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Service Quality Should be Assessed

by the Clients Themselves

(TekcT cTartbu Ha aHI1. 3. — English text of
the article — p. 106)

B craTtbe npeacrassieH aHann3
AWNHAMUWUKN YPOBHSI Ka4YeCcTBa
TPAHCIMOPTHOIro 006CNY)XNBAHUS
rpysoBsiagesibLeB Ha OCHOBE A aHHbIX,
noJsiy4eHHbIX B paMKax peasinsaunmn
npoekta «vMHaekc ka4yecTBa». BbisiBsieHb!
aKTyasibHble TeHAEHLUU N UX NMPUYNHBI.
CopopmynupoBaHbl OCHOBHbIE
npob6sieMbl, NPensaTCTByIOLNE
nocsieqoBaTesibHOMY YJ1y4YLLUEHUIO
KayecTBa 006CNY)XMBAHUSI HA XXEN1€3HbIX
Aoporax Poccun.

KnroyeBsie cnoBa: xene3Has gopora,
TPaHCrIopT, 9KOHOMUKA, Ka4eCTBO,
rpy3oBnazae’sibLibl, TPaHCNOPTHOE
obcnyxuBaHue, MHPPacTPyKTypa,
MHOEeKC ka4ecTBa.
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KnneHtbl camm
OLLleHUBAIOT Ka4eCTBO
X 00Cy)XXUBaHNS

Coxoa06 FOpuii Heopeeun — 00Kkmop 5K0HOMUHECKUX
Hayk, npogheccop, 3asedyrouuil kagpedpoii «Punanco!
u kpedum» Mockoeckoeo eocyoapcmeenoeo
yHugepcumema nymeli cooouerusi (MUUT), Mockea,
Poccus.

UKOTO CErOJiHS, MoJiarai, He Halo

y0exaaTh, YTO MOBBILIEHNE Kaye-

CTBa TPAHCHOPTHOTO OOCIIYyXUBa-
HUS SIBJISIETCS BAXKHBIM U LI€JIECO00Pa3HbIM
CTpaTerMYeCcKUM PECypCcoM pbhIHKA MEPEBO-
30K. YTO Xe mpensiTCTBYeT OBICTPOMY
U YCMENIHOMY BKJIIOUYEHUIO 3TOTO pecypca
B TIPAKTUKY XeJIE3HBIX 1OPOT?

Bo-nepBbix — Macitadbbl 1 pa3HOOOpa-
31e paboThl XEJEe3HONOPOXKHOU OTpaciu.
ITo TakuM BumaM AeSITeNbHOCTHU, K IpUMe-
Py, Kak Trpy30Bble U MaccakupcKue nepe-
BO3KU, MPOU3BOICTBO U PEMOHT MOIABUXK-
HOTO cOcCTaBa, ynpaBJeHUE KaueCTBOM
npoayKuuu 0yaet uMeTb abCOIOTHO pa3-
Hoe conepxaHue. CiaenoBaTeIbHO, HE MO-
XKeT ObITh M 00lIeil, eNMHONH MEeTOAMKH,
MO03BoJIsIIOlIeN (POpMUPOBATH U OLIEHUBATH
Ka4yeCTBO Ha XKeJ€3HOIOPOXHOM TPaHCTIOP-
Te.

BTopoil mpuunHO# sABASIETCA TO, UTO
nepeBo3Ka Mo CBOE YKOHOMUYECKOU Cy-
TU — ycJiyra, He UMeolIasi IBHbIX MaTepu-
aJbHBIX CBOUCTB. B MpOMBIIIJIEHHOCTHU
MpOU3BEIEHHOE U3eJIue Bceraa npuobpe-
TaeT 3pUMbIE XapaKTePUCTUKU: TabapUTHBIE
pa3Mepbl, MPOYHOCTh, HAIEKHOCTh, LIBET,
CITOCOOHOCTD BBIMTOJIHATH 3aJaHHbIE DYHK-
muu 1 T.1. C mepeBO3KOoii ke BO3HUKAET



Ta0imuna 1

BanibHbie OlIEHKH KA4eCTBA TPAHCIIOPTHOTO 00CIY2KMBAHMS 110 OCHOBHBIM MOKa3atesim [6, 7]

TMokazarens | 2011 |2012

2013 2014

KayecTBa CeH-

TS0pb

WioHb

He-

Kabpb

Mapt

CeH-
TS0pb

CeH- HioHb

T40pb

Wionp

He-

Kabpb

Mapt Mapt

CpouHocth |42 53 46 45 46

JOCTABKU
(cobmone-
HIE CPOKOB
IIOCTaBKM)

41 53 37 45 53 58 62

CoxpaH- 76 76 77 82 84

HOCTb Ipy3a

83 84 85 83 84 82 83

IMonnora 40 61 64 67 73

VIOBJIETBO-
PEHUsI CIIpo-
ca Ha repe-
BO3KU

71 76 68 72 77 77 76

Purmunu- 40 43 52 52 53
HOCTb
(nepenaya
BaroHOB IO
Morpy3Ky/
BBITPY3KY

10 rpaduky)

52 60 50 49 57 61 60

Kowmrieke- | 39 44 58 56 58

HOCTb
(repeBo3Ka
«OT IBEpU
110 IBEpU»)

54 58 56 54 60 67 67

060611eH- | 50 56 61 62

HBII UHIEKC
(ro 13 moka-
3aTeJISIM)

63,5

66 66 62 63 67 68 68

npoobJieMa: KaK OLIEHUTh Ka4YeCTBO TOTO, YTO
HeJIb3s1 YBUIAETh, OLIYTUTDH Ha OILIYITh?

TpeTbs mpuynHa — HEOTPAOOTAHHOCTh
OTpAacCeBBIX PBIHOYHBIX MEXaHU3MOB.

WUctopuuecku Hanboablllee 3HaAaUYEHUE
B OTPAC/HM yIEJSUIOCH IIPeXkKae BCero Kade-
CTBY BHYTPEHHMX TE€XHOJOTUUYECKUX IPO-
1I€CCOB, YTO ITO3BOJISIJIO OCBauMBAaTh PacTy-
Uil 00bEM IEPEeBO30K CYIIECTBYIOIIUMU
napkaMyu TEXHUYECKHUX CPEeACTB, 9KOHO-
MUTh MHBECTULIMOHHBIE pecypchl [1].

