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Huceprariitna po0oTa MPUCBSIYEHA PO3POOII  TEOPETUKO-METOAMUHUX
NOJIOKCHh Ta TMPAKTHYHUX PEKOMEHIAIlld II0A0 MIiABUIICHHS e()EKTUBHOCTI
YIIPaBIIiHHS SKICTIO MOCIYT MacaKUPChKUX NIEPEBE3CHD Ha 3a1i3HHYHOMY TPAHCIIOPTI.

[IpoBenenuii aHanmi3 TEOPETHUYHHUX MIAXOMIB BITUM3HSIHUX Ta 3apyOLKHHUX
HAYKOBI[IB /0 BU3HAYEHHS KATETOPIM <«IKICTh» Ta «IOCIyra» HaJaB MOXIIHUBICTh
chOopMyITIOBaTH aBTOPCHKE BHU3HAYEHHSI KATETOPii «KICTh IMOCIYT MaCaXXKUPCHKUX
NEPEeBE3EHb 3ATI3HUYHUM TPAHCTIOPTOM).

PosrnsiHyTO HalioHambHI 1 MDKHApPOJAHI CTAHIAPTH SKI BU3HAYAIOTH TMOHSATTS
SKOCTI Ta HOpPMHU 1ii OIiHKM. BpaxoByrouw 3HA4YeHHS CTaHIAPTIB SKOCTI JJIs
e(ekTuBHOrO (YHKI[IOHYBaHHS CYCIIUIBCTBA Ta OI3HECY, JOBEACHO, IO iX
BJOCKOHAJICHHS MOJX€ MAaTH BEJIMKE MPAKTUYHE 3HAYCHHSA [JJIs PO3BUTKY Ta
MIABUIIEHHS KOHKYPEHTOCTIPOMOXKHOCTI PI3HUX Tally3eli €KOHOMIKH, 30KpemMa
3alI3HUYHOTO TpaHCmopTy. BusBieHo, mo Ha cporomgHi B YKpaiHi He Mae
HaIlIOHAJILHOTO CTAHIAPTY KWK OW MICTHB: OCHOBHI BUMOTH Ta PEKOMEHAAIlT JJIs
€IMHOI CUCTEMH OI[IHKH SKOCT1 MOCIYT 3aJII3HUYHOTO TMaCaKUPCHKOTO TPAHCIIOPTY;
CHUCTEMY TIOKa3HHUKIB SKOCTI IIOCIYr; BCTAaHOBIIOBAaB 0a30Bi BUMOTH JO SIKOCTI
o0cyroByBaHHS, O€3MEKH MACAKUPIB, €HEKTHBHOCTI MIEPEBE3CHB.

3anpornoHOBaHO KJACH(IKAIII0 MOKAa3HUKIB SIKOCTI MOCIHYT MAaCaXKUPChKHUX
MEPEBE3CHD 3aJI3HUYHUM TPAHCIIOPTOM, SKa JO3BOJIUTH 3IIACHUTH KOMILUIEKCHY

OIL[IHKY SIKOCT1 OOCJIyrOBYBaHHSI Ha PI3HUX €Tamax MoJopoxkKi — A0 MOI3JAKH, Mif Yac
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MOI3KM Ta MICIS MOI3AKU, Ta BpaxyBaTh MOTPeOM 1 OUIKYBaHHS MHaCaXUpIB IS
MOJIJIBIIOTO BAOCKOHAIICHHS CUCTEMH YIPABIIHHS SKICTIO MOCIYT.

