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CO3JIAHUE CUCTEMBI NOKA3ATEJIE KAUECTBA TPAHCIOPTHBIX YCJIVT —
®AKTOP MMOBBINEHUS KOHKYPEHTOCIIOCOBHOCTHU TPAHCIIOPTHBIX IIPEAITPUATHMI

IMpuBoasiTcst 060CHOBaHUS HEOOXOAMMOCTH Pa3pabOTKM M BHEAPEHHWSI CHCTEMBbI IOKA3aTeNel KadecTBa TPAHCIOPTHBIX YCIYTr Kak
crocoba co3maHus oOpaTHOH CBSA3M ¢ moTpedurensmu ycuyr. Cosmanue 0a3bl MOKas3aTeNleil KauecTBa yCIyr B paMKaxX €OUHOW TpaHc-
MOPTHON CHCTEMBI ITO3BOJIUT OKUBHUTH PHIHOK TPAHCIIOPTHBIX YCIYT, MOTHBHPOBATH MEPEBO3YNKOB K COBEPIICHCTBOBAHHMIO CBOCH paboThI
JUISL YKPETUJICHHUsSI KOHKYPEHTOCIIOCOOHOCTH, MOBBICUTH 3 (PEKTHBHOCTh YIPABICHUS MPOIIECCAMH KAuecTBA HA MPEANPHATHIX, OKa3bIBa-

IOIIMX TPAHCIIOPTHBIE YCIIyTH.

PaHCHOPTHBIA PBIHOK — 3T0 cdepa peanuzanuu
TPAHCIOPTHBIX YCIYT IO IEPEMEIEHUIO MacCaXu-
POB WU TPY30B.

[IpenocraBnsst W pa3BuBas TPAHCIOPTHBIE YCIYIH, IIe-
PEBO3YHMKH CTPEMATCS K BIAICHUIO BCECTOPOHHEH HHGOD-
Maluel, CBA3aHHON C MEepPeBO3KaMH: B KaKHUX PETHOHAaX IIO-
TpeOHOCTh B MEPEBO3KAaX OIPEJCIICHHOr0 Tpy3a Hambojee
BBICOKAs; TJE IEPEeBO3KH MOTYT IPHHECTH HauOOIbIIYIO
IpUObLIb, BO3MOXXHOCTH KOHKYPEHTOB; KOTHPOBKH CTaBOK,
Kakie YCIyTM M II04eMY XOTAT MCIIOJIb30BaTh TI'Py30Bia-
JIeNIbLIbl; KaKue LEeHb! KIMEHTHl TOTOBBI 3aINIaTUTh 3a YCIYTY
u zp.

B cBowo ouepenp Ipy3oBiasenblieB B MOMEHT BbIOOpa
WCIIOJIHUTENEH IOCTaBKM HHTEpPECyeT PEHUTHHT IMepeBO3YH-
KOB. B pesynbTaTe Hay4yHBIX HCCIEIOBaHUH CPOpPMHpOBaHA
CHUCTEMa pPaH)XMPOBAHHBIX MOKa3aTeJleld KayecTBa, KOTOpas
MOXET MCIONb30BAaThCSA IO YCMOTPEHHIO KiMeHTa. M ecre-
CTBEHHO TO, YTO KIUEHTAa HMHTEPECYET BBICOKOE KadeCTBO
WCIOJIHEHUSI U MUHHMMAaJIbHAsi CTOUMOCTb.

B Hacrosimiee BpeMst GOJBLUIMHCTBO TPAHCIOPTHBIX KOM-
NaHuK pa3padaThIBAIOT M BHEAPSIOT CUCTEMY MEHEIKMEHTAa
kauectBa (maiee — CMK), opueHTHpOBaHHYIO Ha TpebOoBa-
HUsT MexayHapoanoro cranpapra ISO 9001. OcuoBHas
unes CMK — noBblllleHHE KOHKYPEHTOCIIOCOOHOCTH, UHBE-
CTUIMOHHAs NPUBIEKATEIbHOCTb, YIPOLIEHHOE KPEAUTOBA-
HHE, HOITBEPXKICHHE KIUEHTOOPHUEHTUPOBAHHOCTU U T. II.

CTbB ISO 9001-2009 «CucTeMbl MEHEI)KMEHTa Kaue-
crBa. TpebGoBanusa» (manee — CTB) mpemycmarpuBaetcs
IPUMEHEHHE MPOLECCHOr0 IOoAX04a MpH pa3padoTke,
BHEJPEHUM U IMOBBIMIEHUU PE3YJIbTATUBHOCTH CHUCTEMBI
MEHE)KMEHTa KadyecTBa, CyTh KOTOPOIO 3aK/II4aeTcs B
NMpUMEHEHUH KO BceM mpomeccaM nukia «Plan — Do —
Check — Act» (PDCA), KOoTOpbIli ONHUCHIBAETCS CIIEAYIO-
oM obpaszom [1]:

— maHupy# (plan) — ycTaHOBUTb LEJNH U NPOLECCHI, HE-
00xoAuMBIE ISl JOCTUXKEHUSI PE3yJIbTaTOB B COOTBETCTBUM
¢ TpeOOBaHMAMH MOTPEOUTENS U MOJIUTUKON OpraHH3aliiy;

— nenaii (do) — BHEAPUTH NPOLECCHI;

— nposepstii (check) — ocyllecTBISTs MOHUTOPUHI U M3-
MEPEHUE IMPOLECCOB U MPOAYKLUMU IO OTHOLIEHUIO K IOJH-
TUKE, UeIsIM U TpeOOBaHUSIM Ha IPOAYKIHMIO U cOoOOIaTh O
pe3yibTaTax;

— JeiicTBy# (act) — MpeanpUHUMATh JEUCTBHA MO IOCTO-
STHHOMY YJIYYIIeHHUIO (yHKIHOHHUPOBAHHUS IPOLECCOB.

