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Y emammi npoaranizoearu nioxoou 00 OUIHKU PIBHSL SKOCMI MPAHCNOPMHO-
eKcneouyilinozo 00061y208aHHs nionpuemcmea ma 06TpYyHmMoeaHa HeoobxXioHicmb
8CMAHOBEHHS Y3020 IbHEH020 KOMNIEKCHO20 NOKA3HUKA SIKOCML. .

Beeoenue. KadecTBO TpaHCIIOPTHOIO OOCIY)KMBaHHS Ha  OTCYCCTBECHHOM
TPaHCIOPTE BCE EIlle OCTAETCS HEBBICOKHM IO CPAaBHEHHIO C MHUPOBBIMH CTaHAApPTaMH
pa3BuThIX rocyaapctB. OmHOW W3 MPUYMH DTOTO SBISIETCS OTCYTCTBHE MEXaHH3Ma
W3MEpEHHsT W OIICHKH KadecTBa TPAHCIOPTHOW NPOAYKIMH, HAYYHO-OOOCHOBAHHOM
CHCTEMBI YIPaBICHHUS OSTHM Ba)KHBIM DPECYpPCOM KOHKYpEHTHOW OOpbOBl Ha pBIHKE
TPaHCHIOPTHBIX yCuyT [2].

CooterctBust kauectBa TOO TpeOOBaHUSAM CTAaHAAPTOB U HOPMATHBHBIX aKTOB B
00JIacTH TPaHCIOPTHOTO OKCIIEAUPOBAHUS, a TaKKe TPEOOBAHUSIM MEXKITYHAPOIHBIX
JIOTOBOPORB M COTJIAllICHHUH, 0€3yCI0BHO, SBIISICTCS 0053aTEIbHBIM.

Ecmu nesrensHocTe TOIl HE COOTBETCTBYET HOPMATHBHO-IIPABOBBIM aKTaM, He
UMEET CMBICT OIICHWBATh YPOBEHb YJOBIETBOPEHHS IMOTPEOHTENEH KadeCTBOM YCIyT
Tako komraHuu. OJHAKO MPOCTOE COOTBETCTBHE HAIMOHAJBHBIM CTaHIapTaM HIIH
TEXHUYECKHUM TPEeOOBaHMSIM HE JIOCTATOYHO IS OmeHKH kaudectBa TDO. B ycimoBusix
PBIHOYHOM SKOHOMHKH KadyeCTBO JOJDKHO OINPEIENsThCS HE TOIBKO COOTBETCTBHEM
00s13aTeNbHBIM TPEOOBAHHSIM CTaHAAPTOB, HO M YIOBIETBOPEHHOCTHIO MOTPEOUTENCH.

Opnako, ycinyrd (B TOM YHCIE€ W TPAHCIOPTHO-IKCIICAWIIMOHHBIE) — BEChbMa
cienupuUecKuii BHJ TPOIYKTOB TPyla, MO3TOMY MOKa3aTelld KadyecTBa TOBApPOB HE
MPUMEHHUMBI TIPH OlIEHKe KadecTBa yciuyr. TOY orianuaroTcs 00JbIIold pa3HOBUIHOCTHIO
W HEOIHOPOJHOCTBIO, YTO HE MO3BOJISIET CO3JaTh MPHEMIIEMYIO TIOJHYIO KIacCH(PHUKAINIO
nokasarteneil kKadecTBa YCIYr TaK, YTOObI €€ MOXHO ObUIO NMPUMEHUTH INPH OICHKE
KadyecTBa JIF000ro BUIa YCIyT.

Ilocmanoexa 3adauu. Ilpu oneHke ypoBHsS kadectBa TOO HeoOX0auMO
yCcTaHOBJIEHHE 00OOIEHHOTO KOMIUIEKCHOTO IOKa3aTelsi KauecTBa. JTO Tpedyercs Juis
O00BEKTHBHON 0000INAIONICH OLIEHKM KOHKYPEHTHBIX BO3MOYKHOCTEH OpraHu3aluu, a
TaKkxke s OUEHKH 3()(EKTUBHOCTH MEPONPHUATHH 1O TOBBIIICHUIO KavyecTBa IyTeM
COMOCTABIICHHS MTOTY9aEMOTr0 KOMIUIEKCHOT'O TIOKA3aTellsl KauecTBa.

