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B ymoBax moBHOMacmTabHOI BifiHM yKpaiHChKa 3aji3HMIIS MiATBEPIUIa CBOIO
CHUCTEMOYTBOPIOBAJIbHY POJIb Yy 3a0e3MedYeHHl MacaXUpChKOi MOOUIBHOCTI Ta
(YHKIIOHYBaHHI TPAHCIOPTHOI CHUCTEMHU KpaiHW, IO OOYMOBIIIOE HEOOXITHICThH
TpaHchopMallii MEXaHi3MiB YNPaBIiHHA MACAKUPCHKUMHU TIEPEBE3CHHSIMH 3 METOIO
MOCWJICHHS (PYHKI[10HAJIBHOI €()EKTUBHOCTI Ta CTIHKOCTI TPAHCIIOPTHOI CUCTEMH.

PosmmpenHss MDKHApOJAHOTO  TMACaXUPCHKOTO  CIIONYYEHHS  MJKPECITIOE
KPUTUYHY HEOOXIIHICTh I1HTErpaiii 1HHOBALIMHUX HUPPOBUX Ta YIPABITHCHKHUX
pilIeHb, COPSIMOBAaHMX HAa KOMIUIEKCHY HUGPOBY TpaHChOpMAIlI0 3ali3HUYHOTO
TPAHCTIOPTY, TMIJBHUIIECHHS MWOro KOHKYPEHTOCIPOMOXHOCTI Ta (OpMyBaHHS
BUCOKOSIKICHUX, KJIIEHTOOPIEHTOBAHUX CEPBICIB 00OCIYTOBYBaHHS MacaXKUpiB.

[IpeameTom nucepTamii € po3poOKka Ta OOIPYHTYBAHHS TEOPETUYHUX 1
METOJIMYHUX TOJIOKEHb, & TAKOXK MPAKTUYHUX PEKOMEHAAIHN 1070 YA0CKOHAICHHS
MEHEDKMEHTY 3alli3HMYHUX TAaCaKUPChKUX TEepeBe3eHbh B yMOBaxX T00aIbHOI
mudpoBizamii OCHOBHHMX TPOIIECIB, SKa BHUCTYMA€ KIOYOBUM  EJIEMEHTOM
3a0e3nedeHHs cTaoro (yHKIIOHYBAaHHS TPAHCIOPTHOT rajysi.

VY nocnimkeHH1 311MCHEHO KOMIUIEKCHUM aHalli3 KIIFOYOBUX HAYKOBUX IT1JIXO/I1B
710 IHTEpIpEeTaIlii MOHATh «MEHEIHKMEHT MACAKUPCHKUX 3aTI3HUYHUX TMEPEBE3CHBY.
Ha ocHoBi mpoBeneHoro anainizy c(opMOBaHO aBTOPCHKE BHU3HAUCHHS TOHSTTS
«CHCTeMa MEHEKMEHTY MacaKUPChKUX 3aJII3HUYHUX MEPEBE3CHBY, SIKE BlIoOpakae
il 3MICT, ITUJT1, MPUHITUIIN Ta OpraHi3aifHO-(DYHKITIOHAIbEHY CTPYKTYDY.

JocnikeHHsT TPOBIHUX BYEHUX B Tally3l 3aJli3HUYHOTO TPAHCIOPTY
MOKa3ajo, M0 MAalYM HU3KY MNpoOiieM, Ha ChOTOMAHI, MACaKUPCHKI MEPEBE3CHHS

MAarOTb JYKC CKPYTHC CTAHOBHIIC, L€ CTOCYETLCA SIKOCTI pyxoMoro ckjiany,



1HGPaACTPYKTYpH Ta COLIATIbHOI CTIPSIMOBAHOCTI MACAXUPCHKHUX MEpeBe3eHb. Ale K
CTpaTeriyHUN TPAHCIOPT BIH Mpalloe y AyXKe CKIAaJHUX YMOBaX, BHUKOHYIOUI
NIepPEBE3EHHSI BEJMKIN KIJTBKOCTI TTAcaKUPIB.

[IpoTsiroM OCTaHHIX POKIB (YHKI[IOHYBAaHHS 3alli3HUYHOTO TPAHCIOPTY
VYkpainu BiIOyBa€ThCs B yYMOBAaX 3HAYHUX BHUKJIMKIB, OOYMOBJIEHUX HACIIIKAMHU
noBHOMAacmTabHOI ~ BIMHM,  XpPOHIYHUM  HENO(pIHAHCYBaHHSIM  Traily3l  Ta
HEJJOCKOHATICTIO E€KOHOMIYHOI MOl opraHizamii MacaXUPChbKUX TIEPEBE3CHbD.
Cutyallisi yCKJIQJIHSIETbCA CYTTEBUMU 30MTKaMU, JTUCOAIAaHCOM Yy PiBHI CEPBICHOTO
oOcnyroByBaHHs Ta KOM(OPTHOCTI TIOJOPOXKEH TMOPIBHSAHO 3 €EBPOMECUCHKUMU
CTaHJapTaMH.