[IpuMmeHeHre MPOLIECCHOrO MOAXO0Aa TpeOyeT OT Mpou3-
BOAMTENS TPAHCHOPTHBIX YCIYT:

— NOHMMAHUS W BBHINOJHEHHs TPeOOBaHUH MOTPeOHTENS
YCIIYT € LeJbl0 MOBBILICHUs YIOBICTBOPEHHOCTH;
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— PacCMOTPEHUS IPOLECCOB C TOUKU 3pEHUS NOOaBIEH-
HOH IICHHOCTH,

— TOJIy4eHUs Pe3yJbTaTOB BBIOTHEHHS MPOIECCOB M HX
Pe3yJIBTaTUBHOCTE;

MOCTOSIHHOTO YJIYYIIEHHS] IPOLECCOB, OCHOBAHHOTO
Ha OOBEKTHBHOM MOHHMTOPHHIE YAOBJICTBOPEHHOCTH IIO-
TpeOuTeNns yCIuyr W aHalInu3e pe3ybTaToB.

Mopnens, 3anoxennass B CTDb, mokaseBaer, d4ro mnpu
onpenencHuy TPeOOBaHMH K YCIyraM CYLIECTBEHHYIO POJb
urpatotr norpeburenu. Kirouepoil uacteio B CTbH sBiseTcs
HEOOXOJUMOCTh MOHUTOPUHIA YHOBIETBOPEHHOCTH IMOTpE-
OuTensi, CyTh KOTOPOrO — B OLIEHKE MH(POPMAILUU O BOCIPH-
SATUU TIOTpeOMTENeM KadecTBa BHIIIOJHEHHS €ro TpeboBa-
HUE. MOHHUTOPHUHT CTPOUTCS HAa MCCIEAOBAHWU IAHHBIX OT
MoTpeOuTENel O Ka4yecTBE MOCTABJICHHOW NPOAYKIHUH HIIH
YCIOYrH, aHalgu3e YIYMCHHBIX BO3MOXHOCTEH, IIOJIOXKHU-
TENIBHBIX OT3BIBAX, IPETCH3WSX [0 TapaHTHHHBIM 00s3a-
TENILCTBAM M OTYETaX AHICPOB.

Kpome CTB B PecnyOnuke benapych nelcTByioT apyrue
JOKYMEHTEI, KOTOpbIE MMEIOT OTHOLICHHE K BOIpOcaM Ka-
4ecTBa NMPEJOCTABICHUS yCIYT:

— 3akoH PecnyOnuku Benapych «O 3amure npaB motpe-
oureneii» ot 09.01.2002 r. Ne 90-3;

— 3axkoH Pecnybnuku bemapych «O06 oLeHKE COOTBET-
CTBHS TPeOOBaHHMSAM TEXHOJIOTHYECKHX HOPMATHBHEIX IIpa-
BOBEIX AaKTOB B OOJAaCTH TEXHHYECKOTO HOPMHPOBAHUS H
cra”gapTu3anuu» ot 5 sHBaps 2004 r. Ne 269-3.

B cooTBeTcTBHHM € MOCIEIHUM OKa3aHUE YCIyT M CHCTEMa
YIpaBICHUS! KaueCTBOM SIBISIFOTCS OOBEKTaMH OLIEHKH COOT-
BETCTBUS TPEOOBAHMAM TEXHHYECKHX HOPMATHUBHBIX IPaBoO-
BBIX aKTOB, B TOM YHCJI€ TOCYJapPCTBEHHBIX CTaHAApTOB.

Takum oOpa3oM, HopMmaTHBHasi 0a3a, HampaBlICHHas Ha
obecriedeHHe BBICOKOTO YPOBHS KadecTBa TPAHCHOPTHBIX
YCIYr W OpHEHTHPOBaHHAas Ha IOTPEOHTENs, B CTpaHE CO-
3naHa. [loaTBepkIeHHEM HAMEPEHUH TPAHCIOPTHEIX IIPen-
OPUATHH HPEJOCTABIATh KaueCTBEHHBIC YCIYIH SIBISCTCS
BHenpenne CMK.

OpmHako 3amaguMcs BOIPOCOM: HACKOIBKO pe3ylbTa-
THUBHBI ¥ IIOJIC3HBI I HOTPEOHTENS TPAaHCHOPTHBIX YCIYT
cozgaBaeMble CMK, kak pauser CMK Ha pBIHOK TpaHC-
HOPTHBIX YCIYT M KaK OPHCHTHPYIOTCS HOTPEOUTETH
TPaHCHOPTHBIX YCIYT HPH BEIOOpE MEPEBO3UUKOB.

He cexper, 4TO CTpeMJIeHHE yAepKaTbCcs U 3aHUMATh
JIOCTOMHYIO MO3HUIHIO Ha PEIHKE YCIYT, MOXET MOTHBUPO-
BaTh HPOM3BOAUTENEH YCIyr Ha COBEpPLICHCTBOBAHHE H
MOBBIIICHUE KadecTBa. [lo MHEHHUIO aBTOpa, OTIEIBHO
JIOJDKHBL MCCIIENOBATHCS BONPOCH O JOCTATOYHOCTH MO-
nenu CMK gansi noBbIIIGHHS KOHKYPEHTOCHOCOOHOCTH



TPAaHCIIOPTHOI'O0 NPEANPUSTUS; HE BBINOJHAIOT JU CO3/a-
Baembie CMK QyHKIHMH JHIIL HEOOXOIUMBIX TOKYMEHTOB
IS YyOPOLIEHHS KpeIMTOBaHUSA, (GOPMUPOBAHUS HHBe-
CTHLHOHHOW NPHBJIEKATEIBHOCTH HJIH IPOCTO BOCIOIHS-
I0T MOTPEOHOCTh B HUX IS CepTHPUKALUN NPOAYKIUU U
YCIYT.