Po3po0neHo mpakTU4HiI peKoMeHalii moaA0 (popMyBaHHS Ta BIPOBAIKEHHS
CUCTEMM YIPaBIIHHS SKICTIO TMOCIYT MacaXUPChKUX TIEPEBE3EHb, SKa peasizye
MPUHIIMIIOBO HOBY CXEMY B3a€MO/I1i €IEMEHTIB MPU HaJaHH1 MOCIYTH, B SIKId BOEAUHO
OB’ s13aH1 pecypcu (KaJapoBli, MaTepialibHI, (piHAHCOBI, 1HPOpMAaIliiiHI, IHHOBAIIIIHI),
3aco0M, THCTPYMEHTH 1 MPOIIECH, B pPE3yJIbTaTi 31MCHEHHS SIKMX BUHHUKAE SKICHA
TpaHcropTHa mociayra. CucreMy YHOpaBIiHHS SKICTIO TOCITYTr TMACaKUPChKUX
NIepeBe3CHb OPIEHTOBAHO Ha 3aJ0BOJICHHS OYIKYBaHb MACAKUPIB BiJl TPAHCIIOPTHOTO
npoiecy 3 OJHOYAaCHUM YpaxXyBaHHSIM €KOHOMIYHMX IHTEPECIB 3aJlI3HUYHOTO
TPaHCIIOPTY.

JlocIipKeHO METOJIMYHI OCHOBU YIMPABIIHHS SKICTIO TOCTYT HacaKHPCHKUX
NepeBe3eHb Ha 3aJI3HUYHOMY TPAHCHOPTI, SKI JTO3BOJSIOTH OTPUMATH BCEOIUHY
OIIIHKY SIKOCT1 MOCJYT Ha BCIX eTamax ix HaJgaHHS — 10 MOI3JKH, IMiJ Yac MOi3KH Ta
MiCIs TIOi3MKW, BHUSABUTH TPOOJEMH B JaHIM Taly3l Ta po3poOuTH e(eKTHBHI
YIPaBIIHCHKI PIIEHHS 1010 MABUIIIEHHS SKOCT1 OCIIYT JJIs TiABUIIIEHHS COIliaIbHO-
€KOHOMIYHO1 €(PEKTUBHOCTI AISTILHOCTI 3aJII3HUYHOTO TPAHCIIOPTY.

JlocnimpKeHO CydacHUM CTaH 1 CTPYKTYPY PUHKY MacaXUPCHKUX IMEpPEBE3CHb,
CydacHi mpoOJeMHU PO3BUTKY NMACAKUPCHKUX MEPEBE3CHb.

Hapeneno pe3ynabrat MapKETHHTOBOTO JOCIIKEHHS 3 OIIHKHA SKOCTI MOCITYT
MACAXUPCHKUX MEPEBE3CHb HA 3aJI3HUYHOMY TPAHCIIOPTI METOJAOM aHKETYBaHHS, a
TaKOX BU3HAUEHO CTYMNEHb 3aJOBOJICHOCTI MACAXUPIB OpraHizaii€ro 3ali3HUYHUX
NepPEeBE3CHb.

Po3pobneno mrabmoH aHKETH JUIsl 3alOBHEHHSA MAacaKUpaMU 3ali3HUYHOTO
TPAHCTIOPTY, sika He 3a0epe OaraTo vyacy y macakvpa i 1acTh MOBHY iH(OpMaIlito TIpo
CTYITiIHb MOTO 3aJ0BOJICHOCTI Ta MEPEAYMOBH JJIsi BUPINICHHS HASBHUX TPOOJIEM 3
AKICHOTO OOcayroByBaHHs. HaBemeHno pesynpTaTé ampooOariii  3ampomoOHOBaHO1
Metoauku Ha mpukianl ¢uiii «llacaxupceka xommnaniss» AT «Ykp3anizHuisn». 3a

pe3yJibTaTaMH MPOBEJAEHOTO COIIOJIOTTYHOTO AOCTIKEHHS 3’ SICOBAHO, SIKa KaTeropis
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MacaXupiB HaWOUIBIIIE HE 3a70BOJIEHA sKICTIO mepeBe3eHb (¢urli «I[lacaxxupcbka
komnaHis» AT «YKp3ami3HULA» Ta B AKHX aCHEKTax.