[IpoBenenuii  aHami3 Cy4acHOr0  CTaHy MEHEIKMEHTY  3aJi3HMYHUX
MAacaXUPCHKUX TEPEeBE3eHb IOKa3aB BIPOBAKEHHS HU(POBUX TEXHOJOTIH B
TISUIBHICTh NMACaXUPCHKOIO KOMIUIEKCY 3alli3HUYHOTO TpaHcnopTy. Pazom 13 Tum
BUSIBJICHO 3HAYHUU TOTEHIIa]l MOJAJIbIIOTO PO3BUTKY IU(POBHUX pillleHb, IO
BUMAarae ix cucreMarusallli, KOMIJIEKCHOTO BIPOBAPKCHHS Ta 1HTErpallii B mpolecu
OPUUHATTS YIPABIIHCHKUX PIIIICHb.

CdopMoBaHO MIiAXOAM LIOJO BIPOBAIKEHHS LUMPOBUX IHCTPYMEHTIB IS
onTUMi3alii  YNpaBiIiHHA  MACAKUPCHKUMHU  TEPEBE3CHHSIMU,  I1JBUIICHHS
e(eKTUBHOCTI pPOOOTM MEPCOHATYy Ta TOKpaIlIeHHS SKOCTI TPaHCIOPTHOTO
oOcnyroByBaHH4. Lle cnpusie TOCUIIEHHIO PO 3aJII3HUYHOTO TPAHCIIOPTY Y CETMEHTI
NacaXUPChKUX MEPEeBE3eHb Ta IHTErpallii HOro y HalllOHAJIbHY €KOHOMIYHY CUCTEMY.

3anponoHOBaHO  YJOCKOHAJIEHY MOJENb  YIPaBIiHHA  [MACAKUPCHKUMHU
3QII3HIYHUMH TIEPEBE3CHHSAMH Ha OCHOBI IH(POBOI TpaHchopMalrii, sKa OKPECITIoe
KJIFOUOB1 KOHIIENITyaJIbHI HampsiMA PO3BUTKY Taily3i, 30KpeMa BIIPOBAKCHHS
niaxoiB cepricy 5.0, iIHTepaKTUBHUX 1H(OPMAIIITHUX CUCTEM, XMAPHUX TEXHOJIOTIMH,
mudpoBux miathopm, cMmapT-iHPpacTpyKTypu Ta CMaApT-KBUTKA. 3amporoHOBaHA
MOJICJIb OpIEHTOBAHA Ha TIJBUILCHHS PIBHSA 3aJ0BOJICHHS TOTped TmacakKupis,
CTBOPEHHS €IMHOTO LIU(PPOBOro cepepoBulla (PYHKIIIOHYBaHHS raiay3i Ta 3pOCTaHHS
€(EeKTUBHOCTI ¥ KOHKYPEHTOCITPOMOKHOCTI MaCAKUPCHKHUX MEPEBE3CHbD.

CdopmoBano kiacu@ikailito TMacaXUPIB  3aJI3HUYHOTO  TPAHCIOPTY 3

ypaxyBaHHSIM OCHOBHHUX (PaKTOpiB BIUIMBY, II0 BU3HAYaIOTh MOTPEOM Ta MOBEAIHKY



nacaxupiB. BuxopuctanHs Takoi kimacuikamii Jae 3MOry peani3oByBaTu
NepCOoHATI30BaHUMN MiAX1A 10 HaJaHHS TPAHCIIOPTHUX IMOCIYT, ONTHUMI3yBaTH iXHIH
pIBEHb 1 SIKICTh, @ TaKOX IIIJBUINYBATH KOHKYPEHTOCIPOMOXKHICTh 3alI3HUYHUX
nepeBe3eHb IIITXOM Opl€HTAIll] Ha Pi3HI KaTeropii macakupiB Ta iXH1 OUIKyBaHHSI.

Hanano mpomosuiii mo/lo0 rapsidoro XapyyBaHHSI IMACAKUPIB 3a PaxyHOK
BIPOBAHKCHHS yepe3 nudepeHIiiioBane MeHIo 11 KiaciB BaroHiB «JItokcy, «Kymey
ta «[ImarkapT», MiABUIYIOYH AKICTh CEPBICY Ta PIBEHb 33J0BOJICHOCT] KITI€HTIB.

