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Pedepar:

1. luceprarifina po60oTa nmpucBsYeHa po3podili TEOPETUKO-METOIUYHUX IT0JIOKEHb Ta MTPAKTUYHUX PEKOMEH/IAIIiil
I0Z0 NiABUILEHHS e(PEKTUBHOCTI yIIPaBJliHHS SKIiCTIO [IOCIYT NACa)KMPChKUX [1IepEBE3€Hb Ha 3aJ1i3BHUYHOMY
TpaHcnopTi. [IpoBeneHnit aHasi3 TEOPETUYHUX MiTXOMiB BITUN3HSHUX Ta 3apyOKHMAX HAyKOBLB O BU3HAYEHHS
KaTeropiil «SKiCTb» Ta «IIOCIIYra» HaJlaB MOXJIABICTb C(POPMYJIIOBATU aBTOPChKE BU3HAYEHHS KaTEropii «SIKiCThb
IIOCJIYT MACAKUPCHKUX [I€PEBE3EHD 3a/II3HUYHUM TPAHCIIOPTOM». PO3IJISIHYTO HalliOHAJbHI i MDKHApOIHI CTaHAAPTH
sIKi BU3HAYaIOTh [TOHSTTS SIKOCTI Ta HOPMH ii OLIiHKM. BpaxoBylouu 3HaUY€HHS CTaHAAPTIB SIKOCTI 1719 € pEKTUBHOTO
(yHKIiOHyBaHHS CyCHiNbCTBA Ta 6i3HECY, JOBENEHO, 110 iX BAOCKOHAJIEHHS MOXXE MAaTH BeJIMKe TPAaKTUYHE
3HAYEHHS [1J151 PO3BUTKY Ta MiJIBUILIEHHSI KOHKYPEHTOCITPOMOXXHOCTI Pi3HUX rany3eil EKOHOMIKY, 30KpeMa
3aJ1i3HUYHOTO TPAHCIOPTY. BusiBieHo, 110 Ha cbOro/iHi B YKpaiHi He Mae HallioHAJIbHOTO CTAHJAPTY SIKWi1 OU MiCTHUB:
OCHOBHI BUMOTY Ta PEKOMEHIALlii AJIs1 €4MHOI CUCTEMU OLIHKU SIKOCTI [TOCIIYT 3aJ1i3HUYHOTO 1aCa)KUPCHKOTO
TPaHCIIOPTY; CUCTEMY IIOKA3HUKIB SIKOCTi MTOCIIYT; BCTAHOBJIIOBAB 6230Bi BUMOTH 10 SIKOCTi OOCTyTOBYBaHHS,

0e3IeKu acaxxupis, ePeKTUBHOCTI IlepeBe3eHb. 3alIpOIIOHOBAHO KilacuQiKallilo OKa3HUKIB SKOCTi TIOCJIYT