B ycnoBusax pa3BuTHsS KOHKYPEHTHOTO
PBIHKA XEJIe3HOAOPOXKHBIX ITEPEBO30K MO-
BBILIIEHUE BHUMAHUS K KAYeCTBY OOCTYXU-
BaHMS KJIMEHTOB CTAHOBUTCS MPUOPUTET-
HBIM 1 XKU3HEHHO HEOOXOIMMBIM (DaKTOPOM
SKOHOMMUYECKOTro 0Jaromnoay4yus TpaHC-
MOPTHOMU KOMITAaHUMU.

MOHUTOPUHI UHOEKCA
KAYECTBA

Teopust KauecTBa TPAHCIIOPTHOIO 00-
CYXXMBaHUs MOAPOOHO U3JI0KEHA B HALIIUX
Tpyaax [2, 3]. BMecTe ¢ TeM mpakTuKa BHe-
JIPEHUSI METOMOB OLIEHKHU KaueCTBa JEMOH -
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CTpUpOBaJia HeJ0CTaTOYHbIe TeMIlbl. C 3TOi
TOYKU 3PEHUSI JOMOJTHUTEIbHBIM CTUMYJIOM
JUJISI BCEX 3aMHTEPECOBAHHBIX CTOPOH CTaJj
peanusdyemblii ¢ 2010 roga XypHaaoM
«PXKI-TTapTHep» u razeToii «I[ymok» mpo-
ekT «MHaeKc KayecTBa», B paMKax KOTOPO-
r0 €XEeMEeCSIYHO IIPOBOASITCSI OIPOCHI IPY-
30BJIaJICJIbLEB U OINPEAESIOTCS 3HAYECHUS
rmokasaTeJjieil KayecTBa TPaHCIOPTHOTO
0o0CIyXMBaHUS.

COop MHEHHUN PECNOHIEHTOB OCY-
LIECTBISICTCS MyTeM aHKETHUPOBAHMSI
M UHTEPBbIOMPOBAHUS, B MCCIEIOBAHUU
MIPUHMMAIOT y4aCTHE MEHEIKePbl BBICIIIE-
ro ¥ CpeIHEro 3BeHa KOMIIaHUI, KOTOPbIe
SIBJISIIOTCS II0JIb30BATEJISIMU YCJIYT Ha PhIH-
K€ I'Py30I1ePeBO30K MaruCcTpaJbHbIM Ke-
JIE3HOAOPOXHBIM TpaHcmopToM. Ormpa-
LIMBAaeMBbIM IIpeaaraeTcs OLEHUTh TEKY-
LIYIO CUTYallMIO 110 OTAEIbHBIM KPUTEPHU-
aM mo 100-06anxnpHO#N mKane
¢ knaccuguxkanmeii: 0-25 6ann0B — OlLIeH-
Ka «HEeYyIOBJIETBOPUTEIbHO», 25-50 —
«YIOBIETBOPUTENbHO», 50-75 — «Xxopo-
mo», 75-100 — «OTIUYHO».
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IToxkanyii, BIlepBbie CHCTEMHO U B Mac-
mrabax Bceil CTpaHbl BeEeTCS aHAIN3 YIOB-
JIETBOPEHHOCTU KJIMEHTOB YPOBHEM Kaye-
CTBa YCJIYT, MPEeAOCTaBISIEMbIX KEJIE€3HOM0-
POXHBIM TPaHCIOPTOM ITO IHMPOKOU HO-
MEHKJIaType noka3ateieil. Peanuszauus
MMpOeKTa OYeHb 3HAUYMMa JIJISI OTpacIeBOM
HayKM, KOTOpasi MmojydaeT AOTMOJHUTEIb-
Hble JaHHBIE IS aHAJIU3a, BO3MOXHOCTD
0oJiee MOJTHOTO U OOBEKTUBHOTO UCCIIEN0-
BaHUSI COCTOSTHUS TPAHCIIOPTHOT'O PHIHKA.

JwnHaMuKa psiga HanOojee BaXXHBIX I10-
Ka3zareJyiell KauecTBa TPAaHCITOPTHOTO 00CITy-
XKWBaAHUS MpeacTaBieHa B Tabauue 1.
O6ocHOBaHUE MPUOPUTETHOCTU UMEHHO
STUX TTOKa3aTejieil mpeacTaBieHo B [4, 5].

AHanu3upys IUMHAMUKY ITOKa3aTesel,
MOXHO OTMETUTH CEAyIOIIee:

1. JocTaTOYHO AMHAMUYHBIA POCT UH-
JleKca KauecTBa M OOJIBITMHCTBA BXOASIIIAX
B HETO IokKazaTeJieil B TeueHue OoJbleit
yactu 2012 roma MOXHO OOBSICHUTH BO3-
IeWCTBUEM ABYX KIIOUEBBIX (DAKTOPOB.
ITepBbiit — adbdexT HU3KOM 6a3pl. HeBbI-
COKO€ 3HaueHue uHaekca mo uroram 2011
roga (50 GasioB, rpaHUlIa OLIEHOK «YI0B-
JIETBOPUTEIBHO» M «XOPOIIO») CBSI3aHO
¢ mIpobJeMOil HEOTTaXXEeHHOCTU Ha TOT
MOMEHT HOBOI MOJEIHN B3aMMOIEHCTBUSI
YYaCTHUKOB MEPEBO30YHOTrO Mpoliecca
(OAO «PX]I», onepaTopoB, Tpy30BiaaeJib-
1eB). Bropoii ¢pakTop — Mepbl, IpUHUMAaB-
muecs B koHue 2011 u B teuenue 2012
rojga IJisl yAyJIICHUASI CUTyalluy (B 94aCTHO-
ctu, coznanue napka BCII, naBmiee moyo-
KUTEJbHBIN pe3yjbTaT, peXxae BCero —
Ha MEPBOM 3Tare).

2. IIpu ToM, 4yTO MeTOaMKA cOopa U 00-
paboTKn MHGOpMALIUU SBISICTCS HAyYHO
000CHOBAHHOW U BBIBEPEHHOM, HEU30EKHO
HEKOTOPOE BIMSHUE CYOBEKTUBHOCTU BOC-
MPUSTUS TPY30BIameIbllaMU CUTyalluN
Ha XeJEe3HOJAOPOXHOM TpaHcmopTe. Tem
He MeHee Takasi CyObeKTUBHOCTD ITPECTaB-
JIsIeT OOJIBLIYIO IEHHOCTH AJISI aHaIu3a, uoo
IMO3BOJISIET JeJIaTh BHIBOIBI O JUHAMUKE
OTHOIIEHUST KIMEHTOB K XEJIE3HOIOPOXK-
HOMY TPaHCTIIOPTY.

