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DEVELOPMENT OF PASSENGER TRAFFIC SERVICE QUALITY
MANAGEMENT SYSTEM OF RAILWAY ENTERPRISES

Purpose. At the present stage of development of Ukraine’s economy, passenger traffic service quality manage-
ment of railway enterprises became one of the main tasks to ensure their efficient operation. In terms of railway re-
forms and increased competition in the transport market, the discrepancies between the technological level of traffic
and the growing needs of society and the quality standards of transport services, the priority is the establishment of
quality management system for passenger traffic services in rail transport. This question should be considered in the
paper. Methodology. To achieve this goal and ensure a high quality level of passenger traffic services in rail trans-
port, which involves a combination of approaches to the position of consumers (determination of their satisfaction)
and railway enterprises (measurement of results and formation processes of service quality), the paper proposed
a passenger traffic service quality management system. The proposed methodical approach to formation of the pas-
senger traffic service quality management system in rail transport implements a principally new scheme of interac-
tion of elements during provision of services, where the inter-related resources (human, material, financial, informa-
tion), means, instruments and processes result in creation of quality transport service. Findings. The efficiency of
the passenger traffic service quality management system allows detecting the dynamic of improvement of the ser-
vices provided by the railway enterprises and building the system which is self-learning on the principles of con-
tinuous improvement. The paper grounded new principles of the passenger traffic quality management, which were
formed on the basis of general management principles, quality management principles and railway transport man-
agement principles. Originality. The work presents the developed passenger traffic service quality management
system targeted to meet the expectations of passengers from transport process while taking into account the eco-
nomic interests of railway enterprises. The basis of this system is conceptual principles, namely, goal, objectives,
subject, object, principles, functions and practical recommendations, which generally determine the relationship of
the basic elements of the passenger traffic service quality management in rail transport. Practical value. The practi-
cal value of the obtained by the author results is that their implementation will enable railway enterprises to forecast
the improvement of service quality level, taking into account their specific features and create solutions for control
and regulation of processes and passenger traffic service quality effects. The theoretical and methodological provi-
sions may be used in the formation, operation and improvement of the quality management system for passenger
traffic services in rail transport.

Keywords: quality; transport service; quality management system; passenger traffic; railway enterprises

Introduction ensure provision of transportation to the economy
and population, but also to form a new, competi-
tive segment of the railway business both in subur-
ban and long-distance passenger transport sector,
able to interact effectively with all stakeholders of
the transportation process, continuously improve
the quality of their work, despite the tariff restric-
tions and increased competitive pressure from
other forms of passenger transport.

Improvement of passenger traffic service qual-
ity today and in the future is the basis for attracting
passengers to rail transport and improve profitabil-

Passenger rail traffic has traditionally played great
importance at every stage of development of Ukraine,
both in the days of centralized management and at the
stage of transition to the market management.

Much larger percentage of the population uses
the services of passenger rail traffic rather than the
freight transport services; therefore, it is the state
of passenger traffic complex that forms the image
of the country’s rail system in the society.

The current situation in the Ukrainian railway
transport sector is characterized by significant dy-

namic changes. The present transformation sets for
the railway the new complicated tasks — not only to

ity regardless of ownership and the nature of the
operation of passenger businesses. If previously
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the main indicator of passenger traffic railway en-
terprises was a passenger-kilometer, today, the sen-
ior managers face the task of raising revenues
through the highest quality services to meet the
demand.

Purpose

The purpose of this article is feasibility evalua-
tion of existing theoretical principles and guide-
lines and development of the new ones for estab-
lishment of the quality management system for
passenger traffic services in rail transport.

Methodology

To achieve this goal and ensure a high quality
level of passenger traffic services in rail transport,
which involves a combination of approaches to the
position of consumers (determination of their satis-
faction) and railway enterprises (measurement of
results and formation processes of service quality),
the paper proposed a passenger traffic service qual-
ity management system.

The proposed methodical approach to forma-
tion of the passenger traffic service quality man-
agement system on railway transport implements
a principally new scheme of interaction of ele-
ments during provision of services, where the in-
ter-related resources (human, material, financial,
information), means, instruments and processes
result in creation of quality transport service.

The main provisions of the theoretical founda-
tions of quality management services are presented
in scientific works of domestic and foreign
scholars, including: Aristov O. V., Basovskyi
L. Ye., Hisin V. 1., Hlichev O. V., Ihnatenko O. S.,
Ilienkova S. D., Koifman Yu. 1., Mazur I. 1., Ok-
repilov V. V., Redziuk O. M., Ukrainska L. O.,
Shvandar V. O., Fomichov S. K., Shapoval M. 1.,
A. Feihenbaum, K. Isikava, T. Konti,
Dzh. M. Dzhuran and many others, as well as the
international standards ISO 9001 version 2008 and
their identical Ukrainian national standards State
Standards of Ukraine ISO 9001-2008 [3].

The quality of transport services is examined
in the works by Barakhina V. M., Dykania V. L.,
Vorkuta A. 1., Kryvoruchko O. M., Kudinova
L. O., Kulaiev Yu. F., Lihum Yu. S., Mirotin L. B.,
Ostrovskyi N. B., Reva V. M., Soslovskyi V. H.,
Spirin Y. V., Sych Ye. M., Trykhunkov M. F.,

Ulitska I. M., Shynkarenko V. H., Shtanov V. F.
and others.