Amnanuz nocnednux ucciedoganui u nyoauxayui. Ha ocHOBe aHanm3a IUTEpaTyphl
[5, 4, 1, 3] MO’KHO BBIIEIUTH CICAYIOIIME OCOOCHHOCTH MOKAa3aTelel, KOTOPbIE MOXKHO
WCIIOJIb30BaTh MPHU OIIEHKE Ka4eCTBA TPAHCIIOPTHO-IKCTICAUIIMOHHON YCITYTH:

® KayecTBO YCIYT TPYAHO OICHUTH YHCICHHO;

® KauecTBO YCIIYTH, KaK MpPaBWIIO, KOMIUIEKCHO, T.€. BaXXHO Ka4eCTBO KaXIIOH
MOJYCITyTH;
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e Maja JOCTOBEPHOCTH MPEABAPUTENbHON aTTECTAllMN Ka4eCTBa YCIyTH:

® [PUMEHUTENHFHO K KOHKPETHOMY KJIMEHTY HeJb3s CHauyajda UCIBITaTh KaueCTBO
YCIYTH «Ha HEM», a TIOTOM BHOBb €€ 0Ka3aTh 0ojiee Ka4eCTBEHHO;

® YCIYrd HE MOTYT UMETh YHUCTO MaTepHAIbHBIN BUJ, YCIYTH HE CKIAIUPYIOTCA,
OIIEpPaTUBHO PEATHU3YIOTCS, CPa3y MOIYy4aloTCs KIHMEHTOM;

e BAXHEWIIMN NPHU3HAK YCIAYTM - HEINOCPEIACTBEHHOE B3aUMOJCHCTBHE
UCTIOJIHUTENSI YCIYTH W €€ TOTpeOUTeNs, TakuM o00pa3oM, KIMEHT caM SBISETCS
Y49aCTHUKOM TE€XHOJIOTHH €€ BBITTOTHEHHUS,

® JICIIONTHUTEIb YCIYTH HE SBISIETCS COOCTBEHHUKOM Pe3yabTaTa v POBECTH
WCTIBITaHUS JUTS 00BEKTUBHOM MPOBEPKU ITOTO Pe3yiIbTaTa He BCEra BO3MOXKHO,
MO3TOMY HeoOXo/iuMa pa3paboTka COOTBETCTBYIOIIEH METOAUKH OLIEHKH KauecTBa YCIYT.

IIpu ouenke kadectBa TOO B mepedeHb MoOKazaTenell He TOMKHA BKIIOYATHCS
cTrouMocTh ycnyr (tapudubie craBku). Hekotopweie aBTopwel [5] oTHOcAT Tapud x
Ka4yeCTBEHHBIM MoKa3aTessiM. OJJHAKO Ha Halll B3TJIs, eHa (Tapud) He sSBiseTcs OJHUM
n3 mokaszatenei kauectBa 1O0. Bo-mepBbIX, B pPHIHOYHOI AKOHOMHKE BCTPEYAIOTCS
CHTYalllH, KOTJa [IeHa 3a 0oJiee HU3KOE Ka4eCTBO YCIIYTH MOXKET OBbITh BBIIIE TUIATHI 32
0oJiee KaueCTBEHHYIO [2], T.€. CTOMMOCTh YCIYTH HE SIBJISETCS MOKa3aTelIeM €€ KauecTra.
A BO-BTOpBIX, IPU OILIEHKE KOHKYPEHTOCIIOCOOHOCTH YCIYTH OOJIBIIOE 3HAUYCHHE UMEET
COOTHOIIIEHHUE IIeHbI ¥ KauecTBa TOBapa, HO HUKaK HEe UX CyMMa.