3anponoHOBAaHO MPOBOAUTH OLIHKY CIIOKMBYMX NEpeBar Ha MOCTIHINA OCHOBI 3
MeTor0 (OpMYyBaHHS KJIIEHTOOPIEHTOBAHUX 3ali3HUYHUX TMOCIYT, IO € OJHUM 13
OCHOBHUX HAIpPSAMKIB, SIKUWA J03BOJIIE€ OLIHUTU BIUIMB SIKOCTI OOCIyrOBYBaHHS Ha
peHTabeNbHICTh, BUTPATOBIAAAYY, IPOAYKTUBHICTh Mpalli, 0O0OPOTHICTb OOOPOTHHUX
KOIITIB, (POHIIOBIAAAUy, BUSIBUTH MIAKPUTEPIi, K1 HaJalOTh HAWOUIBIIUNA BIUIUB 1
IPOBECTU MOPIBHSAJIBHUNA aHaNi3 €(EeKTUBHOCTI MPUUHIATUX YHNPaBIIHCHKUX PIIIEHb
II0J10 MiJIBUILEHHS SIKOCT1 OOCITYyrOBYBaHHS Ha 3aJI3HUYHOMY TPAHCIOPTI.

Po3po0neno Ta 3amponoHOBaHO MOJIHU(]PIKOBaHY METOAMKY OI[IHKH SIKOCT1
MOCTYr TACAKUPCHKUX TMEpPEeBe3eHb 3alli3HWYHUM TPAHCIIOPTOM. PoO3risgaroThes
0COOJIMBOCTI OIIHKH SIKOCT1 TIOCITYT Ha TPhOX KIFOUOBHUX €Tarax: 10 MOi3/AKH, Ti/I 9ac
NOT3IKM Ta TICHs TOI3AKH, 30KpeMa 3 YpaxyBaHHAM CHEHH(IKK 3aIi3HUYHOTO
TpaHCcOpTy. Bu3HaueHO iHTErpadbHUN MOKAa3HUK, SKUM BiloOpa)kae 3arajlbHU
PIBEHB SKOCT1 OOCTYrOBYBaHHS MAacaKUPIB HA BCIX eTarax.

OOGrpyHTOBaHO, IO PO3pO0JIEHA METOJWKA BIIKPUBAE€ HOBI MOMKJIMBOCTI JIJIsI
300py Ta aHaNi3y JaHHUX I0JI0 SIKOCT1 00CITYTrOBYBaHHSI MMaCaXUPIB HA 3ATI3HUYHOMY
TPAHCIIOPTi, CHPHUIIOYN TOJAIBIIIN ONTUMI3AIii Ta MOKPAIIECHHIO IMaCaKUPChKUX
nepeBe3eHb AT «YKp3amizHUIY.

BusBieHo, Ha OCHOBI MPOBEICHOIO ONMHUTYBAHHS IMACAKHUPIB 3TI3HUYHOTO
TPAHCTIOPTY, IO OUIBIIICT PECHOHMCHTIB MIATPUMYIOTh 1/1€I0 BCTAHOBJICHHS
1 dpoBuX TaOJIO Ta BIPOBAHKEHHS IHTEPAKTUBHUX 1HPOPMAIIMHIX CHCTEM, OCKLUTBKU
BIJICYTHICTh €JIEKTPOHHUX Ta0J0 B TOi3JaX CYTTEBO YCKIAJHIOE OpTraHi3aIliio
MTOJOPOXKI.