[Ipy GYHKUMOHHUPOBAHUM PEAIBHOTO KOHKYPEHTHOI'O
pPBIHKA TPAHCHOPTHBIX YCIYI TPY30BIaJeNbLbl MM HUX HKC-
MEUTOPBl — MOTPEOUTEIN YCIYr U MEPEBO3YMKU — JIOJIKHBI
HaXOAWUTbCA B IOCTOSHHOM IIOUCKE JAPYT Jpyra, pyKOBOI-
CTBYSICh LIEJISIMH JIOCTHXXEHHUS MaKCUMalbHOro 3ddexra ot
MIEPEBO3KH.

B pesynbpraTe ncciieoBaHHS COCTOSHHSI BOIIPOCA OLCH-
KM YJIOBJETBOPEHHOCTH TOTpeOuTenell ycnyr (kak Oero-
PYCCKHX, TaKk W 3apyOeKHbBIX) HAa OCHOBE IE€YAaTHBIX HCTOY-
HUKOB, 3JIEKTPOHHBIX PECYpPCOB MOXKHO CH€JNaTh BBIBOJ, UTO
CcUCTE€Ma OIICHKH KauyecTBa YCIYI B TPAHCIOPTHOW JIOTUCTH-
Ke HaXOJUTCs Ha HadalbHOM craguu coero passutus. Of-
HOH W3 NPUYMH TAaKOTO MOJOXEHHS SBJIIETCS OTCYTCTBHE
WCCIIeIOBaHUI BIWSHUS 3TOH CHCTEMbl Ha KOHKYPEHTOCIIO-
COOHOCTh TIPEIPHITHH.

B Hacrosimiee BpeMsl OTCYTCTBYIOT BO BCEOOIIEM IOCTY-
ne (4To BaXKHO I MOTPEOUTENei yclyr) U Ha MOCTOSHHOM
OCHOBE II0Ka3aTelu YJOBJIETBOPEHHOCTH NOTpEOUTENs O
KayecTBe TPAHCHOPTHBIX YCIYT, KOTOpbIE XapaKTepH3UpO-
BaM Obl TO WJIM MHOE TPAHCIIOPTHOE IMpENNpUsTHE.

[TpakTudeckne MccIelOBaHUS OTICNIBHBIX NMPEANPHUATHH
nokasanu, 4yro orneHka CMK cBoauTcst K COCTaBIIEHHIO OT-
YeTOB BHYTPH Mpennpusatuid mo pesynpratuBHoctHn CMK u
cooTBercTBUIO TpeboBaHusM CTBh.

U3-3a oTCyTCTBHS CHCTEMaTH3UPOBAaHHOW WHGOpManuu
o pesynbraTuBHOCTH CMK 1M KadecTBe mpenocTaBisieMbIX
YCIyr TEM WM WHBIM TPAHCHOPTHBIM MPEIIPHSITHEM TIpPY-
30BJAJENIbIy CJIOXHO OpPHUEHTHPOBATHCS Cpenu OO0JbLIOro
KOJIMYECTBA IEPEBO3UYHMKOB, & CHCTEMAa DPAH)KMPOBAHUS II0-
KazaTeJeil KadecTBa OCTAETCS JIMIIb TEOPETUYECKHM Mpe-
JIO)KEHUEM.

Ha omHOM u3 KPyNHBIX TPAaHCHOPTHBIX HNPEANPUATHI
MIPOBOJMIICA ayAuT oLeHKu pe3yiabraTuBHOCTH CMK 1 ee
BIMSHUS Ha KadyeCTBO OCYLIECTBIIIEMOW JESATENILHOCTH.
BBIBOIBI ayqUTOB ClEoyIONIME:

— PYKOBOACTBO HE NPHUIAET 0cOOOT0 3HAYEHHS DPEe3yJib-
tatam (yHkuuoHupoBanus CMK u mosTomy Bcsi aesiTeiib-
HOCTb M COBEPIICHCTBOBAHWE 3aKAaHYMBAETCS HAa CTaAHUH
Bbiiaun ceptudukara. OQHAKO POCT KOJMYeCTBa cepTHdU-
KaTOB HeE SBJISETCS IIOKa3aTejeM IOBBHIIICHUS KauecTBa;

— OTCYTCTBHE CHCTEMAaTH3HPOBAaHHbIX METOJIUK IO BH-

JlaM JIesITeNIbHOCTH JJIsl OLIGHKU Pe3yJIbTATUBHOCTH, YJOBIIE-
TBOPEHHOCTH IOTpeOuTene;
JUIS  aHalM3a KadecTBa INPEAOCTaBIAEMBIX pPadoT,
YCIIyT TPUMEHSIOTCS B OCHOBHOM TOJIBKO IPOM3BOICTBEH-
HBlE (OKCITyaTallMOHHBIE ITOKA3aTeNH), B TO BpeMs Kak IIO-
TpeOuTeNbCKUE KayecTBa BBINOJNHIEMBIX paboT, yciuyr
(cpoKH, CKOpPOCTb, JIOCTYNHOCTb, 3KOJOIMYHOCTb, KOMMY-
HUKAaTHBHOCTh, MOJHOTA YJIOBJIETBOPEHHUS CIPOCA, YPOBEHb
kom¢opTa U Jp.) JaKe HE paccCMaTpUBAIOTCS.