Pesynomamul uccaedosanus. Takum o0paszoM, lieHa (Tapud) sBISETCS Ba>KHBIM
MoKa3artelieM KOHKYPEHTOCIIOCOOHOCTH YCIIYTH, a HEe ee KauecTBa Hapsly CO CTaBKOH
CTpaxOBaHUs, JOMOJIHUTEIBHBIMI TPAHCIOPTHBIMU 3aTpaTaMH a TaKKe CPOYHOCTBHIO
nocTaBKU. Bce 3TO MOXKHO OTHECTH K SKOHOMHYECKHM IIOKa3aTeNsiM MepPeBO30YHOT0
nporiecca, KOTOpbIe BIUSIOT Ha ero 3GEeKTHBHOCTh U KOHKYPEHTOCIIOCOOHOCTh. Hapsiny
C SKOHOMHUYECKHMH MOKHO BBIICUTH M MOKA3aTeNH KayecTBa IMEePeBO30YHOr0 Ipoliecca
(tabm. 1).

Tabauua 1
OcHOBHBIE MTOKa3aTENU MePEBO30YHOI0 MPOIecca IS OLIEHKH €ro
3G PEKTUBHOCTH ¥ KOHKYPEHTOCIIOCOOHOCTH
JKOHOMHYECKHE KauectBa
e  VposeHb Tapuda e  CoxpaHHOCTb Ipy3a
e  (CraBkacrpaxoBanusi e  CraOWIBHOCTH BpEMEHH TPAHCIIOPTUPOBKH
o HOHOJ'IHI/ITCJ'H)HHC o Hamuune €IMHOI'0 oreparopa TPpaH3UTHBIX IIEPEBO30OK
TPAHCIIOPTHBIC 3aTPAaThI L] Hamuune MMpEACTAaBUTCIILCTB B MECTAX 3apOXKIACHUA I'PY30B
b Cpo4HOCTb TOCTABKU o ObecnieueHre Tpy30BIaieNblieB KOHTEHHEpaMU
TIEPEBO3YUKOB
CrtpaxoBble rapaHTHU
YacroTa cym03axo/i0B
CriexeHre 3a MPOXOXKICHHEM TPY30B
KomruiekcHOCTh 00CTy>KUBaHUS
Hanmume ympomeHHoro TaMoXeHHOro oQopmiteHust
CooTBeTCTBHE NIEPEBO30YHBIX TOKYMCHTOB
MCKAYHAPOAHBIM CTaHAapTaM

Anamu3 TpeOoBaHM K KadecTBy TOY mMokasplBaeT HX MHOrooOpasue |

pa3HOHANPABIEHHOCTh. JTO MHOroo0pa3ue M HECBOIUMOCTD MOKa3aTeleld 3HaYUTEbHO
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yCIOXHSAET Mporecc omeHku kadectBa TA0. [ToaToMy i pa3BUTHS TEOPUH KadyecTBa U
pa3pabOTKH PEKOMEHIAIMM 10 CHCTEMHOW OIlEHKe IIoKaszarenei kauectBa TOK B
YCTIOBUSX PHIHKA HEOOXOAWM HOBBIH MOAXOJ K JJAHHOMY BOIPOCY, BKJIIOYAs YTOYHEHHE
CTPYKTYPBI 1 IPUOPUTETOB OCHOBHBIX MOKa3ateneil kauecta TOO.

Beibop TpaHCIIOPTHOH yCHyr M BHJa TPAaHCIOPTAa B CMEIIAHHBIX IEPEBO3KaX
JNODKEH  ONpEeAeNsAThCS ~ KayecTBOM  TPAHCIOPTHOW  YCIYTH,  IPeIoCTaBIIseMOi
norpeoutemto. JInsS OIEHKH KadecTBa JEATENbHOCTH TPAHCIOPTHOTO MPEANPHSITHS
TPaIUIIMOHHO HCIONB3YIOTCS JIMIIb OOBEMHBIC (BAJIOBBIE) MOKAa3aTelld, TaKhe Kak
00BbEMBI TIEPEBO30K, TIpPy30000p0oT U T.. HO B YCIOBUAX PHIHOYHOM SKOHOMHKH
HEOOXOJJMMO PacCMOTPEHHE TaKHX MOHSATHH, KaK «TPAaHCIIOPTHAS YCIyra», «KauecTBO
TPaHCIOPTHUX YCIYI», «CUTyallusi BbIOOpa TpaHCIOpPTHOW yemyrw». [ srtoro
HEOOXOJMMO  OIpeJieliecHHe KOMIUIEKCHOTO (MHTErpajibHOT0) TOKa3aTelsi KauyecTBa
TPaHCIIOPTHOW MPOAYKIUH (YCIIyTH).