NaCaKUPCHKUX [IEPEBE3€Hb 3AII3HUYHUM TPAHCIIOPTOM, $IKa JO3BOJIUTD 3iICHUTU KOMILJIEKCHY OL|iHKY SIKOCTi
00CJIyTOBYBaHHS Ha Pi3HUX eTalax MOJOPO3Ki — o MOI3IKY, ITif, Yac MOoi3aKu Ta Micys noi3aKy, Ta BpaxyBaTu
NoTpeby i 04iKyBaHHS IaCAKUPIB [7151 [I0aJIbIIOr0 BAOCKOHAJIIEHHSI CUCTEMU YIIPaBJIiHHS SIKICTIO ITOCIIYT.
Po3po6seHo npakTUyHi peKkoMeHjalii moa0 ¢opMyBaHHS Ta BIIPOBA/I)KEHHS! CUCTEMU YIIPABJIiHHSA SIKiCTIO TOCIYT
[acakKUPCHKUX TIEPEBE3EHD, SIKa peaslidye NPUHLUUIIOBO HOBY CXEMY B3a€MOJIII €JIEMEHTIB IIPY HaJlaHH] [TOCJIYTH, B
sIKil1 BO€[IMHO MOB's13aHi pecypcu (KagpoBi, MmaTepiasibHi, piHaHCOBI, iHdpopMaliiiHi, iHHOBalilHi), 3acobu,
iHCTPYMEHTH i IpoLieCH, B Pe3yJIbTaTi 30ilICHEHHS SIKUX BUHUKAE SIKiCHA TPAaHCIOPTHA rocayra. CucteMy
YIIPaBJIiHHA SKICTIO MTOCJIYT [IACAKUPCHKUX NEPEBE3EHb OPIEHTOBAHO HA 3a/J0BOJIEHHA O4iKyBaHb I1aCaKUPIB Bif,
TPaAHCIIOPTHOTO IPOLECY 3 ONHOYACHUM YPaxyBaHHSIM €KOHOMIYHUX iHTE€PECIB 3a/1iI3HUYHOTO TPAHCIIOPTY.
JocigKeHo METOIMYHI OCHOBY YIIPABJIiHHS SKiCTIO ITOCIIYT MACAKUPCHKUX [I€PEBE3EHD Ha 3QJII3HUYHOMY
TPaAHCIIOPTI, SIKi 103BOJISIIOTh OTPUMATU BCEOIYHY OLIIHKY SIKOCTi IIOCJIYT Ha BCIX eTamax ix HafaHHs — [0 MOIi30KHY, Mif
4ac Moi3/KM Ta MicJs MOi3IKY, BUSBATU IPOGJIEMU B [JaHil ramysi Ta po3poouTty e(eKTUBHI YIIPABJIiHCBKI pillleHHS
OO MiABUILEHHS SIKOCTI [IOCIYT IJ1s1 MiIBULIEHHS COLialbHO-€KOHOMIYHOI e peKTUBHOCTI Aisl/IbHOCTI
3aJ1i3HUYHOTO TPAHCHOPTY. JlOCIIiIPKEHO Cy4aCHMI1 CTaH i CTPYKTYpy PUHKY [1aCaKUPChKUX [I€PEBE3€Hb, CYy4aCHI
Mpo6JIEMU PO3BUTKY M1aCaXXUPChKUX NIepeBe3eHb. HaBeeHO pe3yIbTaTu MapPKETUHIOBOTO OCIIITIKEHHS 3 OL[iHKU
SKOCTI IIOCJIYT MacaXUPCbKUX NIEPEBE3€Hb HA 3aJ1i3HUYHOMY TPAHCIIOPTi METOJIOM aHKETYBaHHS, a TAKOXK
BM3HAYEHO CTYII€Hb 33J0BOJIEHOCTI 1acaXXUPiB OpraHizallielo 3a/1i3HUYHUX [lepeBe3eHb. Po3pobiieHo 1mabioH
AQHKETH [1JI51 3aIlI0BHEHHS [TAaCAKMPaMU 3aJ1i3HUYHOTO TPAHCIIOPTY, sIKa He 3abepe 6arato yacy y nacaxupa i 1acTb
NOBHY iH(pOPMALlilo PO CTYIiHb OT0 3a0BOJIEHOCTI Ta epelyMOBU [1Jisl BUPIilI€HHS HAassBHUX IIPO0GJIEM 3 SIKICHOTO
obcyroByBaHHS. HaBenieHo pe3ysibTaTy anpobaliii 3alpor1oHOBaHOI METOMKY Ha npukiagi ¢inii «I[Tacaskupcbka
komMnaHis» AT «YkpaanizHuLs». 3a pe3yibTaTaMy [IPOBEJEHOr0 COLi0JIOTIYHOrO AOCIIPKEHHS 3'1COBaHO, SKa
KaTeropis nacaxupis HalbiIblIe He 33[I0BOJIEHA SIKICTIO IepeBe3eHb il «Ilacakupcbka KoMnaHis» AT
«YKp3asi3HUL» Ta B IKUX aCMEeKTaxX. 3allPONOHOBAHO MTPOBOIUTH OLiHKY CIIO>KMBYMX II€peBar Ha MOCTIiNHIA OCHOBI
3 METOI0 (POPMYBAHHSI KJIiEHTOOPiI€EHTOBAHUX 3a/1i3HUYHUX ITOCIIYT, IO € OFAHUM i3 OCHOBHUX HAIIPSIMKIB, IKUI
IO3BOJISIE OLIHUTU BIJIMB IKOCTi OOCJIyTOBYBaHHS HA pEHTa0€ IbHICTh, BATPATOBiAady, TPOAYKTUBHICTD IIpalli,
000POTHICTh O6OPOTHUX KOIITIB, GOHIOBIAIAYY, BUSBUTH MiTKPUTEPIi, SIKi HALAIOTh HA6GINbIINI BILIUB i TPOBECTH
MOPiBHSIIIbHUI aHasi3 e(peKTUBHOCTI NPUIHITUX YIIPaBIiHChKUX pillleHb 1[0/10 HiABULEHHS SIKOCTi 00CIyrOBYBaHHS
Ha 3aJ1i3HUYHOMY TPaHCIOPTi. PO3p06JieHO Ta 3aIIPONIOHOBAHO MOAN(IKOBAHY METOIUKY OLIiHKH SIKOCTi I1OCIyT
[aCa)XKUPChKUX NIepEBe3€Hb 3aJ1i3HUYHUM TPAHCIOPTOM. PO3IIs1al0ThCsl OCOOJIMBOCTI OL[iHKM SIKOCTi TOCIIYT Ha
TPBHOX KJIIOYOBHX €Tarax: o MOi3[IKY, MiJ] Yac MOI3IKHY Ta MicJis MOI3IKY, 30KpeMa 3 ypaxyBaHHAM crienudiku
3aJ1i3HUYHOTO TPAHCMOPTY. Bu3HaueHO iHTerpasbHMil IOKa3HUK, SIKUH BifjoOpakae 3arajbHUil piBE€Hb SIKOCTI
00CJIyrOByBaHHSI IaCAXUPIB HAa BCix eTanax. OOIPyHTOBAHO, 10 PO3p06JIeHa METOAMKA BiIKPUBA€ HOBI MOXJIMBOCTI
17151 300py Ta aHaMi3y JaHUX W00 SKOCTi 00CIYrOBYyBaHHS IACAKMPIB Ha 3aJli3HUYHOMY TPAHCIIOPTI, CIPUSIOUN
NoJaJIbIlil ONTUMI3aLii Ta TOKPAIIEHHIO TaCaXNUPChKUX NepeBe3enb AT «YKp3anizHuls». BusBieHo, Ha OCHOBI
IIPOBEIEHOr0 ONUTYBaHHS NACAKUPIB 3aJ1i3HUYHOTO TPAHCIIOPTY, IO Gi/IbIIICTh PECIIOHAEHTIB M TPUMYIOTSH if1€10
BCTaHOBJIEHHS IM(POBUX TabJIO Ta BIPOBAIKEHHS iHTEePAKTUBHUX iHQOPMALiHUX CUCTEM, OCKIiJIbKU BiICYyTHICTb