3. AHanu3 oOlleil BeJMYMHBI UHIEeKCa
KayecTBa 3a JBa roja HaOJMOAEHUUN maeT
OCHOBaHUE BBIAEIUTH OMpPEAEJCHHYIO 3a-
KOHOMEPHOCTb: POCT B Havaje rojga, cra-
OuIM3alus JETOM, 3aTeM — JIETHE-OCEHHU I
crag M ONSITh HEOOJBIION POCT K KOHITY

® MUP TPAHCIOPTA, Tom

,N24,C. 1

roga. Cama co0o0if HampaluMBaeTcsl mapali-
JIeJib C TIOMECSIYHOI JUHAMUKONH 00BbeMOB
MepPEeBO30K U UX HEPAaBHOMEPHOCTHIO0. Bo3-
HMUKaeT TaKasl B3aMMOCBSI3b: YeM BBIIIIE
CTIPOC Ha MEePEeBO3KM, TEM HUXE KauyeCTBO
MPEJTOCTABISIEMBIX YCIIYT.

4. KoHeyHo, 00 abCOJIOTHOM KOppeJs-
IIM1 TOBOPUTH HE TIPUXOIUTCS, 60OJIee TOTO,
pOJIb KauyecTBa Kak (hakTopa CTUMYJIMPOBa-
HUS cripoca siBisieTcsl beccnopHoli. Peub
WOET He O peaKIMu TPy30BJaneblleB
Ha ypOBEHb KauecTBa, a O COBIAJAeHUU
OIpeIeIEHHBIX XapaKTEPUCTHUK ITPEIOCTaB-
JIIeMBIX ycayr (oObeMa M KauyecTBa), TeM
0oJiee, UTO OIEHKM Tpy30BIajebllaMu
JaloTCs «MOoCT(PakTyM». XapaKTepHbIM sIB-
Jsietcs ToT ¢dakT, uto B 2012 1 2013 romax
MUHUMaJIbHBI YPOBEHb WHIEKCA MTPUXO-
IUJICS Ha OKTSIOpbh — Mecsll MakKcuMyMa
nepeBo3okK. CiienyeT OTMETUTh, YTO B3aM-
MOCBSI3b TYT HE TOJIbKO YMCTO (hopMaibHas,
OHa OOOCHOBBIBAETCS U C TOYKM 3PCHUS
3/IpaBOro cMbIcia. JleficTBUTENbHO, B YCIIO-
BUSX ITMKa cIpoca (110 CyTU — MPEBBIIICHUS
crpoca HaJ mpemjioxXeHueMm) OyayT cTpa-
JIaTh Takue rmokKa3aTed, KaKk HaJlnuue Ba-
TOHOB MJW TOJIHOTA YIOBJETBOPEHMUS
crpoca, a OLleHKHU TPY30BJIaIeIbIIEB 1O APY-
TMM TI0Ka3aTeJIsIM OTYACTH OyIyT 3aBUCETh
OT UX OOIIIEro HETaTUBHOTO HACTPOSI.

3HAYUTETbHBI HAYYHBI W TIpaKTUYe-
CKMIf MHTEpeC MpeACTaBIsIeT OlleHKA BIIM-
SIHUSI yPOBHS Ka4eCTBA HA TIPS bSBISEMBIiA
rpy30BIaJe/bllaMHi CIIPOC Ha TePEBO3KU.
ITonyyeHHBIE B X0/le pean3aiuu MpoeKTa
«MHaekc kayecTBa» MoMecsIuHbIe TaHHbIE
MMO3BOJISIIOT BHITIOJHUTH TaKylO OILEHKY
ImyTeM pacueta KO3 GUIIMEHTOB 2J1aCTUY -
HOCTWU CITPOCa, MOKa3bIBAIOIINX, HACKOJIBKO
W3MEHUTCS CIIPOC MPU U3MEHEHUU TIPUO-
puteTHoro akropa (B TaHHOM ciydyae —
KauecTBa) Ha 1%. PacueT BbIMONHEH MO-
CPEACTBOM COITOCTABJIEHUST TTOMECSIYHBIX
00BEMOB MEPEBO30K (C ITUMUHUPOBAHUEM
daxTopa Ce30HHOCTU) U TIOMECSIYHBIX 3HA-
YyeHUUl ypoBHS KadecTBa 3a 2012 rom.

KoadbunmeHT 31acTUYHOCTA OTHOCH-
TeJIbHO KadecTBa coctaBuia E=1,0, To ecThb
CTIPOC XapaKTepu3yeTcsl eNMHUYHOMN 3J1a-
CTUYHOCTBIO, KOT/Ia TIPUPOCT YPOBHS Kave-
CTBa TIPUBOJUT K TAKOMY Xe (B IIPOLIEHTHOM
BBIpaXKEHWU) IPUPOCTY cripoca. [1pu pacue-
T€ MCITOJb30BaHbI TaHHbBIEC TIO XeJe3HOI0-
POXHOMY TPaHCIIOPTY B II€JIOM, OTpacib

—-109 (2015)
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Tabumuna 2

Cdrepnl BIMSHUS YIACTHUKOB NMEPEBO30YHOTO MpoIiecca Ha odecneyeHne KauecTsa
TPAHCIIOPTHOTO O0CTYKHBAHUS

Non/m | [lokaszarenb kauecTBa Omnepatop | [lepeBo3uuk | Bnanenen nndpacTpyKTyph

1 CKOpPOCTb MU CPOK TOCTABKU TPY30B — + +

2 CoOXpaHHOCTb MEPEBO3UMBIX TPY30B + - +

3 IMonHoTa ynoBieTBOpeHUs cripoca Ha ne- | + + +
PEBO3KHU

4 PeryisipHOCTb T pUTMUYHOCTD OCTaB- | + + +
KU IPy30B

5 KOoMITJIeKCHOCTh TPAaHCTIOPTHOTO 00CTy- - + +
SKUBAHUS

6 TpancropTHast 06ecTieueHHOCTh TePPU- — — +
TOpUU

7 TpaHcropTHasi AOCTYITHOCTb MOJIb30Ba- + * +
TeJnen

8 BesonacHocTh MepeBo30K + + +

9 DKOJOTrMYHOCTh TPAaHCTIOpTa + + +

Vc10BHBIE 0003HAYEHUS: «+» — BIIMSIET, KaK MPAaBUJIO; «E» — MOXET BIIUATH B HEKOTOPBIX CUTYALUAX; «—» — KaK

paBuJIO, HC BIUSICT.