[ToxazaTenu kauecTBa TPAHCIIOPTHO-IKCIEANIIMOHHBIX YCIYT MOYKHO pa3fefuTh Ha
JIBE TPYIIBI B 3aBUCHMOCTH OT METO/Ia UX OIpeeseHHS:

1. Pacuernbie mokaszarenu. K 3Toil rpymme oTHOCATCS MOKa3aTensM KadecTBa,
KOTOpbI€ MOXKHO OILICHUTh KOJMYECTBEHHO, HaIllpUMep: CpPOK JIOCTaBKH, CTENEHb
COXpaHHOCTH Tpy30B. M3MepseMocTb MNaHHBIX IIOKa3aTeled yIpolaeT 3ajady Hux
CpaBHEHUS.

2. DKcmepTHbIE TOKaszatenu. BombIIMHCTBO mMoOKazaTenel KadecTBa (KymbTypa
o0cIyXMBaHHs, HHPOPMATHBHOCTh) HE TOJIAIOTCS KOJIMYECTBEHHON OIEHKE, HX MOYHO
OLIEHUTH TOJIBKO 3KCIIEPTHBIM ITyTEM.

[lo xonuyecTBY XapakTepHU3yeMbIX CBOWCTB TOKa3aTelnu KadecTBa 1OY MOXKHO
pasaenuTh Ha EAWHWYHBIE M KOMIUIEKCHBIe. EAMHUYHBIE OTHOCSATCA K OJHOMY U3
CBOWCTB, OIpeeNsomux kauecto TV (Hampumep, CpoK JOCTaBKHU).

KomnekcHble moka3aTtenu XapaKTepU3yIOT HECKOIbKO €IWHUYHBIX CBOICTB
(mampumep, mOKa3aTeNH HAIESKHOCTH YCIYTH, KOTOpPblEe BKJIIOYAIOT CPOK JOCTaBKH,
CTEerNeHb COXPaHHOCTH Tpy3a U Jp,) Yarie Bcero i oreHku kadectBa TOY nmpumensercs
METOJ, OCHOBAHHBII Ha BBHIUMCIEHUU €IMHUYHBIX MOKa3arteneil kauectsa [2]. Ilpu aTom
MOTYT PacCUYUTHIBATHCS CIEMYIOIINE TTOKa3aTesH:

1.  CoxpaHHOCTB IPY30B:
20-20u.

K. =
coxp >
2.0
rae:  Q,; — 00bEM MoTeph NepeBO3UMON MPOAYKIHH;

Q — 001wt 00BEM MEPEBO30K B COCTABHOM IEPHOJIC;
2. CTaObUIBHOCTH BPEMEHU TPAHCIIOPTUPOBKU:

K ,:ZPﬂm;
cmao ZP

rae:  P,— 4KMCI0 MOCTaBOK «TOYHO B CPOKY;
P — o011iee gm0 IOCTaBOK.
3. Hannuue eauHOro orneparopa TPaH3UTHBIX MIEPEBO30K:
{0, ecuu .Hem
onep

1, ecu .ecmo
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4. Hannume mpeACcTaBUTENLCTB B MECTaX 3apOXKICHUS Tpy3a:
0, eciu .nem
K npe =
1, ecau .ecmo
5. Crenenb oOecrieueHusT KOHTEHHEPaMH MePEeBO3YHKa!

> O
K S0 ;
KOHmM Q

rne:  Qgour— OOBEM MEPEBO30K B KOHTEHHEPAX MEPEBO3UHKA;
6. CTpaxoBbIe TapaHTUU:
_ ZNydoe .