Ecim ana opranuszanuii, oCyIIeCTBISIONINX, CTPOUTEINb-
CTBO W  TmpoekTupoBaHue Hanuuue ceprudukatos CTh
ISO 9001 — oGs3aTenbHOE yCJIOBHE IJIsl OCBOCHHUS COOTBET-
CTBYIOLIETO CErMEHTa pBIHKA, TO B cdepe TPaHCIOPTHHIX
YCIYr B MPUOPUTETE HODKHBI ObITh camu mpuHnunel CTH
ISO 9001, rpamoTrHOE mpUMEHEHUE KOTOPHIX MOOJKHO IO-
JIOKUTEIILHO BJIUSATh Ha TOBBIILIEHHE KadyecTBa TPaHCIOPT-
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HOro O0CHy)XMBaHHUS W POCT YAOBJIETBOPEHHOCTH IMOTPEOH-
Tenei (Tpy3oBianenbleB, MAacCaKUPOB).

[Tone3nbiM perieHneM A 0XKMBIEHHUS TPaHCIOPTHOTO
pPBIHKa U COBEPILICHCTBOBAHUS IIpoliecca YNpaBJIEHUs Kaue-
ctBoM B PecniyOnuke benapych, Mo MHEHHIO aBTOpa, MOXKET
cTath (OPMHUPOBAHWE M BHEIAPEHHE CHUCTEMBI IOKa3aTeneit
KayecTBa TPAHCIOPTHBIX ycuyr. B cexTope mpouecca yrpas-
JIEHUsI Ka4yecTBOM, KOTOpBIH Kacaercsi ¢popmupoBanusi CMK,
OTCYTCTBYET 3aBEPIUAIOLINI U CaMbliil TJIaBHBIN 3J€MEHT. JTO
HaJIMYUe MOCTOSHHONH OOpaTHOH CBA3M C IOTPEOUTEISIMU
ycuyr uis o0ecnedeHusi COOTBETCTBUS YCIYT MOTPEOHOCTM
U, IpH HEOOXOANMOCTH, KOPPEKTUPOBKH CEPBHCHOW JIOTHU-
CTUKHU TPAHCTIOPTHOTO MPEANPHUATHS.

B Bompoce cosnaHus cucteMbl IOKasaTeiaed KauecTBa
BaXHBIM SBJSIETCA IpaBWIIbHAsl MOCTaHOBKa 1einu. C Touku
3peHHs] IOBBIIIEHUS KOHKYPEHTOCIIOCOOHOCTH OCHOBHOM
LENbI0 CO3/1aHUsl CHCTEMBl IIOKa3arejeil KauecTBa TpaHC-
MOPTHBIX YCJYI SBJSETCA IOJy4EHHE NAHHBIX O KauecTBe
MIPEIOCTABIISIEMBIX YCIYTI TPAaHCIOPTHBIMU MPEANPUATHIMU
UCXOIs M3 MOHMMAaHUs KauyecTBa, KaKk CIIOCOOHOCTH YJOBIe-
TBOPATH MOTPEOHOCTH MOTpeOUTENeH TPAHCHOPTHBIX YCIYT.

B of0meil cxeme co3maHMsi CHCTEMBI IIOKa3zaTeleil Kaue-
CTBa TPAHCIOPTHBIX YCIIYT BUJIATCA KJIIOYEBbIE MO3UIUU:

— ompeleNieHe HOMEHKJIATYphl MOKa3aTeliell KauyecTBa C
YYETOM KPUTEPHEB, OIpENeNsieMbIX NOTPeOUTENIMHU YCIYT,
B 3aBUCHMOCTH OT BHJOB JEATEIbHOCTH TPAHCIOPTHBIX
MpEeINpUATHA U BUAOB TPAHCIIOPTA;

— BBIOOp METOIOB OLICHKH ITOKa3aTeleld KadecTBa;

— YCTaHOBJIEHHE HOPM M TPeOOBaHHMH K IIOKa3aTeNsIM
(ba3zoBBIE TMOKa3aTenu), B CPaBHEHHMU C KOTOPBIMH Oyner
MIPOU3BOJIMTHCS OLIEHKA (PaKTHUECKHUX IOKa3aTeleid;

— ¢dopmupoBanue Oa3pl MoKa3aTejled KauecTBa TpaHC-
MOPTHBIX YCJIYT B paMKax €IMHOH TPAHCIOPTHOH CHCTEMBI.

B Hacrosmee Bpems noTpeOUTENSIM TPAHCIOPTHBIX
YCIIYT HE TNpEeJCTaBiIsIeTCd BO3MOYKHBIM CPaBHUThH pe3yJIbTa-
Thl JEATEIbHOCTU TPAHCIOPTHBIX MPENNPUATHH, a yBUAETH
Ka4eCTBO YCIIYT MOYKHO TOJbKO 1O (pakTy MX OKa3aHHS.

ITpn BEIOOpE mepeBO3YMKA TI'PY30BJIAAEIBILI OPHEHTH-
pYIOTCA Ha peKJIaMHble NPEUIOKEHUS WIN IO0Jb3YIOTCS
yCIyraMM TpeATpUsTHH, COTPYIHHYECTBO C KOTOPBIMH
CJI0XHJIOCh U3/1aBHA.