Findings

One of the trends in the market of railway
transport services is the differentiation of transport
services by levels, capacities and needs of consum-
ers, which in its turn necessitates the organization
of the quality management system as the basis of
efficiency and competitiveness of services pro-
vided to meet the requirements of consumers and
assess the degree of compliance of this service
quality to the requirements.

Therefore, finding ways to attract passengers,
improving efficiency and quality of passenger traf-
fic, as well as their management is a key focus of
the reforms conducted in rail transport at this time.

The economy of rail transport as a system of
production and logistic relationship has its own
specificity, which is determined by the complexity
of management — the railway sector, which consis-
tently provides basic services of cargo or passenger
transportation from point of origin to destination
point in compliance with the four principles (ac-
cessibility, reliability, convenience, efficiency),
and additional services — activities or works that do
not affect the performance by rail of its primary
function — delivery of cargo or passenger to the
destination, but increase customer satisfaction from
receiving the service (e.g., providing information,
telephone service, selling tickets via the Internet or
telephone, carrier service for passenger traffic,
etc.). We propose a functional scheme of the provi-
sion of passenger traffic rail services, elements
of which are marked by the functional feature
(Fig. 1).

The structure of the main rail service includes
not only the physical transportation of passengers,
but also some other operations that normally be-
long to the service, and their availability and high
performance are not considered mandatory, but
merely desirable to improve the image.

At the present stage of development of
Ukraine’s economy, passenger traffic service qual-
ity management of railway enterprises became one
of the main tasks to ensure their efficient oper-
ation. The need to improve the quality in modern
conditions is dictated by several factors: changes in
legislation, needs of scientific and technological
progress, requirements of consumers, development
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of domestic and international trade and ecological modern service quality management systems in-
situation in the country, etc. Problems of domestic  tended to improve the technical and technological,
enterprises and environmental factors lead to a de-  organizational and economic processes.

crease in their competitiveness; therefore, it is very The history of quality system development can
important to implement at railway enterprises the be divided into six main stages (Table 1).

RAILWAY INFRASTRUCTURE.
PASSENGEER SERVICE, LOCOMOTIVE
SERVICE. TRANSPORTATION SERVICE
AND OTHER

l !

Basic services (organization of passenger traffic

RAILWAY STATION

! ; Additional services (complex of services
(pick-up / drop-off)) provided at railway stations)

ACCESS INFRASTRUCTURE — FAILWAY
COACH YARD STATION SQUARE. ACCESS WAYS, PUBLIC
TRANSPORT

! l

Basic services (perform operations to prepare
passenger trains for a journey (technical inspection,
cleaning, rebuilding, maintenance, equipment),
perform cleaning and supply of passenger trains to
passenger stations)

Additional services (public-private partnership)

Fig. 1. Types of services provided to rail transport passengers (developed by the author)
Table 1

Historical stages of quality management system development

Stages of quality
management system Characteristics of the stages of quality management system development
development

Stage 1. F. Taylor The first stage corresponds to the initial stages of system approach to management,
system when the first management system, F. Taylor system appeared. To ensure the success-

(1900-1920) ful functioning of a management company the first professional specialists in quality,
inspectors, were introduced. There was a system of staff motivation to improve the
work quality, there were requirements laid down in the technical specification (TS),
implementation of which was checked at the acceptance inspection. All properties of
the Taylor system made it a management system of the quality of each individual prod-
uct. The Taylor system played an important role in enhancing the productivity and
quality of products or services provided. The disadvantage of the Taylor system is that
it is functionally oriented, and therefore internally contradictory. Due to the fact that
every employee performs only the functions determined for him, performs only his
work, the defects, the deviations from the requirements, the incompliance of the manu-
factured product or services accumulate. Therefore, the quality of products or services
is not the way it was planned.
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End of Table 1

Stages of quality
management system Characteristics of the stages of quality management system development
development
Stage 2. SQC — The second stage of development of quality management systems was associated with

Statistical Quality
Control systems

(1920-1950)

the transition to process-oriented management, in which the subject of administrative
actions became the qualitative parameters of production processes. During this period,
the methods of statistical quality control were being actively developed; the sampling
control tools were being shaped. Designers, technologists and production workers had
to solve more complicated tasks in the field of quality, because they constantly faced
the problems of variation and variability and had to know what methods would allow
achieving their reduction. In the chain «supplier-company-consumen» the greater role
was played by standardized methods of statistical acceptance inspection.

Stage 3. TQC — Total
Quality Control system
(1950-1980)

The third stage is associated with the advent of total quality control system — TQC. At
this stage, there were documented quality systems that establish accountability and au-
thority, and determined engagement in the field of quality of all the management, not
just quality specialists. Increasing attention was paid to staff training. In this period the
systems and methods that had been developed in the Soviet Union acquired great im-
portance.

Stage 4. TQM — Total
Quality Management
system

(1980-1990)

The fourth stage is connected with transfer from TQC system to the system of total
quality management (TQM). At this time, there appeared a series of new international
standards for quality systems, including ISO 9000 standards and MC 9000. The main
target orientation of the quality system that is based on ISO 9000standards is to ensure
the quality of products or services required by customer and to present the latter the
evidence that the enterprise can maintain this quality. TQM

Stage 5. MBQ —
Management

by Quality
(1990-2000)

The fifth stage of the quality management system began in the 90s of the twentieth cen-
tury. Due to the fact that enterprises in carrying out their operation began increasingly
to consider the interests of society, there appeared a new generation of quality standards
ISO 14000 establishing requirements for the management system in terms of environ-
mental protection and safety. As a result of these processes significantly increased the
role of consumer quality parameters, and significantly strengthened the attention of
management for companies and organizations to meet the needs of their own staff.