3anponoHOBaHO KOPUTYIOUMM  Koe]illeHT KoM(opTy, SKUH BpaxoBye
po3TalryBaHHs MOJUIl B KyTe, OJM3bKICTh 10 CaHITApPHUX 30H Ta PIBEHb MOIUTY, LI0
J03BOJISIE  TIJBUIIYBATH EKOHOMIUYHY €(EKTUBHICTh TIEPEBE3€Hb Ta  OLIBII
OOTPYHTOBAHO BIJI0OpaykaTu BapTICTh NACAKUPCHKUX IMOCTYT.

B po6oti cdopMoBaHO IHTErpadbHUM 1HAEKC SIKOCTI IEPEBE3CHb, SKUI
BpaxoBye KOM(pOPT, piBEHb CEPBICY, €HEKTUBHICTh POOOTH MEepcoHANTY Ta HU(POBI
MOCIYTH, IO JI03BOJISIE TIOPIBHIOBATU SIKICTh OOCIYrOBYBaHHS 3a PI3HUMH
MaplIpyTamu, epiogamMu Ta TUIIAMH TOi3/iB.

3anponoHOBaHO KJIIEHTOOPIEHTOBAaHY MojeNb 1H(poBoi TpaHcopMmaiii
MacaXUPCHKUX 3aJII3HUYHUX TIEPEBE3EHB, sAKa 3a0e3neuye MuQpoBe cepeoBUIIE IS
yIPaBIIiHHS JOCBIAOM MAca)XXUPIB HA BCIX €Tanax TPaHCHOPTHOTO OOCIYyTOBYBaHHS.
Mopenp mniaBuIlye €(QEKTUBHICTh HAJaHHSA MOCAYr 3 TOYKM 30py MPUHIUIIB
KJIIEHTOOP1€HTOBAHOCTI, 3abe3reuye MepcoHaizaIio CepBIcY, CIpusie
BJIOCKOHAJICHHIO YIPABIIHCHKUX pIIMIEHb Ta MIABUIILYE KOHKYPEHTOCIIPOMOXKHICTh
3aJII3HUYHHUX NIEPEBE3EHb.

YI0CKOHaNeHO  MOJEdb  MEHEKMEHTY  3alli3HMYHUX  MMAaCaKUPCHKUX
nepeBe3eHb Ha 3acajaxX KIIEHTOOPIEHTOBAHOTO MIAXOMY, Y MeXax sIKoi moTpeOu
nacakupiB BU3HAYAIOTh KPUTEPIi YIIPABIIHCHKUX PILIEHB, @ €PEKTUBHICTh A1SUIBHOCTI
MEepPEBI3HMKA OIIHIOETHCS 32 KOMIUIEKCHUM 1HAEKCOM SKOCTI TOCIYT, IO TOEIHYE
TEXHIYH1, OpraHi3amiiiHi Ta CEpBICHI MOKAa3HUKHU.

[TpakTHuHi pe3yapTaTH AUCEPTALIMHOIO AOCTIIKEHHS 3aCTOCOBYIOTHCS MAJIs
opranizaiii TMpoOIECiB BIPOBAPKEHHS CydacHOro oOJagHaHHS Ha 00 €KTax
3QJII3HUYHOTO TPAHCIIOPTY, @ TAKOXK JJIsi YIPaBIIHHS 1HXKEHEPHUMH Ta LHUPPOBUMHU

MPOEKTaMH, CIPSMOBAaHUMH Ha MIABHUIIEHHS €(QEeKTUBHOCTI (YyHKI[IOHYBaHHS



TPAHCIIOPTHOI CUCTEMHU Ta PO3BUTKY CHUCTEM MOHITOPHHIY SIKOCTI OOCIYrOBYBaHHS
nacaXupiB 1 IHQPACTPYKTYPHUX 00’ €KTIB 3aJII3HUYHOTO TPAHCIIOPTY.

Kaw4oBi ciaoBa: nudposizailisg, KIIEHTOOPIEHTOBAHICTh, AHTHUKPHU30BI1
CTparerii, MEHEDKMEHT, MacCaKUPChKI 3ali3HUYHI TMEpPEBE3CHHS, YNPaBIIHCHKI
pIIIEHHsI, 1HJAEKC SKOCTi, IU(POBUA PO3BUTOK, YMPABIIHHA, TJI00abHI TPEHIH,
KOHKYpPEHILliS, 3ali3HUYHA  1HQPACTpyKTypa,  HIANPUEMCTBA  3aJI3HUYHOTO

TPaHCIIOPTY, CTPATEris, IHHOBAIIi].
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In the conditions of a full-scale war, the Ukrainian railways confirmed their
system-forming role in ensuring passenger mobility and the functioning of the
country's transport system, which necessitates the transformation of passenger
transportation management mechanisms in order to enhance the functional efficiency
and sustainability of the transport system.