3anpoItoHOBaHO BIPOBA/KCHHS MPOEKTIB UdpoBoi TpaHchopMmarii y chepy
oprasizailii naca)XupChKUX 3aJII3HUYHHUX MePeBe3eHb. BU3BHaU€HO €eKOHOMIYHUN €(PEeKT
BiJl pO3pOOKH Ta BIPOBAHKCHHS MPOEKTY IU(POBI3aIii MaCaXKHUPCHKUX MEPEBE3EHb, a
caM€ BCTaHOBJICHHS pEKJIaMHHUX MOHITOpiB (pexnamuux LED-gucnneiB) Tta

BIIPOBA/I’)KEHHSI IHTEPAKTUBHUX 1H()OPMaILIHHUX CUCTEM Y ACAKUPCHKI BarOHHU.
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BusHayeHO TOUUIBHOCTI BKJIAJIEHb IHBECTULIN B IU(POBY TpaHCcHopMaLliio K1
T03BOJISTH MaCaXKUPCHKUM 3aJTiI3HUYHUM MEePEeBE3CHHAM 3aJTUIIATUCS
KOHKYPEHTOCTIDOMOXXHIUMH B yMOBax IIBHJIKOTO TEXHOJOTiYHOTO mporpecy, AT
«YKp3ani3HULA» ONTUMIZYBaTH MPOLECH, TMOKPAIIUTH SKICTh OOCIYrOBYBaHHS
Maca)XupiB, 3HU3UTU ONEpaLiifHl BUTPATU Ta 30UTBIUMTH €(PEKTUBHICTH YIpPaBIIHHS
NacaXUPChKUMU TIEPEBE3CHHIMH.

3anponoHOBaHO 3aCTOCYBaTH KOpeJsUiiHO-perpeciiHuil anamiz y Microsoft
Excel nnst Bu3HaueHHs (axTopiB, MO BIUIMBAIOTh Ha JOXOAHICTH MAaCaXKHPCHKHUX
3aJII3HUYHUX NepeBe3eHb. el MeTo € ogHuM 3 HalOUTbII HAOUHUX Y B1IOOpaXKeHH1
B3a€MO3B’SI3KIB MK PI3BHUMH (akTOpaMu poOOTH 3aJII3HUYHOIO TPAHCIOPTY, MIO
JI03BOJIsIE BCTAHOBHUTH CTYIIIHB 3aJIS)KHOCTI PI3HUX TIOKa3HUKIB Ta MOXKE OYTH OCHOBOIO
IS pO3po0OKHU 3aX0/I1B 1010 [T ABUILIEHHS e(heKTUBHOCTI Ta
KOHKYPEHTOCIIPOMOYKHOCTI 3aTi3HUYHHUX MTAaCAKUPCHKUX MTEPEBE3CHb.

3anponoHOBaHO METOJWKY BUKOPUCTaHHS OHJIAWH-OMUTYBaHb IJsi 300py
BIJITYKIB TTACAKUPIB 3aJTI3HUYHOTO TPAHCIOPTY MIOAO SKOCTI HaJaHUX 1M IMOCIYT Ha
KOXXHOMY €Talll X MOI0POXKi — Mepe, i Jac Ta Micis MOi3KH, a TAKOX MMIXO0IU 10
aHaiizy Ta BUKOPUCTaHHS OTPUMAaHUX JIaHUX JUIsl TIOKPAIlEHHA  SIKOCTI
00CIIyrOByBaHHS Ha 3aJi3HUYHOMY TPAHCIOPTI. IHCTPYMEHTH OHJIAH-OMUTYBaHHSI,
30kpeMa Google Forms, po3rasigatoTbes sk 3pyuHuit 1 eeKTuBHUI 3acib 300py JaHUX,
AKUN JI03BOJIE IIBUJIKO Ta OE3KOIITOBHO CTBOPIOBATH OMUTYBAJIbHI aHKETH Ta
aHaNI3yBaTU pe3yJbTaTH 1 JomoMarae 3a0e3rneyuTH KOH(IACHIINHICTh BiaNmoOBiACH
nacaxupiB. Bu3zHaueHO, 10 BHKOPUCTAHHS IHTEPHET-aHKETYBAHHS IacaKUPiB
3aJII3HUYHOTO TPAHCIOPTY JO03BOJIIE OTPUMYBATH BCIO HEOOXIAHY iH(OpMAIliio B
peXUMI peanbHOro yacy. JlocaimkeHo, o peasiamisa 3apornoHOBaHUX 3aX0 1B MOXKE
MO3UTHBHO TO3HAYMUTUCA HA KOHKYPEHTOCIPOMOXXHOCTI Ta HPHUOYTKOBOCTI
3aJI3HUYHUX aCa)KUPCHKUX MEPEBE3EHb.