Ilpu co3manuu eauHO#l 0a3pl MoOKaszaTeneld KavyecTBa
TPaHCHOPTHBIX YCIYT, JOCTYIHOW M OTKPBITOM I MOTpe-
Ouresneil, BO3pacTeT 3aMHTEPECOBAHHOCTH MEPEBO3UYMKOB B
COBEpIIEHCTBOBAHMH CBOEH pabOTHI, TaKk KaKk B Cllydae KOH-
KypeHIIMH YIepKaTh [ake IHOCTOSHHBIX KJIMEHTOB Oyzaer
CIIOKHO.

Coznanue enuHOI 0a3pl mokasareield KadecTBa IO3BO-
JUT NpUONU3UTH TPY30BIAJENbIEB — MOTpeOUTENei TpaHC-
MOPTHBIX YCIYTI — K TPAHCHOPTHBIM TNPEANPUITHAM, aKTHU-
BU3MPOBATh B3aUMOBBITOJHOE COTPYIHHUYECTBO MEXIY HH-
MU ¥ 3HaQUMUTEJIbHO OXKUBUTh PBIHOK TPAHCIOPTHBIX YCIYT, a
taroke ykpenuts nosumuu CTB ISO 9001 B PecnyOmuke
benapycs.

Bompoc o mokasarensix KadecTBa, KOTOpBIE JIOJDKHBI
CTaTh pPEryJATOPOM pBIHKA TPAHCIOPTHBIX YCJIYr, HE HO-
Bblii. O030p 3apyO0eXHOT0 OmIbITa CBHUIETEJIBLCTBYET O IIO-
BEIIICHHOM BHUMaHUHM K Ipo0OjeMaM KadecTBa TPAaHCIOPT-
HBIX YCIYT, HOKa3aTeJId KOTOPHIX aKTUBHO BIUSIOT Ha (op-
MHUPOBAaHUE MMUIXKA KOMIIaHUI.

Hampumep, mo naHHBEIM 0030pa IESTENRHOCTH TpaHC-
MOPTHBIX MNPENNPHUATHH, TOCTOSHHAs OLEHKa KayecTsa
TPAHCHOPTHBIX YCIYr 4Yepe3 CHCTEMYy IOKa3aTeleld ocy-



miecTBiIsAeTcsl B BenukoOpuTanuu MexayHapoaHbIM OaH-
KOM pEeKOHCTPYKIMH H pa3BUTHA. B KadecTBe mpmMepa
6aHKOM TIPHBOASTCS AaHHBIE IO JKEIE3HOMOPOKHON TpaHC-
nopTHOM KoMmmaHuu «Virgin Rail», nias xoropoit Ha BbICO-
KOM ypOBHE JJTHTENBHOE BPEMs OCTAlOTCA KPHTEpUH Kade-
ctBa Public Performance Measure nnu PPM (mponeHr mo-
€310B C OTCTaBaHUEeM MeHee ueM 10 MuHYT) u oOmuil noxa-
3aTelb YAOBJIETBOPEHHOCTU MHOTpeOuTeneil (pucyHoxk 1).
Hu3zko oneHUBAaeTCsl COOTHOLIEHHE LEHbl U KauecTBa, COCTO-
SIHUE HEKOTOPbIX UH(PACTPyKTypHBIX 00BEKTOB. OTMeuaer-
Cs, YTO HECMOTpPSI Ha BHUMAaHUE, KOTOPOE KoMIaHus «Virgin
Rail» ygmenser cBoemy mnepcoHamy W KIHEHTaM, PEUTHHT
OLIEHKM KIMEHTaMH paboThl MepcoHana OBLT HIDKE peHTHHTa
o0mIel yJoBIeTBOPEHHOCTH NMACcCaKUPOB U BAPBUPOBANICS OT
70 1o 90 % B 3aBUCHUMOCTU OT (DYHKIMOHATBHON KaTErOpUH.
bankoM KoHcTaTupyeTcs (AaKT IIOJIOKUTEIbHOIO BIIUSHUS
CHUCTEMBl IIOKa3aTeled KadecTBa: MOSABISIETCS MOTHBALUS
KOMIIaHUH TIpeATaraTb W BHEAPATh M3MEHEHHs; ONM30CTh K
KJIMEHTaM [IOMOTAeT JTydIlle TIOHUMAaTh MOTPeOHuTenelt yciyr.
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Pucynok 1 — INoka3zarenu 3¢(heKTHBHOCTH TPAHCIIOPTHBIX
yciyr komnanuu «Virgin Rail»

DddexTrBHas cucTeMa MPEIOCTaBICHUS YCIYT CO3/1aHa
B ABcTpanuu. MHOTHE BIAaeNbIbl TPY30B HE UMEIOT MpPe-
CTaBJICHHSI, TIEPEBO3SITCS JIM UX TOBApHl MO aBTOMOOMIbHOM
WIH JKEJEe3HOW NOpore, ¥ B OCHOBHOM HX 3TO He 3a0OTHT
NpPU yCIIOBHH, YTO HX TPy3 JOCTABICH BOBPEMS U B XOpPO-
nieM COCTOSHHH. TpaHCIOPTHBIE KOPHOPALHU padoTaloT B
pamKax 00s3aTelIbCTB, KOTOpPhIE TPEOYIOT peryssipHOW myo-
JMUKalM{ JBYX TPYHN KIIOUEBBIX IOKaszaTened 3¢ hexTus-
Hocti. OnHa Tpymma moKa3areliedl ompenensieT KaduecTBO
YCIyT: HaIeKHOCTh CETH, BPEMsl MEPEBO3KH, MHJICKC Kaue-
CTBa MyTeil; BO BTOPO#l rpyImIe MokasaTeneil paccMaTphBa-
eTcs onepanuoHHas dPPEKTUBHOCTh KOPIOPAIUH Ha OCHO-
BaHUM IEPHOANYECKUX OTYETOB O CBOJHBIX H3IEPXKKAaX Ha
€IUHUILY MPONYKIHUHU (yCIyTH).