paccMaTpuBaiach Kak eIMHbBIN X035MCTBYIO-
LU CyOBEKT, y4aCTBYIOIINI B MEXKBUI0BO
KOHKYpeHL MU (Ha pbIHKE TpaHCIOpTa).
B aT10ii cutyanuu rpysosianesell, KoToporo
He yCcTpauBaeT KauyecTBO YCIYI, MPerocTaB-
JISEMBIX KeJe3HOAOPOXHUKAMMU, MOXKET
MepeiT Ha OIpyroil BUI TpaHCIOPTa WU
COKpPaTUTh 00BEM MPOU3BOACTBA MPOAYKIINU
(TIpM OTCYTCTBUU aJIbTEpHATUBHBIX BapUaH-
TOB MepeBo30kK). OUueBUAHO, YTO €CJIM pac-
CMaTpUBaTh XapakKTEepPUCTUKMU crpoca
Ha YCIYT'Y OTAEJIbHO B3SITOM XKeJIe3HOA0POX-
HOI KOMITAaHUH-0IepaTopa, TO 31aCTUIHOCTh
BO3pacTeT KpaTHO (110 CpaBHEHMIO C pacCuu-
TaHHOW BBbIIIE), MTOCKOJbKY MOSIBASIETCS
BO3MOXHOCTb BbIOOpa orepaTopa.

WHTepecHO, 4TO pacyeTr 3JIaCTUYHOCTHU
Cpoca OTHOCUTEJILHO YAOBAETBOPEHHOCTHU
KJIMEHTOB YPOBHEM TapU(HBIX CTABOK Aaj
pesyabraT E=0,53, T.€. 014 TeX ke ycaoBuit
1LIEHOBAas 3JIACTUYHOCTh Cpoca MOYTU B 2
pa3a HUXXE HEelLIeHOBOMU, YTO MOATBEPKIAET
HEOJHOKPATHO BBIIBUTaBIIUICS pa3iny-
HBIMU YYEHBIMU TE3UC O BBICOKOI 3HAUYU-
MOCTH KauyecTBa JJIs1 MPUBJIEUYSHUS KJIUEH-
TOB Ha TPAHCIIOPTHOM pbIHKE. B ycioBusix
pacTyuieil KOHKYPEHIIMU Ha PbIHKE XeJe3-
HOJOPOXHBIX MEPEeBO30K TMHAMUKA BEJIU-
YUHBI 9JJaCTUYHOCTU CIIpOCa MOXKET CIy-
JKUTh TaK>Ke UHAMKATOPOM UHTEHCUBHOCTU
KOHKYPEHTHOU 00pbhObl U OCHOBaHUEM JJISI
paccTaHOBKU MPUOPUTETOB CTUMYJIUPOBA-
HUS crpoca TPAaHCIOPTHBIMU KOMIAHUS -
mu [8].
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C yuyetoMm Toro akra, 4To MepeBO3KHU
IPY30B XeJIE3HOMIOPOXHBIM TPAaHCIIOPTOM
OCYIIECTBIISIIOTCS HECKOJIbKMMHM CyObeKTa-
MU pbIHKa — OIEpaToOpOM, MEePEeBO3YNKOM
M BianaesiblieM UHGPACTPYKTYPHI (ITOCIea-
HUe ABe (YHKIMMU MOKa 00beIMHEHBI
B OAO «P2X]l»), npencrapisieTcs lLiejieco-
00pa3HbIM pOaHaIU3MPOBATh BO3MOXKHO-
CTU BJIUSTHUSI CYOBEKTOB PhIHKA HAa KOHEY-
HBIIl ypOBEHb KauecTBa.

PaccMoTpeHre BO3BMOXHOCTHY BIUSIHUS
KaXXJI0T0 M3 3TUX Y4aCTHUKOB Ha MOBBIIIIE-
HUE KayeCcTBa TPAaHCIIOPTHOI'O 00CTyK1Ba-
HUs B pa3pe3e OCHOBHBIX IoKa3aTeixei
SIBJISIETCSI TIEPBBIM IIaTOM K OIIPEIeICHUIO
«TOYEK pOCTa» YPOBHsS KavyecTBa, COBEP-
IIEHCTBOBAHUIO HOPMATUBHBIX TOKYMEHTOB
B COOTBETCTBMU C PHIHOYHBIMU pealusiMu
[9]. ITo pe3ynbpTaTaM uccaenoBaHUN HaAMU
IIpOMU3BeJeHa cucTeMaTusanus chep BiIK-
SIHUSI CyObeKTOB PhIHKA Ha IPOLIECC YIIpaB-
JICHUST KauyecTBOM, 0000IleHHas B Ta0Iu-
e 2.

Kak BuAHO 13 3TOi1 TaOJAULBI, CYObEK-
TOB PBIHKA IO UX BO3MOXHOCTH BIMSTHMSI
Ha ypOBEHb Ka4yeCTBAa MOXHO PaHKUPOBATh
clienylonuM obpa3oM: Bianeliell nHdpa-
CTPYKTYDPBI, IEPEBO34YUK, OIEPaTOp.

4YTO MELLUAET POCTY?

AHan3 OLEHOK 1 OT3bIBOB IPY30BJIaJIE/b-
L€B, JaHHBIX B XOJle PeaJu3alun MpoeKTa
«MHnekc kayecTBa», MOKa3bIBAET, YTO yPOBEHD
Ka4yecTBa yCJIyT OPraHU3aL Ui KeIe3HOA0POXK-

CokosnoB 0. N. KnneHTbl CaMu OLLEHMBAIOT KAYE€CTBO UX OOCNYXXUBaHUS




HOT'O TPaHCITOPTa JOBOJIBHO HEBBICOK, OH CY-
IIECTBEHHO HWKE YPOBHSI, 3aIlpalliBacMoOro
puIHKOM. [laibHeiiieMy TMHAMUYHOMY POCTY
YPOBHSI KauecTBa MelaeT psint (haKTOpOB.

