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Pedepar:

1. lucepTaniiina po6oTa npucBsyeHa po3pooili TEOPeTUKO-MEeTOIUYHUX [10JI0KEeHb Ta TPAKTUYHUX PEKOMeEH/Ialliil
OO MiABUILEHHS €(PEKTUBHOCTI yIPABJIiHHA SKIiCTIO TOCIYT NACaKMPChKUX [1I€PEBE3€HD HA 3aJII3HUYHOMY
TpaHcnopti. [IpoBeneHnit aHali3 TEOPETUYHUX MiAXO0iB BITUM3HIHUX Ta 3aPYOKHMX HAYKOBLIIB 10 BU3HAUYEHHS
KaTeropiil «sKiCTb» Ta «I10CIIyra» HaJlaB MOXUJIUBICTb CPOPMYJIIOBATH aBTOPChKE BU3HAYEHHS KaTeropii «sKiCTb
IIOCJIYT ACAKMPChKUX MePEeBE3€Hb 3aIi3HUYHUM TPAHCIIOPTOM». PO3TIJISIHYTO HalliOHAJBHI i MDKHApOJHI CTaHAApTH
sIKi BU3HAYAIOTh IIOHSTTS SIKOCTI Ta HOPMH ii OLIHKY. BpaxoBylo4y 3Ha4€HHS CTaHAAPTIB SIKOCTI 1711 €(PEKTUBHOTO
(dYHKLIOHYBaHHS CyCIiIbCTBA Ta Oi3HECY, JOBEJEHO, 110 iX BIOCKOHAJIEHHS] MOKe MATH BeJIMKE [IPaKTUYHe
3HA4YEHHS JJIs1 PO3BUTKY Ta MiJIBUILIEHHS KOHKYPEHTOCIIPOMOYKHOCTI Pi3HUX rany3eil EKOHOMIKY, 30KpeMa

3aJIi3HUYHOTO TPAHCIOPTY. BusiBieHO, 0 Ha CbOrOAHI B YKpaiHi He Mae HalliOHAJIbHOTO CTAHJAPTY SIKAM OU MiCTHUB:



OCHOBHI BUMOTI'M Ta PEKOMEHIALLI] 17151 €0VHOI CUCTEMU OL[iHKU SIKOCTI IIOCJIYT 3aJ1i3HUYHOIO MACAKUPCHKOTO
TPaHCIIOPTY; CUCTEMY IIOKa3HUKIB SIKOCTi MTOCIIYT; BCTAHOBJIIOBAB 6a30Bi BUMOTH 10 SIKOCTi OOCJIyTOBYBaHHSI,
0e3IeKu Nacaxxupis, ePeKTUBHOCTI [lepeBe3eHb. 3alIPONIOHOBAHO KiacuQiKallilo OKa3HUKIB SIKOCTi TIOCJIYT
[IaCaKMPCHKUX [1I€PEBE3€Hb 3a/1I3HNYHNUM TPAHCIIOPTOM, SIKA JO3BOJIUTD 3[1iICHUTU KOMIIEKCHY OLHKY SIKOCTI
00CJIyTOBYBaHHS Ha Pi3HUX €Talax MoJ0PO3Ki — o MOI3IKY, ITif, Yac MOoi3AKY Ta Micys Noi3aKy, Ta BpaxyBaTu
NoTpedy i 04iKyBaHHS NacaKUPIB [7151 IOaJbIIOr0 BAOCKOHAJIEHHS CUCTEMU YIIPaBJIiHHS SIKICTIO ITOCIIYT.
Po3pob6seHo npakTUyHi pekoMeHjallii o0 ¢opMyBaHHS Ta BIIPOBA/I)KEHHS! CUCTEMU YIIPABJIiHHSA SKiCTIO TOCTYT
[IaCaKMPCHKUX [IEPEBE3EHB, KA peaidye IPUHLMIIOBO HOBY CX€MY B3a€MO/Iil €JIEMEHTIB IIPU HAJIaHHI IIOCJIYTH, B
sIKill BO€[IMHO MOB'sI3aHi pecypcu (KagpoBi, MmaTepianbHi, piHaHCOBI, indopMmaLiiiHi, iHHOBaMilHI), 3acobu,
IHCTPYMEHTH 1 IIpOLE€CH, B PE3YJIbTATI 3M1iMICHEHHS IKUX BUHMKAE SIKiCHA TPAHCIIOPTHA ntociyra. Cucremy
VIPAaBJIiHHS SKIiCTIO IOCIYT NaCAKUPChKUX IEPEBE3EHb OPIEHTOBAHO HA 33[J0BOJIEHHS O4YiKyBaHb IIACAKUPIB Bif,
TPaHCIIOPTHOTO IIPOLECY 3 ONHOYACHUM YpaxyBaHHSAM €KOHOMIYHUX iHTE€PECIB 3a/1i3HUYHOIO TPAHCIIOPTY.
JocigKeHo MeTOIMYHI OCHOBY YIIPABJIiHHA SKICTIO ITOCJIYT MIACAKUPCHKUX [I€PEBE3EHD Ha 3aJ1iI3HUYHOMY
TPaHCIIOPTI, SIKi 03BOJIIOTh OTPUMATU BCEOIYHY OLiHKY SIKOCTI IIOCJIYT Ha BCiX eTamax ix HafaHHs — [0 MOi3[KY, Mif,
4ac MOi3[IKY Ta MicJIsl MOi3KY, BUSBUTU [IPOOJIEMU B [aHil ranysi Ta po3poouTy e(peKTUBHI YIIPaBJIiHChKI PilIeHHS
OO MiABUILEHHS SIKOCTI [IOCIYT IJ1s1 MiJIBULIEHHS COLiaIbHO-€KOHOMIYHOI e peKTUBHOCTI HisllIbHOCTI
3aJIi3HUYHOTO TPAHCIOPTY. JOCIiIKEHO Cy4YaCHUI CTaH i CTPYKTYPY PUHKY [1aCaKUPCBHKUX [I€PEBE3€Hb, CY4aCHi
Ipo6J1eMU PO3BUTKY [IACAKUPCHKUX NE€peBe3eHb. HaBeleHO pe3yIbTaT MAPKETUHIOBOTO JNOCIIPKEHHS 3 OLiHKU
SIKOCTI IIOCJIYT TIaCaKMPChKUX MEPEBE3EHb Ha 3a/IiI3HUYHOMY TPAHCIIOPTi METOJIOM aHKETYBAaHHSI, a TAKOX
BM3HAYEHO CTYIIeHb 33J0BOJIEHOCTI IacaXXUPiB OpraHizallieto 3a/1i3HUYHUX [lepeBe3eHb. Po3pobiieHo 1mabioH
AHKETHU [1J151 3alI0BHEHHS [TacaKMpaMU 3aJ1i3HUYHOTO TPAHCIIOPTY, sIKa He 3abepe 6arato yacy y nacaxupa i 1acTb
NOBHY iH(OPMaLLilo PO CTYIiHb MOro 3aJOBOJIEHOCTI Ta IEPEAyMOBH JJ1S1 BUPIII€HHS HAsIBHUX MIPO6JIEM 3 SIKICHOTO
obciyroByBaHHS. HaBenieHO pe3ysibTaTy anpobaliii 3arpor1oHOBaHOI METOIMKY Ha Npukiazi ¢inii «I[Tacaskupcebka
kommnaHis» AT «YkpaanizHulst». 3a pe3ysibTaTaMy [IPOBEJEHOr0 COLi0JIOTiYHOrO AOCIIPKEHHS 3'1COBaHO, SKa
KaTeropis nacaxupis HalbiIblIe He 33[I0BOJIEHA SIKICTIO IepeBe3eHb (ifii «Ilacakupcbka KoMnaHis» AT
«YKp3aJli3HULA» Ta B IKUX aCIIEKTaX. 3allpONIOHOBAHO IIPOBOLMTH OLiHKY CIIOKMBYMX II€pEBAr Ha MOCTIiMHIN OCHOBI
3 MEeTOI0 (POPMYBaHHSI KJIiEHTOOPiIEHTOBAHUX 3a/1i3HUYHUX ITOCJIYT, 110 € OFHUM i3 OCHOBHUX HAIIPSIMKIB, IKUI
II03BOJISIE OLiHUTU BIJIUB IKOCTi O6CJIyTOBYBaHHS Ha peHTab€e IbHICTh, BATPATOBiAay, TPOAYKTUBHICTD Ipalli,
000POTHICTh OOOPOTHUX KOIUTIB, (POHIOBiAAYY, BUIBUTH MiTKPUTEPIi, SIKi HALAIOTh HAOLIBIINI BILIAB i IPOBECTU
MOPIBHSIIIbHUI aHai3 e(peKTUBHOCTI IPUIHSITUX YIIPABJIiHChKUX PillleHb 010 MiABULIEHHS SIKOCTi 00CIyrOBYBaHHS
Ha 3aJ1i3HUYHOMY TPaHCIOPTi. PO3p06ieHO Ta 3aIIPOIIOHOBAHO MOAN(IKOBAHY METOIUKY OLiHKH SIKOCTi [10CIyT
[IaCaKMPCHKUX [I€PEBE3€Hb 3aJIi3HNYHMUM TPAHCIIOPTOM. PO3IJIs0al0ThCsl OCOOIMBOCTI OL[iHKY SIKOCTi IOCJIYT Ha
TPbOX KJIIOYOBUX €Tamax: [0 MOI3[KH, Mif, Yac MOi3IKU Ta Micys NOi30KU, 30KpeEMa 3 ypaxXyBaHHAM crienudiku
3aJ1i3HUYHOTO TPAHCIOPTY. Bu3HaueHO iHTerpasbHUi OKa3HUK, SIKUH BifjoOpaykae 3arajlbHuil piBeHb SIKOCTI
00CJIyrOByBaHHSI IacaXUPiB Ha Bcix eTanax. OGIrpyHTOBAHO, 10 po3po6seHa METOMKa BiIKpMBa€ HOBi MOXJIMBOCTI
17151 300py Ta aHai3y JAaHUX MO0 SIKOCTI 0O6CIyTrOBYBaHHS NACAKMPIB HA 3a/1i3HUYHOMY TPAHCIIOPTI, CIIPUSIIOYN
MoJaJIbIlii ONTUMI3ALii Ta MOKPAIIEHHIO TACaXUPChKUX NepeBe3enb AT «YKkp3anizHuiisg». BusiBieHo, Ha OCHOBI
IIPOBEEHOT0 ONUTYBAHHS NACAXUPIB 3aJ1i3HUYHOTO TPAHCIIOPTY, 110 Gi/IbIIiCTh PECIIOHAEHTIB MifTPUMYIOTH ife10
BCTAHOBJIEHHS LIM(POBUX TabJIO Ta BIPOBAKEHHS iHTEPAKTUBHUX iHQOPMALiTHUX CUCTEM, OCKIiJIbKU BiICYyTHICTb