The expansion of international passenger traffic emphasizes the critical need to
integrate innovative digital and management solutions aimed at the comprehensive
digital transformation of railway transport, increasing its competitiveness and
forming high-quality, customer-oriented passenger services.

The subject of the dissertation is the development and substantiation of
theoretical and methodological provisions, as well as practical recommendations for

improving the management of railway passenger transportation in the context of



global digitalization of basic processes, which is a key element in ensuring the
sustainable functioning of the transport industry.

The study carried out a comprehensive analysis of key scientific approaches to
the interpretation of the concepts of "railway passenger transportation management".
Based on the analysis, the author's definition of the concept of "railway passenger
transportation management system" was formed, which reflects its content, goals,
principles and organizational and functional structure.

Research by leading scientists in the field of railway transport has shown that,
having a number of problems, today, passenger transport is in a very difficult
situation, this concerns the quality of rolling stock, infrastructure and social
orientation of passenger transport. But as a strategic transport it operates in very
difficult conditions, carrying out transportation of a large number of passengers.

In recent years, the functioning of railway transport in Ukraine has been taking
place in conditions of significant challenges, caused by the consequences of a full-
scale war, chronic underfinancing of the industry and the imperfection of the
economic model of organizing passenger transport. The situation is complicated by
significant losses, imbalance in the level of service and comfort of travel compared to
European standards.

The analysis of the current state of railway passenger transport management
showed the introduction of digital technologies into the activities of the passenger
railway transport complex. At the same time, a significant potential for the further
development of digital solutions was identified, which requires their systematization,
comprehensive implementation and integration into the processes of managerial
decision-making.

Approaches to the implementation of digital tools for optimizing passenger
transport management, increasing staff efficiency and improving the quality of
transport services have been developed. This contributes to strengthening the role of
railway transport in the passenger transport segment and its integration into the
national economic system.

An improved model of passenger rail transportation management based on

digital transformation is proposed, which outlines the key conceptual directions of the



industry development, in particular, the implementation of service 5.0 approaches,
interactive information systems, cloud technologies, digital platforms, smart
infrastructure and smart tickets. The proposed model is focused on increasing the
level of satisfaction of passenger needs, creating a single digital environment for the
functioning of the industry and increasing the efficiency and competitiveness of
passenger transportation.

A classification of rail transport passengers has been formed, taking into
account the main influencing factors that determine the needs and behavior of
passengers. The use of such a classification makes it possible to implement a
personalized approach to the provision of transport services, optimize their level and
quality, and also increase the competitiveness of rail transportation by focusing on
different categories of passengers and their expectations.

Proposals are made for hot meals for passengers by introducing a differentiated
menu for the “Lux”, “Coupe” and “Platzkart” classes of cars, increasing the quality of
service and the level of customer satisfaction.

A corrective comfort coefficient is proposed, which takes into account the
location of the shelf in the compartment, proximity to sanitary areas and the level of
demand, which allows increasing the economic efficiency of transportation and more
reasonably reflecting the cost of passenger services.

The work has formed an integral index of transportation quality, which takes
into account comfort, level of service, staff efficiency and digital services, which
allows comparing the quality of service on different routes, periods and types of
trains.

A customer-oriented model of digital transformation of passenger rail
transportation is proposed, which provides a digital environment for managing the
passenger experience at all stages of transport service. The model increases the
efficiency of service provision from the point of view of the principles of customer-
orientedness, ensures personalization of service, contributes to the improvement of
management decisions and increases the competitiveness of rail transportation.

A model of management of rail passenger transportation is improved based on

a customer-oriented approach, within which passenger needs determine the criteria



for management decisions, and the efficiency of the carrier's activities is assessed by
a comprehensive service quality index that combines technical, organizational and
service indicators.

The practical results of the dissertation research are used to organize the
processes of introducing modern equipment at railway transport facilities, as well as
to manage engineering and digital projects aimed at increasing the efficiency of the
transport system and developing systems for monitoring the quality of passenger
service and railway transport infrastructure facilities.

Keywords: digitalization, customer orientation, anti-crisis strategies,
management, passenger rail transportation, management decisions, quality index,
digital development, management, global trends, competition, railway infrastructure,

railway transport enterprises, strategy, innovation.