1. degpuuum xncene3rnodopoicHoil uHGpa-
CMPYKMYpblL, ee meppumopuanbHole OUCNPo-
nopuuu u omcymemeue 3Q)PeKmusHbix mexa-
Husmoe pazeumus. Okoso 10% mpoTsIKeH-
HOCTH CETU OTHOCUTCS K «Y3KHM MECTaM»,
3a nocjenHue 20 JeT ceThb He mpupacTaia
CKOJIbKO-HMOYIb 3HAYNUTEbHO, XOTS CyIIIe-
CTBEHHO U3MEHUJINCH CTPYKTypa U Teorpa-
(us rpyzonotokoB. CpenHsisi TycToTa CeTu
Kene3Hbix nopor Poccuiickoit Menepa-
mum — 5 kM/1000 XB. KM (1711 cpaBHEHUS:
B CIIA ToT Xe moka3aTejb COCTaBJISET
24,0, ®pannuun — 53,1, ®PI' — 96,4, Ka-
Hazge — 5,8, Kutae — 6,4), To eCcTh OHa sIB-
JISIeTCST HU3KOM (maxe ecii UMETh B BUJLY
0COOEHHOCTHU reorpadruyeckoro moaoxe-
Hus u kaumata Poccun). I[Tpu aToM rycto-
Ta CETW 3aMETHO pa3jiMyaeTcs M0 Peruo-
HaMm, MeHssch oT 26,2 kM/1000 KB. KM
B IleHTpanbHOM (deaepaJlbHOM OKpyTre
1o 1,3 B lanbHeBocTOUYHOM. ITTh CyOBEK-
TOB JIO CUX ITOP HE UMEIOT XKeJIE3HBIX TOPOT.
CneacTBUEM 3TOTO CTAajlO MCKJIOYEHUE
U3 XO3SIMCTBEHHOW NEeSTETbHOCTH 3HAUYM -
TEJILHOTO 00beMa MPUPOIHBIX, TPYIOBBIX
U IPYTUX PECypCOB, MajieHUe CIipoca Hace-
JIEHWsI Ha TOBapbl U yCIYTU, CHUXEHUE
3(pHEeKTUBHOCTU 9KOHOMUKHU B LIEJIOM.

O Hed(pPEeKTUBHOCTU AEUCTBYIOIIUX
TTOJIXO0B K PEIIeHUIO MTPOOIEMBbI pPa3BUTHS
MHOPACTPYKTYPHl TOBOPUT TOT (PaKT, UTO
crparerusi-2030 B 4acTH KeJe3HOJOPOXK-
HOTO CTPOUTEILCTBA ITOYTH Ha HYyJIe (M KpU-
3UC TYT TOJBKO OJHA M3 MPUYUH, OTHIOIb
HE eIMHCTBEHHasl), U €CJI1 HUYEro He Me-
HSTbH B IpaBMJIaX UTPHI, TO MBI TaK HUYETO
U HE TTOCTPOUM. MHOTHE TO/IbI KAYT CBOEH
peaju3anuu Takue UWHPpPacTpyKTypHBIE
npoekThl, Kak beakomyp (¢ 1996 1.), Ces-
cu6 (c 1983 1), BCM MockBa—Cankr-Ile-
TepOoypr (c 1988 1.).

HMnMeeT MecTo TakxKe 1eUIIUT JOKOMO-
TUBHOM Tsru. [Ipobiaema cpopmupoBaiach
eure B 1990-e roanl, Korga mocTaBKU JIOKO-
MOTHUBOB OBLJIM COBEPIIEHHO CUMBOJINYE-
ckumu — 10-30 eguaui B ron. Curyanus
B TIOCJIETHNE TOJBI CYIIECTBEHHO YIy4Ila-
ercd (tak, B 2012 rony OAO «PXKI» 3aky-
nuiao 532 J10KOMOTHUBA), OJHAKO OCTaeTCs
aKTyaJbHOM.

® MUP TPAHCIOPTA, Tom

ITpo6aema nedpurita UHPPACTPYKTYPhI
1 JIOKOMOTUBHOTO TapkKa ycyryoJsseTcs
MPOMUIIMTOM I'PY30BBIX BATOHOB, KOTOpbIE
3aKyrnaju KoMIlaHuu-omnepatopsl. Co3na-
HUEe MeXaHW3Ma MPUBJIeYeHUS UHBECTULINIA
B BaTOHHBII TTapK TOCPENCTBOM (POPMUPO-
BaHUSI pbIHKA OTEPUPOBAHUST TPY30BBIMU
BaroHaMM, He IMOJKPEIIEHHOE MeXaHU3Ma-
MU OOHOBJIEHUS B IPYTHX IMOACUCTEMax
JKeJIe3HOJAOPOKHOTO TpaHCIOpTa, MokKa
MPUBEJIO JIUIIb K TUCTIPOTIOPIINY B pa3BU-
TUU OTpacjiu, Korja MMeIuiics mapk
Ha 200-250 ThIC. BATOHOB IpeBHIIIAET pa3-
MEpPBI, KOTOPbIE CITOCOOHA BMECTUTh MH-
¢dpacTpykTypa.

2. Omcymcemeue uau Hecobaoerue Hop-
Mamueoe no 00AbUWUHCMEY NnoKazamesnelil
Kavecmea. B HacTosIIee BpeMsI HOpMUPY -
FOTCSI TOJILKO CPOYHOCTh JOCTAaBKU U CO-
XpaHHOCTh I'py30B. 17151 pacyeTa ux HOpMa-
TUBHBIX 3HAYCHU I TIOJIB3YIOTCS ITPaBUIAMK
WCUYUCIIEHUS CPOKOB JIOCTAaBKMU TPY30B
1 HOPMaMU e€CTECTBEHHON YyOBbIIN Macchl
TPY30B MPU MIEPEBO3KE KeJIE3HOTOPOXKHBIM
TPaHCIIOPTOM, KOTOpPhIe, K COXaJeHUIo,
HEeJIb3sT Ha3BaTh COBEPIIEHHBIMU, B ITOJTHOM
Mepe OTBEUYaIOIIUMU CETOIHSIIITHUM Peaiu -
aMm. Tak, MUHUMaJIbHAsI HOpMaTUBHAas
CKOPOCTb JOCTaBKM TPYy30BOM OTTIPABKU —
okosio 3 kM/4 (75 km/cytku). KoHe4yHo,
3/16Ch YYUTHIBAETCS HE TOJIBKO BPEMsI B IBU -
JKeHWU, HO ¥ COPTUPOBKA Ipy3a, BHITIOTHE -
HUe omepaiuii, TpeIyCMOTPEHHBIX TEXHO-
JIOTHEel MepeBO30YHOr0 Tpoliecca, u 1Ip.