Onucano TpoIeC aHami3y OIIHOK MAacaXXupiB, SKUM BKIIOYAE eTamu 300py
JAHUX, CEMAHTUYHOIO aHali3y, AeHTUu(iKaiii TpoOJIeMHUX CUTYyalllil Ta poO3pOoOKH

CTpaTeriil ympaBiiHHS SKICTIO, 1 SIKMUM J103BOJIsi€ €(DeKTUBHO pearyBaTh Ha MoTpedu
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MAacaXUpiB 3aJI3HUYHOIO TPAHCIOPTY Ta MIATPUMYBATH BUCOKI CTaHAAPTHU
00CITyrOByBaHHS.

KuarouoBi cjoBa: SKICTh TMOCIYIH, YIpaBIIHHSA SKICTIO, MAaCaKUPCHKI
MEPEBE3CHHS, 3aJTI3HUYHUN TPAHCHOPT, MOKA3HUKHU SKOCTi, CHCTEMa YIpPaBIIHHS
AKICTIO, AHKETYBaHHS, OHJIAWH-OMUTYBaHHS, CIIOKMBYA OIIHKA, KOMILJIEKCHA OIIHKA,
IHTErpajibHUN TMOKa3HUK, Lu(poBa TpaHchopMmalis, IHTEPaKTHUBHI 1H(QOpMaliKHI

CUCTEMH, KITIEHTOOPIEHTOBAHICTh, EKOHOMIKO-MaTeMaTHYHA MOJIEJIb, €PEKTUBHICTD.
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The dissertation is devoted to the development of theoretical and methodological
provisions and practical recommendations for improving the efficiency of quality
management in passenger rail transport services.

The analysis of theoretical approaches by domestic and foreign scholars to
defining the categories of «quality» and «service» has enabled the formulation of an
authorial definition of the category «quality of passenger rail transport services».

National and international standards defining the concept of quality and norms
for its assessment have been examined. Taking into account the importance of quality
standards for the effective functioning of society and businesses, it has been proven
that their improvement can have significant practical implications for the development
and enhancement of competitiveness across various sectors of the economy,
particularly in the railway transportation sector. It has been identified that currently in
Ukraine, there is no national standard that includes: the fundamental requirements and
recommendations for a unified system for assessing the quality of passenger railway
transport services; a system of quality indicators for services; establishing basic
requirements for service quality, passenger safety, and transport efficiency.

A classification of quality indicators for passenger rail transport services has
been proposed, which will allow for a comprehensive assessment of service quality at
different stages of the journey — Dbefore, during, and after the journey. This
classification takes into account the needs and expectations of passengers to further

enhance the quality management system.
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Practical recommendations have been developed for the formation and

implementation of a quality management system for passenger transport services,
which realizes a fundamentally new scheme of interaction between service elements.
In this scheme, resources (human, material, financial, informational, innovative), tools,
instruments, and processes are integrated to deliver a high-quality transportation
service. The quality management system for passenger transport services is oriented
towards meeting passengers’ expectations of the transportation process while
simultaneously considering the economic interests of railway transportation.

The methodological foundations of quality management for passenger rail
transport services have been investigated, allowing for a comprehensive assessment of
service quality at all stages of their provision - before, during, and after the journey.
This research aims to identify problems in this field and develop effective management
decisions to improve service quality, thereby enhancing the socio-economic efficiency
of railway transportation activities.

Current state and structure of the passenger transportation market, contemporary
development issues of passenger transportation, have been investigated.