Stage 6. TQM
and MBT

(since 2000 till now)

ISO 9000 standards are being developed and updated. The development of quality
management in view of industrial enterprise features through the development and ap-
plication of specialized national and international standards of quality system creation.

A large range of products, wider service offerings enable consumers’ choice that is be-
coming more demanding in their tastes, which in turn leads to deepening of competition
between manufacturers and to new approaches to meet the growing needs and expecta-
tions, and improved quality methods.

Source: generalized and systematized based on [5, p. 52, 7, p. 48, 8, p. 57]

Analysing Table 1, it can be seen that each
stage begins with the introduction of a systematic
approach to quality management. Development of
quality management system includes first the de-
termination of what processes and structures
should be included in the quality system and what
functions they must perform in order to ensure the
required quality of service, and then the develop-

ment of the necessary regulations to carry out these
functions.

Service quality management system is a set of
organizational structures, methods, principles, in-
struments and incentives for installing, maintaining
and, where necessary, improving the quality of
services. Quality management system at railway
transport is guaranteed by organizational, legal,
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economic and social subsystems that carry out
complex of measures aimed at ensuring the opera-
tion effectiveness and satisfaction of passengers’
transportation requirements.

The organizational subsystem is a combination
of organizational structure of passenger traffic ser-
vice quality management, organization of produc-
tion and labour, technical and technological service
delivery, quality management system and opera-
tor’s policy in the field of passenger traffic service
quality. The legal subsystem provides for state
regulation of the quality of services of passenger
transportation, regulations governing the formation
and determination of quality, legal, information
and metrological support. The economic subsystem
includes: passenger traffic services pricing, quality
cost management and risk management, provision
of universal services in terms of passenger traffic in
the conditions of state pricing, availability of pas-
senger traffic service quality management model,
etc. The social subsystem introduces workers to
control quality passenger transport services, motiva-
tion of workers in accordance with the performance
standards of quality and social protection system.

The organization of works in service quality
management in rail transport provides for a service
quality assurance system and the necessary meas-
ures to ensure its effective functioning.

We believe that to create a quality management
system for passenger traffic services, you must spec-
ify: management entity, object of management and
the mechanism of service quality control, i.e. the
process of influence of the entity on the object. Thus,
the management entity is the basis of quality system
— quality service at a railway enterprise (administra-
tive staff, drivers of trains, personnel of services and
internal training and control services), the responsi-
bility of which is to achieve and maintain a specified
level of quality service. The object of management is
the process of providing the service, during which the
quality is formed under the influence of management
entity.

The goal of management is to ensure the estab-
lished standards of service quality taking into ac-
count the economic interests of passengers and
railway enterprises. When determining the man-
agement goal, it is necessary to specify a set of
service features and the required level of its qual-
ity, and to find out whether they meet the needs of
passengers. Then it is necessary to ensure the
achievement of this goal at an acceptable level of

cost and profitability for a railway enterprise and
affordability of service tariff to a passenger.

Satisfaction of a passenger during transporta-
tion can be achieved only with the harmony be-
tween the responsibility of the management, per-
sonnel and material resources of railway enter-
prises and structure of the quality system.

The managerial authority of rail transport is re-
sponsible for policy in the field of service quality
and passenger satisfaction. Implementation of the
policy depends on how well the management en-
sure development and effective operation of the
quality management system.

The railway enterprise’s policy in the field of
quality defines the goals, objectives and principles
of its activities, and its senior management com-
mitment to quality.

The managerial authority of railway enterprises
should develop and document the quality policy
taking into account: class of services provided;
tasks in the field of service quality; methods of
implementation of tasks in the field of service
quality; the role of personnel responsible for the
implementation of the service quality policy.

Implementation of enterprise’s policy in the ar-
ea of service quality requires that when setting the
tasks, the following basic goals were determined:

— Passenger satisfaction by continuously im-
proved quality of services, ensured compliance
with legal requirements;

— Continued compliance with the requirements
and increased efficiency of the quality manage-
ment system and its processes on the basis of deci-
sions and actions based on analysis of actual data,
operation and results of the monitoring and meas-
urement of services, processes and quality man-
agement system as a whole;

— Continuous improvement of the processes
cthat ensure provision of the services with best
indicators of passenger satisfaction;

— Constant interaction with major operators on
quality;

— Technical re-equipment through the use of
modern technology and equipment and improve-
ment on this basis of the quality of services;

— Rise of material interest and continuous im-
provement of social conditions of employees.

Based on the main goals the railway enterprise
should formulate a set of the following tasks and
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measures in the field of quality:

— Increased revenues from passenger service
and provision of quality services;

— Marketing research of population demand for
transportation services based on surveys, question-
naires, statistics;

— Creation of an expanded network of service
centres;

— Licensing, standardization and certification
of services in transport;

— Creation of automated information system
network for reservation and sale of main and addi-
tional transport services;

— Economic feasibility study of fare for seats in
certain types of cars and maintenance services;

— Registration of applications for basic and ad-
ditional services in person, by phone, email, the
Internet, visit to a home or business;

— Ensuring completeness and timeliness of set-
tlements between a passenger and a railway enter-
prise;

— Ensuring technical and technological training
of passenger rolling stock to travel;

— Information service for passengers on trans-
port services, tariffs and prices;

— Collection and analysis of information on the
quality of passenger service and quality of sold
services, own and those of competitors;

— Improvement of existing and introduction of
new of services on the basis of supply and demand;

— Ensuring strict compliance of services pro-
vided to passengers with international standards
and requirements of customers;

— Training of highly qualified staff.