K =
cmpax Z N >
rae: N yoos — KOJIMYECTBO MCKOB IT0 KOTOPHIM BBIILTAYCHBI CTPAXOBBIC CyMMEI ;

N — 00l11ee KONMUYECTBO CTPAXOBBIX HCKOB 3a TIEPUOI.
7. HacroTa cy/103axo/0B:
K Zcq‘mkm .

o0 TN~
Z Canm

rae: V55 — (bakTHUECKOE KOMHUECTBO CYN03aX00B B MECHII;
N,

iio

— OINNTUMAJIbHOC KOJIMYCCTBO Cy103aX0A0B BMCCHII.

8. CnexxeHme 3a MPOXOXKACHUEM TPpy3a:

{0, eciu .Hem
K =

cn

1, ecrnu .ecmo
9. KomiuiekcHOCTh 00CITY>KMBaHHsI TPY30BJIaICIIbIICR:
K, =2ln,
>p
rae: D, — 9MCII0 NOCTABOK , BBINOMHEHHBIX «OT JBEPH JIO JBEPUY.

10. Hannume ynpoleHHoro TaMoKEHHOTO 0 OpMIICHUSI:
3 {O,emu .Hem

caevnc

1, ecnu .ecmo

11. CooTBeTcTBHE TOKYMEHTOB MEKIYHAPOAHBIM CTaHIAPTAM:
{0, ecau .Hem

dok

1, ecnu .ecmo

PaccMoTpenHble mokazaTenyu TO3BOJISIOT ONPEIETATh W BBIABISATh CUJIBHBIE M
cimabeie croponbl TEK ¢ 1enblo ycuUICHUS BIMSHHUS TEPBBIX M OCIAOJCHMS BIUSHUS
BTOpaXx, yKa3bIBalOT MyTH COBEPIICHCTBOBAHUS PAa0OTHI IO OTACILHBIM HAIpPABICHHUIM U
cBoictBaM. OIHAKO Ui pelIeHUs CIOKHOM 3a/1a4yMl Mo OLleHKEe KOMILIEKCHOTO KauecTBa
CIeAYyeT PaHXUPOBATh IMOKA3aTENM MO MX MPEANOYTEHUIO M BIUSHUIO HAa PE3YyIbTaT U

OCYIIIECTBUTH arperupoBanre (HHTETPUPOBAHNE) ITHX CAMHIYHBIX ITOKa3aTeNCHl:
HMuTerpanbHblid MOKa3aTenb KAYECTBA TPAHCIIOPTHON NPOAYKIUH :

0

— * .

U = E a,*K,;
i=1
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rae: K, — OTHOCHTENBbHBI ypOBEHb 1-TO TIOKa3aTels KadyecTBa TPAHCIOPTHOM

IPOAYKLIAY ;
o, - 3HAUYMMOCTb KaXKJOro U3 MmokaszaTeneil kauectsa (D 0;=1);

;

N — KOJIMYECTBO MOKa3aTese KauecTBa, IPUHSTHIX U1 pacuéra (n=11).

BeiBoabI: DKcniepTHBIE U pacdeTHbIe MoKa3arenu kadectsa TO0 He Jal0T MOTHOU
KapTHUHBI YPOBHs KauyecTBa Oe3 omepanuii cpaBHeHHUs (¢ Apyroit (Gopmoi, ¢ Apyrum
CmocoOOM JOCTaBKH Tpy3a). Hampumep, Cpok JOCTaBKH Tpy3a IO KaKOW-Tu0o
TPaHCIIOPTHO-TEXHOJIOTHYECKON CXeMe He JaeT KJIMSHTY J0CTaTouHoi nHdopmaruu. s
BBIOOpa KITMEHTY HEOOXOJJMMO CPaBHEHHE ATOTO BapHaHTa JJOCTABKH C IPYTUMHU.

