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KEMC-CTAJIM KAK WICCIIEJOBATE/IBCKAS TEXHOJIOTMS OIIEHMBAHUSA
KAYECTBA OBCIIYXKMBAHUA

Cankr-IleTepOyprckuii rocymapcTBeHHbII yHuUBepcuteT, Poccuiickas ®epepauns, 199034,
Cankr-Ilerep6ypr, YHUBepcurerckas Hab., 7/9

B crarbe 000CHOBBIBaEeTCS HEJIOCTATOUHOCTDb PAasBUTUS VIHCTUTYTa OOILECTBEHHON OIIEHKMU
npenupuatuii  cepol  yoryr B Poccum.  OmmcbIBaeTcsi  ONBIT M pe3y/IbTaThl  IIPOBeHeHMs
CTY/IeHYeCKOTO MCCIefloBaHus (MeTOxX — Kelc-CTajiu), MOCBSIIEHHOTO OIleHMBAHUIO KadecTBa
006CTy)kKMBaHUs CTY/IEHTOB NPeUpUATUAMU cepbl  YCIyr. JOMUHMPYIOIIMMU  OOBeKTaMu
OLIEHMBAHUS IIPe[yIarajioch B3ATb TOCYZApPCTBEHHOE e-O0CHy)XMBaHMe Hace/leHus. DBubmiorp.
6 nasB. Ta6m. 1.

Kniouesvle cnosa: xeic-crapm, cdhepa 06C/Iy>KuBaHNsI, TOPU3OHTAIIbHOE YIIPaBJIeHIe, KA4eCTBO
00CTy>KMBaHNMs1, OL[eHKI HaCeTeHMsI

CASE-STUDY AS RESEARCH TECHNOLOGY OF SERVICE QUALITY’S
EVALUATION

L. T. Volchkova, G. A. Menshikova

St. Petersburg State University, 7/9, Universitetskaya nab., St. Petersburg, 199034, Russian
Federation

The article settles down the idea of insufficiency of service enterprises social evaluation
institutions in Russia. In USSR it was made by state, but during market form of economy’s
organization it must be supplemented by clients remarks. Authors of the article describe their
research devoted to estimation of service’s quality. They do it using the case-study method. The
descriptions of service’s situation were made by students. They were recommended to pay attention
mostly to state e-services. Refs 6. Table 1.
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