€JIEKTPOHHUX TabJIo B [10i3[1aX CYyTTEBO YCKIIANHIOE OPraHi3aliio 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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InenTudikarop ROR:

Baacue IlpizBume Im'a Ilo-6aTbKOBI:
1. SlnoBchbKa Bikropis IleTpiBHa

2. Viktoriia Yanovska

KBasidikamis: 1. e. u., mpodecop, 08.00.04

Inentudgikarop ORCID ID: 0000-0002-0648-364

JoparkoBa indpopmamnist:

IloBHe HaiMEeHYBaHHSI IOPUAHUYHOI OCOOM: [lepkaBHUIl yHIBEPCUTET iHPPACTPYKTYPH Ta TEXHOJIOTIN

Kopg 3a €IPIIOY: 41330257



Micuesnaxo;perHﬂ: ByJ1. Kupuiisceka, 6ya. 9, Kuis, 04071, Ykpaina
dopma BracHOCTI: JlepxaBHa
Cdepa ynpaBiriHHS: MiHicTepCTBO OCBITH i HayKy YKpaiHu

InenTudikarop ROR:

PeuenseHTu

Baacue IlpizBume Im'a Ilo-6aTbKOBI:

1. Yapkina Tersana IOpiiBHa

2. Tatyana Charkina

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

Imentudikarop ORCID ID: 0000-0001-6202-0910

JoparkoBa iHdpopmamnist:

IloBHe HaiMeHYBaHHSI IOPHUAHUYHOI OCOOH: YKpaiHChKMI1 IePKaBHUII YHIBEDCUTET HAYKH i TEXHOJIOTI
Kopg 3a €IPIIOY: 44165850

MicueSHaxo,T.pKeHHH: ByJL. JlazapsHa, 6yn. 2, IHinpo, JHinposcbkuii p-H., 49010, Ykpaina
dopma BracHOCTI: JlepxaBHa

Cdepa ynpaBiriHHS: MiHicTepcTBO OCBIiTH i HAyKu YKpaiHu

InenTudikarop ROR:

Baacwue IlpizBumie Im'a Ilo-6aTbKOBI:
1. MaryceBud Onekciit OsekcaHgpoBUY

2. Oleksii Matusevych

KBasigikamnis: . e. n., nou., 08.00.04

InenTudikarop ORCID ID: 0000-0002-9486-1308

JoparkoBa iHdpopmamuist:

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

Micue3HaxoaKeHHS: ByJL. JlazapsiHa, 6yn. 2, JHinpo, JJHinposcbkuiil p-H., 49010, Ykpaina

dopma BracHOCTI: JlepxaBHa

Coepa yIIpaBJIiHHﬂ: MiHicTepcTBO OCBiTH 1 HayKU YKpaiHu

InenTudikarop ROR:

VIII. 3aKkJII04Hi BiZOMOCTi
BiiacHe IIpi3Buie Im'sa ITo-6aTbKOBI Bobuss Bonomumup Bononumuposnd

TOJIOBH pajgu



Biiacue IlpisBume Im's ITo-6aThKOBI BoGub Bonoaumup Bonopgumnposud
TOJIOBYIOYOTO Ha 3acCiiaHHi
BiamoBimaibHUH 32 MiZTOTOBKY Bo6usnb Bonomumup Bonoaumuposnd

00JIiKOBUX JOKYMEHTIB

PeectpaTop YkpIHTEI

KepiBHuKk Bigginy YKpIHTEI, mpo €
BiZIIOBiZaJIbHUM 32 peEeCTpallilo HAayKOBOIi IOpuenko TeTsHa AHatosiiBHA

OisSIIBHOCTI