To perform the quality tasks by railway enter-
prises it is advisable to propose the structure of the
quality management system, allowing for all stages
of the provision of services to implement effective
management of the service quality, to measure and
improve it.

When forming the passenger traffic service
quality management system one must take into
account a number of principles (Fig. 2):

1. Technological principle. High quality of pas-
senger transport services requires high technologi-
cal performance of services by professionally
trained personnel. This principle is realized
through direct interaction if rail structures: passen-
ger companies, stations, various urban transport
services, catering services, as well as with the

mode of operation of hotels, cafes, restaurants, mu-
seums, exhibitions and other organizations.

2. Economic principle. Provides break-even op-
eration and full cost recovery of fixed corporate
service departments. To implement this principle,
it is important to determine the correct price and
amount of services to be sold, which will allow
achieving the balance of income and expenditure.

3. Marketing principle. The basic principle of
market orientation of service must be targeted,
high-quality, timely and reflect the desires and
needs of passengers. The workers of production
departments need to master the art of passenger
service, continuously improve the technology of
service, reduce cost, accelerate service without re-
ducing quality, and value their customers.

4. Logistic principle. It is a safe «door to door»
carriage of passengers in the shortest possible time
with maximum comfort which provides a full
range of services throughout the chain, from the
onset wish to travel to journey completion. Travel
arrangements can be divided into several parts or
operations: purchase of a ticket, the trip from place
of residence to the station and delivery of luggage,
travel by train and the trip from the station to the
destination (business travel, vacation, treatment).
All of the operations are inter-connected for a pas-
senger and independent for the service railway
structures, they run separately and are not com-
bined in a single service cycle, require a lot of con-
sumption of time, effort and energy of the passen-
gers. As a result, the journey instead of satisfaction
of a passenger leaves a negative impression. Logis-
tics service approach provides a full set of services
that remove these problems from passengers, both
in suburban and distant traffic.

5. Hospitality principle. Ways and quality of
service should be the same for all paying custom-
ers. Understanding of passenger’s needs, desire to
serve him/her as a dear guest, to help and assist
attracts customers because the well-served cus-
tomer is a kind of «living ads» among his/her
friends, co-workers and creates a positive image.

Satisfaction of passengers with traffic can be
achieved only with the harmony between the re-
sponsibility of the management, personnel and ma-
terial resources of railway enterprises and structure
of the quality system.

Rail transport operation should be assessed
from the standpoint of meeting the needs of pas-
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sengers, because they are not interested either in
the rate of empty mileage or performance of the
locomotive.

The process of passenger traffic service quality
management includes fulfilment of the following
functions:

— Forecasting. Analysis of trends in passenger traf-
fic service quality of the railway enterprises; analysis
of services in the present; identification of the main
patterns of quality and extrapolation of trends;

— Planning. Identification of targets in the field
of service quality; determination of the resources
(human, material, financial, information) and the
means by which it is possible to achieve the set
targets of quality improvement;

— Organization. Streamlining of the object of
management, identification of all components of
service quality; creation of a single information-
measuring system;

— Coordination. Solving of current issues and
coordination of on-going activities to build passen-
ger traffic service quality;

— Motivation. Development and taking the ap-
propriate decisions that encourage staff to activities
for ensuring quality performance of certain objec-
tives of railway enterprises.

— Regulation. Taking operational decisions and
their implementation in order to eliminate the de-
viations discovered as a result of service quality
control; forming of methods for integrated assess-
ment of passenger traffic service quality at the
railway enterprises on the basis of adaptation of
differentiated methods for assessing the quality of
services;

— Control. Revealing the deviations from the
planned passenger traffic service quality manage-
ment processes; identifying the need to assess the
quality of services (analysis, accounting, perform-
ance monitoring, questioning of users).

The passenger traffic service quality manage-
ment system of railway enterprises is structurally
considered as a set of managing and managed
subsystems (entity and object of management)
(Fig. 3, 4).

Principles of service quality management

[
W ! W v W
Technological Economic Marketing Logistic Hospitality
principle principle principle principle principle

Fig. 2. Basic principles of passenger traffic service quality management system (developed by the author)
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Fig. 3. The passenger traffic service quality management system of railway enterprises,
direct communication feedback. Advanced cycle
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Fig. 4. The passenger traffic service quality management system of railway enterprises,
direct communication feedback. Elementary cycle

The managing subsystem is presented in the
form of relationship of two management cycles —
Advanced (functions related to the development
and mainstreaming of effective passenger traffic
service quality management system of railway en-
terprises) and Elementary (management of quality
of certain types of service providing processes)
[1,p. 7]

The service quality management system covers
all stages of the life cycle of passenger rail trans-
port services: marketing and transport service mar-
ket research, analysis of requirements to quality of
services, planning and forecasting of services, ser-
vice provision, service control and quality assess-
ment process, passenger satisfaction study process.

The functions of passenger traffic service qual-
ity management by railway enterprises is divided
into three main blocks: determining (D) — forecast-
ing and planning functions; rendering (R) — or-
ganization, coordination, control, motivation func-
tions; information-control (I) — control function

(Fig. 3,4) [1, p. 7.