XapakTepHO, YTO HOPMAaTUBHbBIE CPOKHU
JIOCTaBKU TIPU TIPOBEIEHUHN OIPOCa B paM-
Kax nmpoekTa «MHaeKc KauyecTBa» MOJIOXM -
TEJIbHO OILIEHUBAET JIMIIIb HEMHOTUM 0oJiee
IMOJIOBUHBI PECITOHAEHTOB. [1p1 3TOM B OT-
JeJIbHBIE TOABI B CPETHEM T10 CETH HOpMa-
TUBHBIE CPOKU MpPeBBIIIAIN (haKTUIeCKUe
B 1,5-2,5 pa3za. 3aBblllieHHUE HOPMATUBHBIX
CPOKOB IOCTaBKM IO CPaBHEHUIO ¢ (DaKTH -
YeCKMMU CHUXAeT KOHKYPEHTOCTIOCO0-
HOCTb XeJIE3HOJOPOXHOT0 TpaHCIOpTa
0 CPAaBHEHUIO C aBTOMOOUIbHBIM. B psine
cllydaeB Ipy30BiaesiblieB, BHIOMPAIONIINX
BUJ TpaHCIIOpTa, OTIyTUBaeT yXe cama
BeJIMYMHA HOPMATUBHOTO CPOKA IOCTABKH,
100 OHU He 3HAIOT, YTO ITA BEIMUYMHA, KaK
MpaBuUIo, OyIeT NepeBbImoHeHa (YMEHb-
meHa) Ha 100 u GoJiee MPOLIEHTOB.

HecmoTpst Ha TO, UTO B CpeiHEM TI0 ce-
TN (haKTUYEeCKOe BpeMsI JOCTaBKH CYIIECT-
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BEHHO HVMXXE HOPMAaTUBHOTO, 3HAUNTETbHAS
YacTh OTIIPABOK MPUXOIUT C OTMO3IaHUEM.
B 2012 roay B ycTaHOBJIEHHbBIE CPOKU MPU-
ObLIH TOJBKO 73% TIpyXeHBIX U MOPOKHUX
oTnpaBoK (Ha 9% MeHbliie, yeM B 2011 roxy,
TO €CTh UMEEeT MECTO TeHAECHIIMS K YXY/IIIIe -
HUIO TTIOKa3aTess), B TO BpeMsT KaK B 00JIb-
IIUHCTBE KEJIEe3HOMOPOXKHBIX KOMITAaHUM
3amagHoit EBponbl 3TOT MoKa3aTesb KoJie-
Gyercs B maTepBaie 91-98%.

3. Omcymcmeue pacnpedenenus QyHKUuUil
ynpasaenus Kauecmeom mexncoy yuacmHuka-
MU DbIHKA HCeNe3HO00PONCHbIX Nepeo3ok .
Cy1iecTByoNIMe 3aKOHOAATEJIbHbBIE aKThl
ObLIM BBEJCHBI B JeiicTBUE Ooyiee MecsTu
Jet Hazan. OHU perlaMeHTUPYIOT B3aUMO-
OTHOIIIEHUSI TTePeBO3YMKA U TPY30BJIalIe)b-
1a. [TepemernieHne rpy30B OCYIIECTBISICTCS
HECKOJIbKUMU CYOBEKTaMU: ONepaTOPOM,
MEePEeBO3UYMKOM U BJIaJIeblieM UH(PPaCTPyK-
Typbl. B CBSI3U ¢ 3TM BO3HUKAET PSII KO-
JIN3Uii, KOTOpBIE C OOJIBIIUM TPYJIOM MOTYT
OBITH pelleHbl B paMKaX HBIHEITHUX HOP-
MaTUBHO-TIpaBOBBIX akKToB. Hampuwmep,
€CJIM oTlepaTop He TMPeroCTaBUI CBOEBpe-
MEHHO BarOHBI JIJIs1 BBITIOJTHEHU S TIEPEBO3-
KM, OTBETCTBEHHOCTb 32 3TO B COOTBETCT-
BUM cO CT. 94 YcTaBa KeJIe3HOJTOPOKHOTIO
TpaHCTIOpTa HECeT MepeBO3YUK. 10 ecTh
TpeOyeTcss HopMaTUBHOE pa3TpaHUYeHUE
OTBETCTBEHHOCTH YYaCTHUKOB IMEPEBO30Y -
HOTO TIpollecca MCXOMsT U3 UX pealibHbBIX
BO3MOXHOCTEW 00€CneyruTh AOJXKHBIA
YpPOBeHb KaueCcTBa MepPEeBO3KH.

4. Omcymcemeue eOuHol MemoouKu OyeH -
KU 6BHeMPAHCROPMHO20 3P hekma npu npose-
deHuu Meponpusimuil no nOBblULEHUI) Kaue-
cmea. TpancopTHAast KOMITAHUS, CTPEMSICh
MOAHSTH KAYECTBO IMPEMOCTABISIEMBIX
YCJIYT, TOJIKHA 3HATh, JACT JIU OKUIaeMblii
pocT 3¢ deKT s KIueHTa U UMETh BO3-
MOXHOCTb PAaCCUMTATh BEJIUUYUHY TIPEITO-
JaraemMoro agdgekra. To MO3BOJUT Olle-
HUTbh 3aMHTEPECOBAHHOCTH KJIMWEHTOB
B HOBBIX ycJiyrax, a NMpu JaJbHeWIIei
MmpopabOTKe 11aroB COTPYAHUYECTBY, BO3-
MOXHO, TTPUBJIEYb I'PY30BJIAIEJIbIIEB K CO-
(bmHAHCUPOBAaHUIO MPOEKTOB, TPUHOCSIIINX
3HAYUTETbHBII BHETPAHCTIOPTHBIN 3D (DEKT.

Pemenne 0003Ha4eHHBIX MPO0JIEM Mpea-
1oJiaraeT NoBbICHTb 3()heKTUBHOCTH PAOOTHI
KaK OpraHu3anui xKeJje3H010P0KHOI0 TPaH-
CopTa, TAK M IPYy30BJiajie/iblieB U B KOHEY-
HOM cYyeTe — BCeil CHCTeMbl TOBAPOABUKEHUS
B Hallei CTpaHe.
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SERVICE QUALITY SHOULD BE ASSESSED BY THE CLIENTS THEMSELVES

Sokolov, Yuril., Moscow State University of Railway Engineering (MIIT), Moscow, Russia.

ABSTRACT

The article presents an analysis of the dynamics
of the level of transport service quality of cargo own-
ers based on data obtained in the framework of the

project «Quality Index». Current trends and their
causes are identified. The basic challenges to con-
tinuous improvement of service quality rendered by
the railways of Russia are formulated.

Keywords: railway, transport, economy, quality, cargo owners, transport service, infrastructure, quality

index.

Background. No one now, I think, will argue
that improving the quality of transport services is
an important and expedient strategic resource of
transportation market. What prevents the rapid
and successful inclusion of this resource in the
practice of railways?

Firstly — the scope and diversity of railway in-
dustry activities. In such activities, for example,
both freight and passenger transportation, manu-
facturing and repair of rolling stock, product qual-
ity control will have a completely different content.
Consequently, there can be no common unified
methodology to generate and evaluate the quality
on the railway transport.