B Poccwuiickoit ®denepanuu HOMEHKIATypa IOKa3aTelen
KadecTBa TPAHCIOPTHBIX YCIYr, HpuUMeHsemas B cdepe
yrnpaBiieHus: kadecTBoM, ompeaeneHa ['OCT P 51005-96
«Ycayru tpancnoptaeie. [lepeBo3ku rpy3oB. Homenkmiary-
pa mokaszaresieil KkayecTBar.
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OCHOBHBIX TpYII IIOKa3aTelel KauecTBa IO XapaKTepusye-
MBIM UMM CBOMCTBAaM II€PEBO30OK TPY30B: CBOEBPEMEHHOCTH
BBINIOTHEHUS TIEPEBO3KH; COXPAaHHOCTH IEPEBO3UMBIX TpY-
30B; SKOHOMHUYECKHX ITOKa3aTenei.

B cBoro ouepenp mo KaxkIo#W TpyIne UMeEeTcs BO3MOXK-
HOCTh BBIOOpa IOKa3aTesiedl B 3aBHCHMOCTH OT BHJa TpPaHC-
HOpTa, COAEPKAHUS TPAHCIIOPTHOH YCIYI'M, OCHOBHBIX Tpe-
6oBaHMil TOTpeduUTENER K EPEBO30YHOMY MPOLECCY, METOJA
BbIOOpa HOMEHKJIATYpBhl IOKa3aTenell kadecTBa (Tabauua 1).

Tabnuya 1 — HoMeHKIaTypa moka3areJeii kayecTBa u 3¢ dex-
THBHOCTH TPAHCHOPTHBIX YCJIYyT

Foyima Iloarpynna KonuyecTBo nokasarenei,

Py rmoKasareJiei BKJIFOUCHHBIX B MOATPYHITY
IlepeBozka 6 (B T. 4. YUCIIO OTKJIOHCHUH U Cpell-
rpy3a K Ha3Ha- | Hee OTKJIIOHEHHE MPUOBITUIl rpy3a OT

é YEHHOMY CpPOKY | HA3HAYE€HHOI'0 CpOKa)
<] 7 (B T. 4. CpelHEE YHCIO NPUOBITHI
£ Perynapuocts a 3a eIMHHILy BPEMCHH, CpeIHEe
0 | npubsITHS TPY- Py3 Y BP - P ’
2 sa MaKCUMaJIbHOE M MUHHMAJIBHOE Bpe-
% Ms MKy TOCTYIUICHUSIMU TPy3a)
=] 9 (B T. 4. HOpMAaTHBHOE BpeMs mepe-
A | CpouHOCTh ( P P P
o BO3KH Ipy3a, CPEAHEE U MAKCHMallb-
MEPEBO3KU
rovaa HOE OTKJIOHEHHE OT HOPMAaTUBHOIO
py BpPEMCHU)
6 (B T. 4. yAenbHBIE HOTEPU TPy3a,
Bes norepn KOO PUIMEHT CHIKCHHS KadyecTBa
a Ipy30B IPU [EPEBO3KE)
g Be3 nmoBpexxae- | 3 (B T.4. IO IPy30B, MEPEBE3CHHBIX
£ |noni 0e3 TOBPEKICHHI)
2 3
B T. 4. JOJS MPOIAXH IPY30B MPH
S | be3 mponaxu ( A p py p
(3 TIepEBO3KE)
4 (B T. 4. IONA Tpy3a, HE MPHUHATAS
Bes 3arpszue- ( A py3a, P
s rpy30IoIydaTeneM Iocie epeBO3KU
13-3a 3arpsI3HCHHS)
o | YZenbHbIe 3aTpaThl Ha TPAHCIIOPTUPOBKY TPY30B pa3-
% JUYHBIMU BHAAMH TPAHCIIOPTA
© | YaenbHble TIONHBIE PACXO/IBI HA IOCTABKY Ipy3a
€ |3arpaTsl Ha IPOM3BOACTBO MOrPY30UHO-PASTPY3OUHBIX
% M CKJIAJICKUX paboT
2 | IIpoueHT TpaHCIOPTHBIX H3IEPKEK B CEOECTOMMOCTH
M
MpoAyKLuu (ToBapa)

Crnenyetr ormetuth, uto B Poccuiickoit denepanun He
HaJIa)Ke€H IMpOLECC MCIOJIb30BaHUS MPEICTABICHHBIX IOKa-
3aresiell 111 OLIGHKM KauyecTBa TPAaHCHOPTHBIX yciyr. Jlumb
0 COOCTBEHHOW WMHHMIIMATHBE OTACIbHBIMU OTPacieBbIMU
CTPYKTYpPaMH HPOBOJIUTCS MOHHMTOPHUHI YJOBJIETBOPEHHO-
CTH yCIIyT'aMH.

K npumepy, orpacneBbiM xypHaioM «/lenoBoil xypHa
“PXX-IlaptHep”», HaunmnHas c¢ 2016 rona, NOKBapTaIbHO
MIPOBOJSATCS. MCCIIEAOBAHUS W NPEINCTABISIOTCS PE3YIbTaThl
B BHUJAE HHJIEKCAa KayecTBa KOMIUIEKCHOTO I10Ka3aTes,
000011al01Iero OLEHKH MOTPeOUTEeNIMH KayecTBa YCJIYyr B
ctepe KeJle3HOJOPOKHOIO TPaHCIOPTa.