The results of a marketing research study assessing the quality of passenger
transportation services in the railway sector using survey methods have been provided.
Additionally, the level of passenger satisfaction with the railway transportation
organization has been determined.

A questionnaire template for railway passengers has been developed, which will
not take much time for passengers and will provide complete information about their
satisfaction level and the prerequisites for resolving existing quality service problems.
The results of the proposed methodology have been tested using the example of the
«Passenger Company» branch of JSC «Ukrzaliznytsia». The sociological research
conducted revealed which category of passengers is the most dissatisfied with the
quality of transportation services provided by the «Passenger Company» branch of JSC
«Ukrzaliznytsia» and in which specific aspects.

It is proposed to conduct an ongoing evaluation of consumer preferences to

shape customer-oriented railway services, which is one of the primary directions



8
allowing for the assessment of the impact of service quality on profitability, cost-

effectiveness, labor productivity, asset turnover, turnover efficiency, and to identify
sub-criteria that have the greatest impact. Additionally, conducting a comparative
analysis of the effectiveness of management decisions aimed at improving service
quality in railway transportation.

A modified methodology for assessing the quality of passenger transportation
services by rail has been developed and proposed. The methodology considers the
peculiarities of assessing service quality at three key stages: pre-trip, during the trip,
and post-trip, taking into account the specifics of railway transportation. An integral
indicator has been determined, reflecting the overall level of passenger service quality
at all stages.

It is substantiated that the developed methodology opens up new opportunities
for data collection and analysis regarding passenger service quality in railway
transportation, thereby facilitating further optimization and improvement of passenger
transportation services at JSC «Ukrzaliznytsia.

Based on the conducted survey of railway passengers, it has been revealed that
the majority of respondents support the idea of installing digital display boards and
implementing interactive information systems. This is because the absence of
electronic display boards in trains significantly complicates the organization of travel.

The implementation of digital transformation projects in the sphere of organizing
passenger railway transportation has been proposed. The economic benefits of
developing and implementing a project for digitizing passenger transportation,
specifically the installation of advertising monitors (LED displays) and the
implementation of interactive information systems in passenger cars, have been
determined.

The feasibility of investment in digital transformation has been determined,
allowing passenger railway transportation to remain competitive in the face of rapid
technological progress. JSC «Ukrzaliznytsia» can optimize processes, improve
passenger service quality, reduce operational costs, and increase the efficiency of

passenger transportation management through such investments.
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It is proposed to apply correlation and regression analysis in Microsoft Excel to

determine the factors influencing the profitability of passenger railway transportation.
This method is one of the most illustrative in depicting relationships between various
factors in railway transportation operations, allowing the establishment of the degree
of dependence of different indicators. It can serve as the basis for developing measures
to enhance the efficiency and competitiveness of railway passenger transportation.

A methodology for utilizing online surveys to collect feedback from railway
passengers regarding the quality of services provided at each stage of their journey —
before, during, and after the trip — has been proposed. Approaches to analyzing and
utilizing the collected data to improve service quality in railway transportation are also
discussed. Online survey tools, such as Google Forms, are considered convenient and
efficient means of data collection, allowing for the quick and cost-free creation of
survey questionnaires and analysis of results while ensuring the confidentiality of
passengers’ responses. It has been determined that the use of internet surveys for
railway passengers enables the acquisition of all necessary information in real-time.
Implementation of the proposed measures is expected to positively impact the
competitiveness and profitability of railway passenger transportation.

The process of passenger feedback analysis is described, encompassing stages
such as data collection, semantic analysis, identification of problematic situations, and
development of quality management strategies. This process enables effective response
to the needs of railway passengers and maintenance of high service standards.

Keywords: service quality, quality management, passenger transportation,
railway transport, quality indicators, quality management system, questionnaire,
online-surveys, consumer assessment, comprehensive assessment, integral indicator,
digital transformation, interactive information systems, customer orientation,

economic-mathematical model, efficiency.