MANAGED SUSBSYSTEM

Transport process

req

Process of passenger
service before a trip

; (ticket and cash Process of Process of . ]
: * | services, reference and [~ passenger #  PASSENger service = 2
i information services, service ‘_h"ing a after a trip

additional services) top

Transpor p

Fig. 5. The transport process of passenger traffic
by railway enterprises

Analysis of the current passenger traffic service
quality management system of railway enterprises
is carried out to establish its compliance with State
Standards of Ukraine ISO 9000:2007 and includes:

— Analysis of quality elements and their rela-
tionships as a part of a common set of services
provided to passengers, including the basic service
— carriage and maintenance services;

— Analysis of quality parameters for each sepa-
rate service;

— Calculation and analysis of the average qual-
ity indicators;

— Comparing the quality from the position of
a carrier and that of a passenger;
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— Analysis of the «structural inclusion» of the
quality of works into the quality of services and
further — into the quality of the enterprise [3].

The quality tools include various methods and
techniques for the collection, processing and pres-
entation of quantitative and qualitative data of the
passenger traffic services of the railway enter-
prises. All quality tools can be grouped by pur-
poses of their use:

— Quality control tools. Without control one
cannot control the quality and increase it. Most of
the control tools are based on the methods of
mathematical statistics;

— Quality management tools. The methods that
basically use quality indicators of service, they can
organize the information, structure it in accordance
with certain logic rules and use it to make ground-
ed management decisions;

— Quality analysis tools. The methods used to
optimize and improve services;

— Quality design tools. The methods used to
create services that realize maximum value for the
consumer.

Within the quality management system it is
necessary to develop the methodological ap-
proaches that establish requirements for the provi-
sion of service-related processes, including three
basic processes (marketing, design and provision
of services), operating in the «quality loop»

(Fig. 6).

Planning of
works, services
and resources

Development of processes for
passenger service provision and
quality assurance:

T 1. Formation of basic
requirements for providing
services by railway enterprises
2. Development and

State Marketing of
requirements passenger
and the need traffic and
for passenger services market

traffic

Analysis of result
of intemal quality
control and quality
assessment of
transportation and
services by
supervisory
autherities and
passengers

= documentation of passenger
service procedures by railway
enterprises.
3. Development of documents of
f service quality management
Corrective system
measures

Assessment of
service quality by
passengers

Results of Tmplementati
service on of service

provision
process

Assessment of
passenger service
quality by
regulatory
authorities

Intemal quality
control

Source: generalized and systematized based
on [9, p. 11]

provision [

Fig. 6. «Quality loop» of passenger traffic services
of railway enterprises

The passenger traffic service quality manage-
ment system of railway enterprises is an integral
part of the rail transport management in general
and operated simultaneously with this system. In-
teraction of quality system covers all stages of the
«quality loop» from the study of variable demand
for rail services to the final meeting of require-
ments of regulations or passengers’ requirements
to the quality.

Relationship of rail transport services with pas-
sengers and with all facilities that ensure the solu-
tion of service quality management tasks is real-
ized with the help of «quality loop».

Analysis of capabilities to meet the require-
ments of passengers on the basis of available re-
sources is conducted during the railway services
market research. The result of the analysis of rail-
way services market research is planning of works
and resources necessary for their implementation,
determination of activities of the railway enter-
prises.

The overall planning of quality assurance
works is made during development of a compre-
hensive quality program, which shall contain the
following sections: goals and objectives of railway
enterprises for the next period; list and terms of
measures, including the timing and volume of in-
ternal audits; specific assignment of responsibili-
ties and powers of the staff of railway enterprises
to implement the planned activities; plan of
equipment upgrading or retrofitting; plan of staff
training (advanced vocational training) (including
the quality department staff); methodology for as-
sessing the goal of the program; correction proce-
dure of the program in case of non-compliance;
plan of financing the quality assurance works.

Implementation of documentary provision of
the selected activities is conducted when develop-
ing the passenger service provision and quality
assurance processes (formation of the basic re-
quirements for the provision of services by railway
enterprises; development and documentation of
passenger service procedures by railway enter-
prises; elaboration of service quality management
system documents).

The documentation of service quality manage-
ment system of railway enterprises is designed to
ensure the unity and permanent understanding of
the quality assurance goals and objectives, proc-
esses and procedures. It provides an opportunity
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for an objective assessment of the quality system,
allow solving the emerging controversial issues
regarding quality.

The documentation of quality management sys-
tem ensures the assignment of duties and responsi-
bilities of management and executors on general
quality management, establishes the procedure for
interaction while fulfilling the functions and solv-
ing problems to ensure the quality of rail services.

Implementation of service provision covers the
full range of processes for organization and provi-
sion of rail services; it can be subjected to addi-
tional controls at any stage of works both by the
quality service of railway enterprises and by the
public authorities. On the basis of analysis of the
requirements for work quality and performed ser-
vices one forms the corrective and preventive
measures, which close the cycle (general feedback)
of service provision by the railway enterprises.