Kpome psina mokasarenei, xapakTepU3yIOIUX KadyecTBO
MIPEeIOCTABJIEHUs] TOABUKHOIO COCTaBa, B (OPMHUPOBAHUU
MHJEKCa KayecTBa (UI'YpUPYIOT IOKa3zaTelIH: COOJNI0JCHHE
CPOKOB JIOCTaBKH, COXPAaHHOCTb Ipy3a, ypoBeHb HH(pOpMa-
LMOHHBIX TEXHOJIOTHUH, MOJHOTAa YJOBJIETBOPEHHs CIpoOca
Ha HEPEeBO3KH U JIpyTHE.

COOp MHEHHI pPECIOHJEHTOB OCYIIECTBISETCS IYyTEeM
AHKETUPOBAaHUS M HWHTEPBBIOMpPOBaHMUA. B wuccienoBaHuu
MPUHUMAIOT y4YaCTHE MEHE/JKEphl BBICIIEIO U CpPEIHEro



3BEHHEB KOMIAHMH, SIBISIIONIUXCS IOJb30BATENSIMH YCIyT
Ha pBIHKE TIPY30IEPEBO30K HKEJIE3HOJAOPOKHBIM TPaHCIOP-
ToM: Bcero 117 mpeanpusTuii-rpy30Biagebles.

BenopyccknuMu TpaHCIIOPTHBIMH TNPENNPUATHSAMH TIPH-
HATO OLICHMBATh KayeCTBO TPAHCIOPTHBIX YCIYr Ha OCHOBE
Ka4eCTBEHHBIX JKCIUTYaTAallMOHHBIX IOKa3aTeled: CKOpOCTh
MapmpyTHasi (HO HE CKOPOCTh JOCTaBKH I'py3a); MOKa3aTe-
M HUCTIOJIB30BAHUS TOJIBIKHOTO COCTaBa; HKCIIOPT U HM-
MOPT YCIIYT; PEHTa0eIbHOCTh OT MPOMAXKU YCIYT; CHIKCHHE
YPOBHS 3aTpaT Ha peaju3alHio ycIyr — TO €CTh Ha OCHOBE
MoKa3arejie KIIOYEBBIX W PACUETHBIX, BIHAIOIUX Ha 3(-
¢dextuBHOCTh paboTsl mnpennpustus. Ilo-npyromy mnpen-
CTaBJIATh OLIEHKY TPAHCIIOPTHBIX YCIYT HE IMPEJICTaBISIETCS
BO3MOXKHBIM, TaK KaK OTCYTCTBYIOT CaMH YTBEPKAEHHBIC
MOKa3aTeJId CTAHJApTOB KayecTBa TPAHCIOPTHBIX YCIYT,
KOTOpBhIE MOIJIM OBl CTHUMYJHMPOBAaTh KOHKYPEHTOCIOCOO-
HOCTb Ha TPAHCIIOPTHOM pBIHKE.

3akoHogarenbctBoM EADC mpenycmarpuBaeTcss HOpMa,
HalnpaBJIeHHas Ha CTUMYJIUpPOBaHUE IOOPOCOBECTHOW KOH-
KypeHIIMHM, B TOM 4ucie B cdepe ycuyr, kak (akrtopa mo-
BEIIICHUST 3(Q(EKTUBHOCTH PHIHKA M POCTA MPOU3BOIUTENb-
HocTH. OCYIIECTBISETCS IPOIECC TapMOHU3AIMHU 3aKOHO-
JaTeNbCTBA B 00JACTH KOHKYPEHTHOH IMOJIMTHKH Ha OCHOBE
MoAenpHOro 3akoHa «O KOHKypeHUIMH» (yTBEPXKJIEH perie-
HUEM BbIciIero EBpasuiicKOro 3KOHOMHYECKOTO COBETa OT
24 oktsa0ps 2013 r.). K HacTosmeMy BpeMEHH HOPMBI 3TOTO
MOJIETBHOTO 3aKOHA HMIIJIEMEHTHPOBAHBI B 3aKOHOAATENb-
ctBo bemapycm mnpumepno ma 60 %, Kazaxcrama — Ha
80 %, Poccun — Ha 90 % [2].

OgHUM U3 KIIOYEBBIX IIOKa3aTeslel, ONpeAessIomMX
3¢ (GeKTHBHOCTh (YHKIIHOHMPOBAHHUS pPHIHKOB TOBapOB H
YCIIYT, SBISETCS MHIOUKATOP «UHTEHCHUBHOCTH KOHKYPEHIIUH
Ha BHYTPEHHHMX pblHKax». Ilo maHHbIM nokianoB Bcemup-
HOro sKoHoMuueckoro Qopyma (manee — BOD) «I'nobans-
Hasg KOHKYPEHTOCIOCOOHOCTh» B 2016 romy, cTpaHbl IOCT-
COBETCKOT0 IIPOCTPAaHCTBa 3aHAIM Mecra: OctoHus — 30,
JlutBa — 36, Asepbaiimkan — 37, Poccust — 43, JlatBus — 49,
Kazaxctan — 53, I'pysus — 59, Tamkuxkucran — 77, Apme-
Hus — 79, Ykpauna — 85, MonnoBa — 100 u Ksipreizcran —
111. HccnenoBanue BOD ormeuaror cinaboe cocTosHHE
KOHKYPEHIIMM Ha BHYTPEHHHMX pBIHKax CTpaH-NMapTHEPOB
EADC, cpaBHHTENIBHO BBICOKYIO CTEIE€Hb MOHOIOJIM3ALNH
PBIHKa YCIYT.