€JIEKTPOHHUX TabJIo B [10i371aX CyTTEBO YCKIIANHIOE OPTraHi3alilo MogopoxKi.

2. The dissertation work is devoted to the development of theoretical and methodological provisions and practical
recommendations for improving the efficiency of managing the quality of passenger transportation services on
railway transport. The conducted analysis of the theoretical approaches of domestic and foreign scientists to the
definition of the categories "quality" and "service" provided an opportunity to formulate the author's definition of
the category "quality of passenger transportation services by rail." The national and international standards that
define the concept of quality and norms of its evaluation are considered. Taking into account the importance of
quality standards for the effective functioning of society and business, it has been proven that their improvement
can be of great practical importance for the development and increase of competitiveness of various sectors of the



economy, in particular, railway transport. It was revealed that today Ukraine does not have a national standard
that would include: basic requirements and recommendations for a unified system for assessing the quality of rail
passenger transport services; service quality indicator system,; established basic requirements for service quality,
passenger safety, and transportation efficiency. A classification of indicators of the quality of passenger
transportation services by railway transport is proposed, which will allow a comprehensive assessment of the
quality of service at different stages of the trip - before the trip, during the trip and after the trip, and take into
account the needs and expectations of passengers for further improvement of the service quality management
system. Practical recommendations have been developed for the formation and implementation of a quality
management system for passenger transportation services, which implements a fundamentally new scheme of
interaction of elements in the provision of services, in which resources (personnel, material, financial, information,
innovation), means, tools and processes are connected together. the implementation of which results in a quality
transport service. The system of managing the quality of passenger transport services is focused on meeting the
expectations of passengers from the transport process while simultaneously taking into account the economic
interests of railway transport. Methodical bases of managing the quality of passenger transport services on railway
transport have been studied, which allow to obtain a comprehensive assessment of the quality of services at all
stages of their provision - before the trip, during the trip and after the trip, to identify problems in this field and to
develop effective management solutions to improve the quality of services for increasing the socio-economic
efficiency of railway transport. The current state and structure of the passenger transport market, modern
problems of the development of passenger transport are studied. The results of a marketing research on the
assessment of the quality of passenger transport services on railway transport by the questionnaire method are
given, and the degree of satisfaction of passengers with the organization of railway transport is also determined. A
questionnaire template has been developed for railway passengers to fill out, which will not take a lot of the
passenger's time and will provide complete information about the degree of his satisfaction and the prerequisites
for solving existing problems with quality service. The results of the approbation of the proposed methodology are
presented on the example of the "Passenger Company” branch of JSC "Ukrzaliznytsia". According to the results of
the conducted sociological research, it was found out which category of passengers is most dissatisfied with the
quality of transportation of the "Passenger Company" branch of JSC "Ukrzaliznytsia" and in which aspects. It is
proposed to carry out an assessment of consumer preferences on an ongoing basis with the aim of forming
customer-oriented railway services, which is one of the main directions, which allows to assess the impact of
service quality on profitability, cost-effectiveness, labor productivity, turnover of working capital, capital return, to
identify sub-criteria that have the greatest impact and to conduct a comparative analysis of the effectiveness of
the management decisions taken to improve the quality of service in railway transport. A modified methodology
for assessing the quality of passenger transportation services by rail has been developed and proposed.
Peculiarities of assessing the quality of services at three key stages are considered: before the trip, during the trip
and after the trip, in particular taking into account the specifics of railway transport. An integral indicator has been
defined that reflects the general level of passenger service quality at all stages.
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Cdepa yIIpaBJIiHHﬂ: MiHicTepcTBO OCBiTH 1 HayKU YKpaiHu

