOU
WHIYCTPUU HANpaBJICHA HA PACIIMPEHUE CIEKTpa YCIYyr B FOCTHHHUIAX Pa3IU4YHOIO
Ha3HaueHus. [loaToMy, 4TOOBI MPOKOHTPOJUPOBATH KAdye€CTBO IPENOCTABIISEMBIX
YCIIyT, CO3JAI0TCS TOCYAapCTBEHHBbIE CTaHAAPThl. AKTUBHOE M palMOHAIBHOE
OPUMEHEHUE CTaHAapTOB (B TMEPBYIO O4YEpedb, MEXKIYHAPOJIHBIX) MO3BOJIET
o0ecneunTh TpedyeMoe KauyecTBO MPOAYKLIUU U YCIYT, OpraHU30BaTh OTJIAKEHHBIN U
HEIPEPBIBHBI TEXHOJIOTMYECKUI IPOLIECC, a TaKKe IPHUBOAUT K IPEOAOJIEHUIO
TEXHUYECKUX  OappepOB  Ha  BHEIIHUX  pBbIHKAX,  pacIIUpeHut0  0a3bl
IPOU3BOJCTBEHHOI'O COTPYAHHYECTBA C 3apyOekKHBIMU MapTHEPAMHU, YCTAaHOBICHUIO
Oosiee BBICOKOTO YPOBHS II€H Ha NPOAYKLIMIO M YCIYIM M IOBBIIIAET YpPOBEHb
KOHKYPEHTOCIIOCOOHOCTH POCCUNCKUX MPEANPUATUI HA MUPOBOM PBIHKE.
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