The second reason is that transportation in its
economic essence is a service that has no obvious
physical properties. In the industry produced
product gets always visible characteristics: dimen-
sions, durability, reliability, color, ability to perform
specified functions, etc. As for transportation a
problem arises: how to evaluate the quality of what
you cannot see, feel to the touch?

The third reason is non-maturity of sectoral
market mechanisms.

Historically, the greatest value in the industry
was given primarily to the quality of internal pro-
cesses, allowing mastering the growing volume of
transportation with existing fleet of technical
means to save investment resources [1].

With the development of a competitive rail
transportation market an increased attention to
the quality of customer service becomes a priority
and a vital factor in the economic prosperity of the
transport company.

Objective. The objective of the authors is to
demonstrate main aspect of transport service
quality index formation.

Methods. The author uses general scientific
methods, evaluation approach, statistical method.

Results.

Monitoring of quality index

The theory of transport services quality is de-
scribed in detail in our works [2, 3]. However, the
practice of introducing quality assessment met-
hods showed insufficient rates. From this perspec-
tive, an additional incentive for all interested par-
ties became a project «Quality Index», realized
since 2010 by the journal «<RZD-Partner» and the
newspaper «Gudok», in which polls of cargo own-
ers are held monthly and values of indicators of
transport service quality are determined.

Gathering opinions of respondents is carried
out by means of questionnaires and interviews, the
study covers top and middle managers of compa-
nies that are users of the services in the freight
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transportation market by main railway transport.
Respondents are asked to evaluate the current
situation by individual criteria on a 100-point scale,
with the classification: 0-25 points — score «unsa-
tisfactory», 25-50 — «satisfactory», 50-75 — «good>,
75-100 - «excellent».

For the first time customer satisfaction level of
quality of services provided by railway transport on
the wide nomenclature of indicators is being ana-
lyzed systematically and across the country. The
projectimplementation is very important for indus-
trial science, which receives additional data for
analysis, a possibility of a more complete and
objective investigation of the transport market
state.

Dynamics of some of the most important indi-
cators of the transport service quality is presented
in Table 1. The validity of the priority of these indi-
cators is presented in [4, 5].

Analyzing the indicators’ dynamics, it is pos-
sible to note the following:

1. Enough dynamic growth of quality index and
most of its constituent indicators for most of 2012
can be explained by the influence of two key fac-
tors. The first is a low base effect. A low value of
the index in 2011 (50 points, the boundary of
scores «satisfactory» and «good») is related to the
problem of non-maturity of a new model of interac-
tion between participants of the transportation
process (JSC «Russian Railways», operators,
cargo owners) at that time. The second factor is
measures taken in late 2011 and during 2012 to
improve the situation (in particular, the creation of
attracted fleet of a carrier, which gave a positive
result, first of all — in the first stage).

2. Given that the procedure of collecting and
processing information is scientifically sound and
accurate, some influence of subjective perception
ofthe situation by cargo owners in railway transport
is inevitable. Nevertheless, such subjectivity is of
greatvalue for the analysis, since it allows drawing
conclusions about the dynamics of customer rela-
tion to rail transport.

3. Analysis of the total value of quality index in
two years of observation gives reason to find a
certain pattern: the growth in the beginning of the
year, stabilization in the summer, then — summer
and autumn decline, and again a slight increase
towards the end of the year. This suggests a paral-
lel with the monthly dynamics of the volume of
traffic and their unevenness. There is such a rela-
tionship: the higher is the demand for transporta-
tion, the lower is the quality of services provided.

4. Of course, we cannot speak about an abso-
lute correlation, in fact, the role of quality as a
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Table 1
Scores of transport service quality by main indicators [6, 7]

Quality indicator 2011 {2012 2013 2014
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Urgency of delivery (shipping 42 53 46 45 46 4
deadlines)

Safety of cargo 7% |76 |77 82 |84 |83 84 |85 83 |84 (82 |83

Complete satisfaction of demand |40 61 64 67 73 71 76 68 72 77 77 76
for transportation

Rhythm (admission of cars for 40 |43 52 52 53 52 60 50 49 57 61 60

loading / unloading according to
the schedule)

to door™)

Complexity (transportation “door | 39 44 58 56

58 |54 |58 |56 |54 |60 |67 |67

Generalized index (13 indicators)

50 |56 |61 |62

63,5166 (66 |62 |63 (67 |68 |68

factor stimulating demand is indisputable. It is not
a reaction of cargo owners to quality level, but a
coincidence of specific characteristics of the ser-
vices provided (volume and quality); in addition,
the estimates of the cargo owners are given «after
the fact». A characteristic feature is the fact that in
2012 and 2013, the minimum level of the index was
in October — the month of maximum transportation.
It should be noted that the relationship is not only
purely formal; it is justified from the point of view
of common sense. Indeed, in terms of the peak
demand (in fact - the excess of demand over sup-
ply) such factors will suffer as the availability of cars
or complete satisfaction of the demand and esti-
mates of cargo owners on other indicators will
depend in part on their general negative attitude.

Assessment of the level of quality impact on
demand for transportation presented by cargo
owners is of significant scientific and practical in-
terest. In the findings of the project «Quality index»
monthly data allow performing such an assessment
by calculating the coefficient of elasticity of de-
mand, which shows how demand changes when
you change the priority factor (in this case — the
quality) by 1%. The calculation is performed by
comparing the monthly volume of transportation
(with the elimination of seasonal factors), and the
monthly values of the quality level for the year
2012.

The coefficient of elasticity with respect to the
quality was E=1,0, i.e. demand is characterized
by a unit elasticity when the gain of quality level
leads to the same (in percentage terms) demand
rise. In calculation the data were used for rail
transport as a whole, the industry was considered
as a single economic entity involved in interspe-
cific competition (in the transport market). In this
situation, the cargo owner, who is not satisfied
with the quality of services provided by the railway,

can switch to another mode of transport or reduce
the amount of production (in the absence of al-
ternatives for transportation). Obviously, if we
consider the specifications of demand for indi-
vidual railway operating company, the elasticity
will increase multiply (as compared with the cal-
culated above), since there is a possibility to
choose an operator.

Itis interesting that the calculation of the elas-
ticity of demand with respect to customer satisfac-
tion with the level of tariff rates gave the result
E=0,53, i.e., for the same conditions price elastic-
ity of demand is almost 2 times lower than the
non-price, which confirms a thesis, repeatedly put
forward by various scientists, of high importance
of quality to attract customers in the transport
market. With growing competition in the rail trans-
portation market the dynamics of the value of the
elasticity of demand can also serve as an indicator
of the intensity of competition and the basis for the
prioritization of demand stimulation by transport
companies [8].