Takum 00pa3oM, MOXKHO CKa3aTh, YTO BCE ITOKA3aTENH KayeCTBA OTHOCHUTCIBHBI.
Pa3nuna nume B TOM, 4TO CpaBHEHHUE PAaCUETHBIX ITOKA3aTENIECH MPOU3BECTHU JIErYe, YeM
COIIOCTaBUMBIX II0KA3aTENEH, OLEHUTh KOTOPBIE MOYKHO TOJIBKO 3KCIIEPTHBIM METOA0M. B
TO € BpeMsi MHOTHE KayeCTBCHHBIC XapaKTEPHUCTHKH, CYOBEKTHBHO OIICHCHHEIC
KIMCHTAMH, MOTYT OBITh TOIBEPTHYTHl KOJNWYECTBEHHOMY H3MEPEHUIO CcaMoi
TPaHCIOPTHO-3KCIICAUIIMOHHON OpTraHu3anyell Mpyu HaIHYHKH pa3paOOTaHHOW METOIMKH
HX OLIEHKH.
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Abstract

Over a number of years the quality of production and services has been well below
in comparison with the other well developed countries, where you can lot upon promotion
of competitiveness the output product only when being aware of quality problem as
strategic and chosen and introduced one or another system of quality control at the
enterprise. Therefore, to be the owner at your own domestic freight market, the national
FFC should create the same level of services, as already offered by the foreign
competitors. The aim of the domestic FFE should be the involvement of the extra volume
of traffic at the expense of rendering more qualitative services, speedy delivery of the
cargo and etc.

The modern tendencies at the FFC market determine the necessity of some actions
on rising the quality of domestic FFE services. Despite a big actuality of the problems,
the matters concerning the rising the quality of FFS have been studied insufficient.

Therefore the quality of freight services on the domestic transport is still not high
in comparison with worldwide standards of well developed countries.
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One of the main reasons is lack of way of definition and estimation of transport
production quality scientifically grounded system of operation of this important resource
of competitive activity at the transport services market.

The adequacy of FFS quality to the standards and regulatory act, there is no any
sense to estimate the level of needs satisfaction by quality of services of such company.
However a simple conformance to national standard or technical requirements is not
enough to estimate the quality of FFS.

In conditions of market system, the quality should be determined not only by the
accordance with obligatory standard requirements but also the satisfaction of the
consumers.

However, the services (including freight forwarding) — very specific kind of
workmanships, therefore indexes of service quality are not applicable when appraising
the quality of services. FFS are notable for a big variety and heterogeneity, which allows
to create acceptable total classification indexes of service quality in such a way that it
well be possible to apply it when appraising the quality of any kind of services.

When appraising the level of FFS quality, it is necessary to specify summarized
complex index of quality. It is required for impartial assessment of competitive
possibilities of the organization, as well as for the assessment of actions efficiency
concerning upgrading, by comparing obtained complex index of quality.

The analysis of the requirements to the FFS quality shows their variety and
different proximity. This variety and irreducibility of the indexes significantly
complicates the process of appraising the FFS quality. Therefore, for the development of
the quality theory and working out of recommendations in connection with system
appraising of FFC index quality in market conditions it is necessary to have a new
approach to this problem, including updating of the structure and priorities of the main
indexes of the FFS quality.

The preference of freight service and kind of transport in combined transportation
should be made in accordance with freight service quality, rendered to the consumer.

With respect to the number of specified characteristics, the indexes of FFS quality
can be divided into singular and complex. The singular indexes specified FFS quality
(e.g. the stability of the transportation time; preservation or freight; complexity of
servicing; indemnity insurance; suitability of the documents to the international standards
and etc.).

Traditionally, only gross indexes like volume of traffic, cargo turn-over are used to
appraise the quality of the freight enterprise activity. But in the conditions of the market
system it is essential to consider such notions like “freight services”, “quality of freight
services”, the situation of the choice of freight services”. Therefore it inessential the
definition of complex index of the transport production quality (service).

Therefore, it is possible to say that all indexes of the quality are relatively. At the same
time plenty of the qualitative adjectives are subjective appraised by the customers can be
the subject of quantitative measuring by the freight-forwarding organization if any work
out methods of their appraisal
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