PecnyOsinka benapych mo pesynbpTaram peidTHHra, mpo-
Boaumoro BO®, 3a 2016 roxg 3anmmaer 44 MecTo B CIIHMCKE
189 crpan mo TmoOKazareno «ONArompUSATCTBHE BEICHUS
OuzHeca», a MO PEHTHHTY «TIOOATEHONW KOHKYPEHTOCIIO-
coOHOCTH» Hallla cTpaHa B crucke 138 cTtpaH OTCyTCTBYET.

ITo MHEHMIO CIIELMANNCTOB MO BOIPOCAM KadecTBAa KOH-
KYPEHTOCIIOCOOHOCTh, «Ka4EeCTBO YCIIYT» M «PBIHOK YCIYI» —
MOHATHS HEOTAENMMBIC W BIMAIOmHKE APYr Ha apyra. Kon-
KYPEHTOCIIOCOOHOCTh YCIIYT, BBIpQ)KEHHAsI Yyepe3 KauecTBo,
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SIBJISICTCSL pelarouM (HaKTOPOM HX KOMMEPUYECKOTrO yCIie-
Xa Ha pPa3BUTOM KOHKYPEHTHOM phIHKE [3].

[TpobGnemsl, OTHOCSMIUMECS K KadecTBY TPAHCIOPTHBIX
YCIyT, SBISIIOTCS KpalHe CIIOKHBIMM W TpeOyroT HpoBene-
HUS CIIENHMAJBbHBIX HCCIENOBaHHUM, OCOOCHHO B 4YacTH OIpe-
JleNleHUsl HOMEHKJIATYpBl NOKas3aTeNleil U MX ONTHMAIbHOTO
KOJIMYECTBA.

BeiBoasl. IIpenycmorpennsii 8 CTB ISO 9001-2009
MPOLECCHBIA MOJXO0J MO pa3paboTKe, BHEAPCHHH W MOBBI-
LICHUIO PE3YJbTaTUBHOCTH CHCTEMbl MEHE/DKMEHTa Kade-
CTBa, KOTOPBII NMPUMEHSETCS Ha TPAHCIOPTHBIX MPEAMPHS-
Tusix B PecnyOnuke bemapych, cnocoOeH 00ecreunTh BbI-
COKHH ypOBEHb KayecTBa TPAHCIOPTHBIX YCIYT.

KoHKypeHTHBI PBIHOK YCIyT, CIOKHBIIMICS B Hamen
pecriyOsinke, HE UWMEET MEXaHHW3MOB, MOTHUBHUPYIOUINX
TPAHCIOPTHBIE TPEANPHUITHS HA TMOBBIICHUE KOHKYPEHTO-
crocobHocTH. B pe3ynpraTe cHCTEMbl MEHEIKMEHTa Kade-
CTBa, CO3[aBacMble Ha MPEANPUATHAX, HE UMEIOT OOpaTHOH
CBS3M C TOTPEOUTEISIMH YCOYyr; (QYHKIMOHANBHOCTH HX
OTPaHMYUBAETCS IOTYyYEHHEM CEepTH(UKATOB, KPEAUTOB, a
nnorga CMK mpocTo mcmosib3yIoTes A OTYETHOCTH.

B ycnoBusix OTCYTCTBHS B OTKPBITOM JAOCTYyIE pe3yilb-
TATUBHOCTH NPENOCTaBICHHS TPAHCIIOPTHBIX YCIYI TpaHC-
MOPTHBIMU TPEANPHUIATHAMU TOTPEOUTENIO CIOXKHO OpPHUCH-
TUPOBAThCS HA DBIHKE TPAHCIOPTHBIX YCIYT IMpU BBIOOpE
MepeBO3YMKOB. [loTpeOuTeNbCcKHEe  OXHUIAHUS — KIHCHTA
omnpezensorcs uHpopMmaimeil o0 ycinyrax, nepeaaBaeMoi
NOTPEOUTENSIMA APYT APYTY, COOCTBEHHBIMH IIpEICTaBJe-
HUSIMH KIHMEHTa O KadecTBe (€ro 3ampocamy, NPOLLIBIM
OTIBITOM), PEKIIAMHBIMH HCTOYHUKAMHU UH(POPMAIUH.

Pa3paboTka ¥ BHEIpEeHHE CHCTEMBI MOKazaTeneil kaue-
CTBa TPAHCIOPTHBIX YCIYT IOJDKHBI CHOCOOCTBOBAaTh (op-
MHUPOBAHUIO KOHKYPEHTHOTO TPaHCIOPTHOTO pBIHKA, [O-
BBIMCHHUIO 3()(EKTUBHOCTH YNpaBiICHHUS MPOLECCAMHU Kade-
CTBAa Ha NPEANPHATHIX, OKAa3bIBAIOIINX TPAHCIIOPTHHIE
YCIIyTH, a TaKXe COBEPIICHCTBOBAHHIO CIOCOOOB OpraHu3a-
MU JOCTaBKH TPY30B, PAa3BUTUS IACCAKHUPCKOTO CEpBHUCA,
BHEJIDCHHIO B TMPAKTHKY HOBBIX (JOPM TPaHCHOPTHOrO 00-
CITY>KUBaHUSI.
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T. V. Pilgun. Creation of Quality Indicators System of Transportation Services is the Factor to Enhance Competitive-

ness of Transport Enterprises.

The article explains the necessity to develop and implement a system of quality indicators of transportation service as a tool for creat-
ing a feedback from consumers of the services. The creation of a database of service quality indicators within the framework of a single
transport system will revive the transport services market. It will motivate carriers to perfect their work with the aim to strengthen their
competitiveness, and to enhance the effectiveness of quality processes management at the enterprises providing the transportation ser-

vices.