Originality and practical value

The work presented the developed passenger
traffic service quality management system targeted
to meet the expectations of passenger from trans-
port process while taking into account the eco-
nomic interests of railway enterprises. The basis of
this system is conceptual principles, namely, goal,
objectives, subject, object, principles, functions
and practical recommendations, which generally
determine the relationship of the basic elements of
the passenger traffic service quality management in
rail transport. The practical value of the obtained
results is that their implementation will enable
railway enterprises to forecast the improvement of
service quality level, taking into account their spe-
cific features and create solutions for control and
regulation of processes and passenger traffic ser-
vice quality effects. The theoretical and methodo-
logical provisions may be used in the formation,
operation and improvement of the quality man-
agement system for passenger traffic services in
rail transport.

Conclusions

For effective operation of rail transport, it is
necessary not only to have different resources but
also to develop the processes for provision of qual-
ity services and mechanisms of their interaction.
So this shows the need to build a special system for

quality management, which is a set of organiza-
tional structure, distribution of authority and re-
sponsibilities, methods and resources required to
establish, maintain and improve the quality of ser-
vices of passenger rail transport.

Therefore, railway enterprises should always
strive for the highest possible satisfaction of pas-
sengers’ desires, expansion of variety of services,
increase in volume of work, improvement of eco-
nomic performance, increased goodwill by provid-
ing quality services on time and at competitive
prices.
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PO3BUTOK CUCTEMM YIIPABJIIHHS AKICTIO ITIOCJIYT
IMACAKUPCBKUX IIEPEBE3EHD INIAITPUEMCTB
JAJIIBHUYHOI'O TPAHCIIOPTY

Meta. Ha cygacHOMYy eTami po3BUTKY €KOHOMIKM YKpaiHM YHPaBIiHHS SKICTIO HOCIYT MaCa)XKUPCHKHUX IepeBe-
3€Hb MIANPUEMCTB 3aTI3HUYHOTO TPAHCIIOPTY CTAJ0 OJHHUM i3 TOJOBHHX 3aBJaHb 3a0e3MedeHHs! 1X e(heKTUBHOI Jis-
nbHOCTI. B yMoBax pedopMyBaHHS 3a1i13HUYHOIO TPAHCIIOPTY Ta MOCUIICHHS! KOHKYPEHLIT Ha pUHKY TPAaHCIOPTHHX
MOCIIYT, PU HEBIIIOBIAHOCTI TEXHOJIOTIYHOTO PIBHS II€PEBE3EHb 3pOCTAIOUUM HOTpedaM CyCIHijbCTBa Ta CTaHAap-
TaM SIKOCTI HaJaHHS TPaHCHOPTHHUX MOCIHYT, NPIOPUTETHOrO 3HAueHHs HaOyBae MpoOJieMa CTBOPEHHS CHCTEMH