InenTudikarop ROR:

CeKTOop HayKH: YHIBEpPCUTETCHKUI

Baacwue IlpizBumie Im'a Ilo-6aTbKOBI:

1. flnoBchbka Bikropis IleTpiBHa



2. Viktoriia Yanovska

KBasigikamis: 1. e. u., npodecop, 08.00.04

ImenTudikarop ORCHID ID: 0000-0002-0648-364

JoparkoBa iHdopmamist:

IloBHe HaliMeHYBaHHSI IOPHUAHUYHOI OCOOH: [lepkaBHUI yHIBEPCUTET iHPPACTPYKTYPH Ta TEXHOJIOTIN
Kopg 3a €IPIIOY: 41330257

MicueSHaxo,vieHHﬂ: ByJ1. Kupunisceka, 6yx. 9, Kuis, 04071, Ykpaina

dopma BiracHOCTI: /lepxasHa

Cdepa ynpaBiriHHS: MiHicTepcTBo OCBiTH i HayKu YKpaiHu

InenTudikarop ROR:

CeKTop HayKH: YHIBepCUTETCHKUI

Penensentu

Baacue IlpizBumie Im's Ilo-6aTbKOBI:
1. Yapkina Tetana IOpiiBHa

2. Tatyana Charkina

KBasigikamis: 1. e. u., go,, 08.00.03

ImenTudikarop ORCHID ID: 0000-0001-6202-0910

JoparkoBa iHdopmamist:

IloBHEe HaliMEeHYBaHHS IOPUAHYHOL 0COOH: VKpaiHChKUIi Iep>KaBHUI YHIBEPCUTET HAYKH i TEXHOJIOTii
Kopg 3a €IPIIOY: 44165850

Micue3HaxoaKeHHS: ByJ1. JlazapsHa, 6yz. 2, IHinpo, [JHinposcbkuii p-H., 49010, Ykpaina

dopma BiracHOCTI: /lepxasHa

Cdepa yIIpaBJIiHHﬂ: MiHicTepCcTBO OCBiTH i HayKU YKpaiHu

InenTudikarop ROR:

CeKTop HayKH: [anyseBuil

BiacHe IIpizBuie Im'sa I1o-6aTbKOBI:
1. Martycesud Onekcint OsekcaHgpoBUY

2. Oleksii Matusevych

KBasiikamis: k. e. 1., nou., 08.00.04

Imentudikarop ORCHID ID: 0000-0002-9486-1308

JoparkoBa indopmamuist:

IloBHe HaliMeHYBaHHS IOPUAHYHOL 0COOH: VKpaiHChKUIA Iep>KaBHUI YHIBEPCUTET HAYKH i TEXHOJIOTii
Kopg 3a €IPIIOY: 44165850

Micqesﬂaxon)KeHHﬂ: ByJ1. JlazapsiHa, 6yz. 2, IHinpo, JJHinposcbkui p-H., 49010, Ykpaina



dopma BiracHOCTI: JlepxasHa
Cdepa yllpaBJIiHHﬂ: MiHicTepcTBO OCBiTH 1 HayKU YKpaiHu
InenTudikarop ROR:

CeKTop HayKH: [anyseBuii

VIII. 3aKkJII04Hi BiZoMOCTi
Biiacue IlpisBume Im's ITo-6aTbKOBI Bobub Bononumup Bonopgumuposuy

roJIOBH pagu

BnacHe IlpizBuie Im's [10-6aTbKOBI Bobuse Bonomumup Bononumuposud

rOJIOBYIOYOrO Ha 3acigaHHi

BignoBigasibHuUI 3a HiATOTOBKY Bobune Bonogumup Bononnmuposird

00JIIKOBHX JJOKYMEHTIB

PeectpaTop YkpIHTEI

KepiBHuKk Bigginy YKpIHTEI, mpo €
BiZIOBiZasIbHUM 3a peecTpallilo HayKOBOIi IOpuenko TeTsHa AHaToJiiBHA

OisIIBHOCTI