Given the fact that rail freight transportation is
carried out by several market players — operator,
carrier and infrastructure owner (the latter two
functions is united in JSC «Russian Railways»), it
seems appropriate to analyze the possible influ-
ence of market participants on the final level of
quality.

Consideration of the impact possibility of each
of these parties to improve the quality of transport
services in the context of main indicators is the first
step towards the definition of «growth points» of
quality level, improvement of regulations in line
with market realities [9]. According to the research
we have carried out the systematization of the
spheres of influence of market participants on the
process of quality management, summarized in
Table 2.
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Table 2

Spheres of influence of transportation process participants on ensuring the
quality of transport services

Ne | Quality indicator Operator Carrier Infrastructure owner
1 | Speed or time of delivery of goods — + +
2 | Safety of transported cargo + - +
3 | Complete satisfaction of demand for | + + +
transportation
4 | Regularity and rhythm of cargo + + +
delivery
5 | Complexity of transport service — + +
6 | Transport provision of the area — - +
7 | Transport accessibility of users * + +
8 | Transportation safety + + +
9 | Environmentally friendly transport | + + +

As can be seen from the table, market players
according to their ability to influence the level of
quality can be ranked as follows: infrastructure
owner, carrier, operator.

What hinders growth?

Analysis of the estimates and opinions of cargo
owners, given in the implementation of the project
«Quality Index» shows that the level of services
quality of rail transport organizations is quite low,
it is significantly below the level requested by the
market. A number of factors prevent further dy-
namic growth of the level of quality.

1. The deficit of railway infrastructure, its re-
gional disparities and the lack of effective mech-
anisms for development. About 10% of the length
of the network refers to the «bottleneck», over the
past 20 years the network has not grown any
significantly, although the structure and geogra-
phy of freight traffic has changed significantly.
The average density of the railway network of the
Russian Federation is 5 km/1000 sq. km (for
comparison: in the US the same figure is 24,0,
France — 53,1, Germany — 96,4 Canada - 5,8
China - 6,4), which means it is low (even if we
bear in mind geographical position and climate
of Russia). This network density varies markedly
across regions, varying from 26,2 km/1000 sq. km
in the Central Federal District to 1,3 in the Far
East. Five subjects still have no railways. The re-
sult was an exception of a significant amount of
natural, human and other resources from eco-
nomic activities, reducing the population’s de-
mand for goods and services, the reduction of
economy efficiency as a whole.

The ineffectiveness of existing approaches to
solving the problem of infrastructure is proven by
the fact that the strategy-2030 in terms of railway
construction is near zero (and the crisis here is only
one reason, but not the only one), and if nothing
changes in the rules of the game, then we will
construct nothing. For many years such infrastruc-
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Legend: «+» influences, as a rule; «t» can influence in some situations; «—» as a rule, does not influence.

ture projects as Belkomur (since 1996), Sevsib
(since 1983), HSM from Moscow to St. Petersburg
( 1988) have been waiting for theirimplementation.

There is also a shortage of locomotive traction.
The problem has emerged in the 1990s, when the
supply of locomotives was quite symbolic —10-30
units per year. The situation has improved in recent
years (for example, in 2012 JSC «Russian Rail-
ways» purchased 532 locomotives), but remains
relevant.

The problem of shortage of infrastructure
and the locomotive fleet is compounded by a
surplus of freight cars, which were bought by
companies-operators. Creating a mechanism
for attracting investment in car fleet by the for-
mation of the market of operating freight cars,
unsupported by the update mechanism in other
subsystems of railway transport, only led to dis-
parities in the development of the industry, when
the existing fleet exceeds by 200-250 thousand
cars the sizes that can be accommodated by the
infrastructure .

2. The lack of or non-compliance with stan-
dards for most quality indicators. Currently, only
urgency of delivery and safety of goods are nor-
malized. For the calculation of standard values the
rules for calculation of terms of delivery and the
rules of natural loss of weight of cargo during
transport by rail are used, which, unfortunately,
cannot be called perfect, fully meeting today’s
realities. Thus, the minimum standard rate of de-
livery of the consignment is about 3 km/h
(75 km/day). Of course, this takes into account not
only the time in motion, but also sorting of cargo,
execution of operations provided the technology
of transportation process, etc.

Characteristically, the standard terms of delivery
for the survey within the framework of the project
«Quality Index» are evaluated positively by a little
more than half of the respondents. At the same time
insome years, onaverage, over the network standard
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terms exceeded actual by 1,5-2,5 times. Overstate-
ment of requlatory delivery time as compared to the
actual reduces the competitiveness of rail transport
as compared to road. In some cases, cargo owners,
who choose the type of transport, are frightened by
normative value of the delivery term, for they do not
know what the value, as a rule, will be exceeded
(decreased) by 100 percent or more.

Despite the fact that on average on the network
actual delivery time is significantly lower than the
standard, a significant portion of shipments comes
late. In 2012, only 73% of the loaded and empty
shipments (9% less than in 2011, i.e. there is a
tendency to deterioration) arrived on time, while
in most of railway companies of Western Europe,
this figure varies between 91-98%.

3. The lack of distribution of quality control
functions between participants of rail transpor-
tation market. Existing laws were enacted more
than a decade ago. They regulate the relation-
ship between a carrier and a cargo owner.
Displacement of cargo is carried out by several
actors: operator, carrier and infrastructure
owner. In this regard, a number of conflicts arise
that can be resolved within current regulatory
and legal acts with great difficulty. For example,
ifan operator does not provide cars to carry out
transportation timely, the responsibility for this
in accordance with Art. 94 of the Charter of the
railway transport is borne by the carrier. That is
a regulatory distinction of responsibilities of the
transportation process participants is required
on the basis of their real possibilities to provide
adequate quality of transportation.

4. The absence of a uniform methodology for
assessing outside-transport effect in the measures
to improve quality. Transport company, seeking to
raise the quality of provided services should be
aware if the expected growth gives effect to a
customer and is able to calculate the intended
effect. This allows evaluating the customers’ inte-
rest in new services, and with the further elabora-
tion of steps to cooperate may attract cargo own-
ers to co-finance projects that bring significant
outside-transport effect.

Conclusions. The solution of designated
problems suggests how to increase the efficiency
of rail transport companies and cargo owners and
ultimately — the entire system of goods movement
in our country.
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