YIPaBIIiHHSA SIKICTIO MOCIYT MAaCaKUPCHKHUX IEPEeBE3eHb Ha 3aJli3HUYHOMY TpaHcropTi. e nuTanHs HeoOXixHO 110-
ciiguTH B ctaTTi. MeToanka. J{ist TOCATHEHHS TOCTAaBICHOI METH Ta 3a0e3NeUeHHs] BUCOKOTO PiBHS SIKOCTI MOCIYT
NacakKHpPChKUX IEPEBE3eHb Ha 3aJIi3HMYHOMY TPAHCIIOPTI, 10 Tependadae MoeTHAHHS MiIX0/AIB 13 MO3MLIT CHOXKHU-
BaviB (BH3HAYCHHS X 3aJJOBOJICHOCTI) 1 MiINPUEMCTB 3alli3HUYHOTO TPAHCIIOPTY (BUMIpP pe3ybTATiB Ta MPOIIECIB
(hopMyBaHHS SIKOCTi ITOCIYT), B poOOTi 3aIIpOTIOHOBAHO CHCTEMY YIIPABIIHHS AKICTIO MOCIYT MACaXHPCHKUX Tepe-
BE3€Hb. 3aIPOIIOHOBAHUI METOJUIHUH MiIXix 0 (OPMyBaHHS CHCTEMH YIIPABIIHHS SKICTIO TOCITYT MACAKUPCHKUAX
MepeBe3eHb Ha 3aI3HUYHOMY TPAHCIIOPTI peajli3ye NMPUHIMIIOBO HOBY CXEMY B3a€MOJii €IeMEeHTIB IpH HaJaHHI
MOCTYTH, B SIKili BOEJMHO TOB’s3aHi pecypcH (KaapoBi, MaTepianbHi, hiHaHCOBI, iHPOpMaIIiiiHi), 3acobu, iHCTpyMe-
HTH 1 MIPOIeCH, B Pe3ysIbTaTi 3IiMCHEHHs SKMX BHHHUKA€E SKICHAa TpaHCHOpTHA mociyra. PedyjabraTu. EdextnBHe
(DYHKIIOHYBaHHSI CHCTEMHU YHPABIIHHS SIKICTIO MOCIYT MacaKMPCHKHUX IEPEBE3CHb JIO3BOJIAE BHSBUTH JAWHAMIKY
MOJINIIEHh HAAHUX MOCTYT MiAMPHUEMCTBAMU 3aJII3HUYHOTO TPAHCIIOPTY Ta MOOYIyBaTH CUCTEMY, IO CAMOHaBYa-
€THCSl HA NIPUHLUIAX TTIOCTIHHOTO yJ0CKOHaNeHHs. OOIpyHTOBaHO HOBI MPUHIMIK YIPABIIHHS SKICTIO MACaKHUPCh-
KHX TIepeBe3eHb, AKi Oy copMOBaHI Ha OCHOBI 3araJIbHUX NPUHIMUIIB YIPABIIHHS B LIUIOMY, IPUHIMIIB yIIpaB-
JIHHS SKICTIO 1 IPUHIMIIB YIPaBJiHHA Ha 3aJli3HUYHOMY TpaHcropTi. HaykoBa HoBm3Ha. Po3poOneHo cucremy
YIPaBIIiHHA SKICTIO MOCIYT NMACaXHUPCHKUX II€pEeBE3eHb, OPIEHTOBAHY HAa 3aJJOBOJICHHS OYIKYBaHb IACaXUPIB Bill
TPAHCIIOPTHOTO TIPOLIECY 3 OJHOYACHUM YpaxXyBaHHSIM SKOHOMIYHHX IHTEPECiB MiATIPHEMCTB 3aJII3HUYHOTO TPaHC-
mopTy. OcHOBOIO Ii€i cmcTeMu € po3poOiieHi KOHIENTyalbHI 3acaigl, a caMe — MeTa, 3aBJaHHS, IIPEIMET,
00’ekT, NMpUHOUNH, (yHKIIi, MPAKTUYHI PEKOMEHAAIl, SKI B IIOMy BHU3HAYalOTh B3a€MO3B’SI30K OCHOBHHX
€JIEMEHTIB y CHCTEeMi YIPABIIHHSA SKICTIO MOCIYT IAaCaXHPCHKUX IEepeBe3eHb 3ali3HWYHHM TPAHCIOPTOM.
IIpakTHyHAa 3HAYMMIiCTB. [IpakTHYHE 3HAaYEHHS OTPHMMaHUX aBTOPOM Pe3yJbTaTiB IOJIATAE B TOMY, 11O iX peaiza-
LSl TO3BOJINTH IMTIAIIPUEMCTBAM 3aJIi3HUYHOTO TPAHCIOPTY CIPOTHO3YBATH IIIBUILEHHS PIiBHS SIKOCTI MOCIYT 13 ypa-
XYBaHHSIM IX KOHKPETHHX OCOOJHMBOCTEil Ta copMyBaTH pILIEHHS IOJO KOHTPOJIIO, PETYIIOBaHHS IPOLIECiB
1 pe3yJNbTaTiB AKOCTI MOCIYT NMACAXKUPCHKUX MepeBe3eHb. OOIpyHTOBaHI TEOPETHYHI Ta METOIUYHI TIOJIOKEHHS MO-
JKYTh OyTH BUKOPHCTaHI IpH pOpMyBaHHI, (YHKI[IOHYBaHHI i BIOCKOHAJIEHHI CHCTEMH YIIPABJIIHHS SIKICTIO MOCIYT
NacakKHPChKUX TepeBe3eHb Ha 3aTi3HNYHOMY TPAHCIOPTI.

Kniouosi crnoea: sKicTh; TpaHCIOPTHA IOCIIyra; CUCTEMa YIPABIIHHS SIKICTIO; MAcaXUPChKi NEPeBE3CHHS; MMijl-
MPUEMCTBA 3JII3HUYHOT'O TPAHCIIOPTY
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PABBUTHUE CUCTEMbI YIIPABJIEHUSI KAYECTBOM YCJIVT
ITACCAKUPCKHUX IIEPEBO3OK IIPEAIIPUATHUA
KEJE3HOAOPOKHOI'O TPAHCIIOPTA

Heas. Ha coBpemeHHOM 3Tare pa3BUTHS 3KOHOMHMKH YKpaWHBI yNPAaBICHHE KadeCTBOM YCIYT MAcCaXKHPCKUX
MIEPEBO30K MPEAIPHITHI KEJIE3HONOPOKHOIO TPAHCIIOPTA CTAJIO OJTHOM M3 INIABHBIX 33j1a4 olecrieueHus: ux apdek-
TUBHO# JEATeIbHOCTH. B ycroBusiX pepopMUpOBaHHs HKEIE3HOAOPOKHOTO TPAHCIIOPTA U YCHIICHUSI KOHKYPEHIIUU
Ha PBIHKE TPAHCIIOPTHBIX YCIIYT, P HECOOTBETCTBUH TEXHOJIOTHUECKOTO YPOBHS MEPEBO30K PACTyLIMM MOTPEOHO-
CTSIM OOILleCTBA M CTaHapTaM KauecTBa IPEIOCTABICHHUS TPAHCIIOPTHBIX YCIIYT, IPUOPUTETHOE 3HAUCHHE TIPHOOpe-
TaeT npobJieMa CO3/IaHusl CUCTEMBI YIIPABJIEHHsI KAYECTBOM YCIIYT ITACCAXUPCKUX MEPEBO30K Ha KEJIE3HOIO0POKHOM
TpaHCIopTe. DTOT BOIPOC HEOOXOAMMO paccMOTpeTh B crarthe. MeTommka. JlJist JOCTH)KEHHMS TTOCTaBJICHHON LIENn
1 obecrieyeHns] BBICOKOTO yPOBHS KauecTBa YCIYT IACCAKUPCKHUX IEPEBO30K Ha JKENE3HOAOPOKHOM TPAHCIIOPTE,
MPeAyCMaTPUBAIOIINX COYETAHUE IOJXOJOB C TMO3MLIMH IOTpedHTenel (ompeneseHne WX YIOBIETBOPEHHOCTH)
U TIPEINPHUATHH JKEJIe3HOJOPOKHOTO TpaHCIopTa (M3MEpEHHE Pe3yNIbTaTOB M MPOLEccoB (hOpMHUPOBAHUS KadyecTBa
yciyr), B paboTe IpeaiokKeHa CHCTEMa YIPaBICHUS Ka4eCTBOM YCIyT MAacCaXXMPCKUX MepeBO30K. IIpemiokeHHbIi
METOIUUYECKUN MOJIX0J K (POPMUPOBAHUIO CHCTEMbI YIIPABIECHHS Kau€CTBOM YCIYTI MAacCaKUPCKUX NEPEBO30OK Ha
KEJIE3HOJJOPOKHOM TPAHCIIOPTE pean3yeT NPUHLUIHAIBLHO HOBYIO CXeMY B3aUMOAEHUCTBHS 3JIEMEHTOB IpH Ipe-
JIOCTABJICHUH YCIIYyTH, B KOTOPOI BOEIMHO CBSI3aHbI Pecypchl (KaJapoBble, MaTepHaibHble, (PMHAHCOBBIE, HH(OpMa-
LUOHHBIE), CPENICTBA, HHCTPYMEHTHI U MPOLECCHI, B PE3yJIbTaTe OCYIIECTBICHUS KOTOPBIX BOSHUKAET KaueCTBEHHAS
TpaHCHOpTHas yciyra. PesyabTarsl. DQQeKkTuBHOE (YHKINOHUPOBAHNE CHUCTEMBI YIPABIECHHUS Ka4eCTBOM YCIyT
MACCAXKUPCKUX IMEPEBO30K MO3BOJIAET BBIIBUTH AUHAMUKY YIyYIIEHHH MPENOCTABISIEMBIX YCIYr NMPEeNNpUATUSIMU
JKEJIE3HOIOPOKHOTO TPAHCIIOPTa U MOCTPOUTH CUCTEMY, KOTOpasi caMoo0ydJaeTcsi Ha MPHUHIMIIAX ITOCTOSHHOTO CO-
BepuIeHCTBOBaHUs. OOOCHOBaHBI HOBBIE NPHHIMIBI YIPABICHUS KA4ECTBOM MACCAKUPCKUX TEPEBO30K, KOTOPHIE
6bu chOPMUPOBAHBI HA OCHOBE OOLIMX NPUHILMIIOB YNPABJICHUS B LIEJIOM, IIPUHIMIOB YIPAaBICHUS KaYECTBOM
W TIPUHIMIIOB YNIPABJICHUs Ha XKeJIEe3HOMOopoXHOM Tpancnopre. Hayunasi HoBu3Ha. PazpaboTana cucrema ympas-
JIEHUs] Ka4€CTBOM YCIyT NTACCaXKUPCKUX NEPEBO30K, OPUCHTUPOBAHHAS HAa YAOBICTBOPEHNE OXMIAHUH MAaCCaXUPOB
OT TPAHCHOPTHOTO IpOIiecca ¢ OJHOBPEMEHHBIM YYETOM 3KOHOMUYECKHX HHTEPECOB NPENPHATHH KEIE3HOIO-
poxHOro Tpancnopra. OCHOBOH 3TONH CHCTEMBI SIBIAIOTCS pa3pabOTaHHbIE KOHIENTYaJIbHBIE OCHOBBI, & UIMEHHO —
Lelb, 337a4M, IPeIMeET, OOBEKT, IIPUHIMIIBL, (YHKIHNH, TPAKTHUECKHE PEKOMEH/IAIMU, KOTOPhIE B LIEJIOM OIpeie-
JISIOT B3aMMOCBSI3b OCHOBHBIX 3JIEMEHTOB B CUCTEME YIIPABICHUS KaueCTBOM YCIYT MacCaXKMPCKUX IMEPEBO30K Ke-
JIe3HOJOPOXKHBIM TpaHcriopToM. IIpakTHdeckast 3HaUMMoOCTb. [IpakTHyeckoe 3HaUeHUE TIOTY4YEHHBIX Pe3yIbTaToB
3aKJII0YAETCS. B TOM, YTO UX pealn3anusl MO3BOJIUT MPEAIPUATHIM XKeIe3HOAOPOKHOTO TPAHCIOPTa CIPOrHO3UPO-
BaTh NOBBILIEHHE YPOBHS KAauecTBa YCIYI C YUYE€TOM MX KOHKPETHBIX 0COOEHHOCTEH M C(OPMUPOBATH PELICHUE IO
KOHTPOJIIO, PEryJMPOBAaHUIO TPOIIECCOB M PE3YJIHTATOB Ka4eCTBa YCIYT MAaCCAKUPCKUX NepeBo3ok. OO0CHOBaHHBIE
TEOPETHUYECKHE 1 METOINYECKHE TIOJI0KEHNSI MOTYT OBITh MCIIOIB30BaHBI TP (YOPMHUPOBAHNH, (HYHKIIMOHUPOBAHUU
W COBEPIICHCTBOBAHUH CHCTEMbI YIPaBJICHUS Ka4e€CTBOM YCIYT MAcCRXUPCKUX MEPEBO30K HA KEIE3HOJOPOKHOM
TPaHCIIOpTE.

Kniouegvie crnosa: kKadecTBO; TPAHCIIOPTHAS yCIyTa; CUCTEMa YIPABJICHHUS Kaue€CTBOM; MACCAKUPCKUE MEPEBO3-
KH; TIPEITNPHSTHS XKEJIE3HOLOPOKHOTO TPAHCIIOpTa
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