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TMOPTHOM KOMIIaHUHU, TeM 0oJjiee CTOJIb Mac-
Ha npumepe 6ustec-6noka «Maccaxupckme ~TAOHOM, Kak xommuHr «P2K]l». Kayectso
nepeso3kun» socrniponssogarcs ACCAKUPCKUX NMEPEBO3OK UMECT CTPATCTU-
B3anMO3aBUCHMbIe Liesv xonguHra «P)K/» 4eCKU BaXXKHOE 3Ha4Y€HUE, TOCKOJIbKY UMEHHO
B OTHOLLI€HWUM MOBbILLEHNS Ka4eCTBa  OHO OITpelesisieT BbIOOp MOTEHIMAaIbHOTIO
OGC/Iy)UNBAHNS KIINEHTOB Ha OCHOBE g ryieHTa B ITOJTB3Y KEJIE3HOIOPOKHOTO TPAHC-
cTaHpapTuaaumn yenyr. [okasaHbi Tpn 51, Tlacca)up B OTIHYKE OT FPY3a MOXKET

MaTpuLbl CUCTEMBI YrIPaBeHns1 — COGCTBEHHO T Y T o e
nepeBo3ku, yC1yru BOK3abHOro KoMriaeKca, n yp p p

nonyyenme nHpopmaumy u nogrotoka ¥ B 33BUCHMOCTH OT 3TOTO IPUHATH PEILICHNE
k noesake. KommeHTupyioTcs HazHa4eume O I10JIb3OBAHMM TEM WJIM MHBIM BUIOM TPpAaHC-
MexzayHapoaHsix u peaepansHbix  TTIopTa. Ho Takoro poma BBIOOp — TOJIBKO
cTaHfapToB, HOpMaTuBHasi 6a3a ypoBHs  BepXxylllKa alicbepra, B IMOJBOIHON 4acTU
«PXK3», noAxoAb! K CUCTeMHON OLeHKe g oToporo MpoTeKaeT OrPOMHOE KOJTNUYECTBO
kayectBa ycnyr. lNocneaHee onpeagensert, no BU3HEC-TPOLIECCOB, OKA3BIBAIONIMX HEMO-

MHEeHWUI0 aBTopPoOoB, Bblﬁop noreHunasibHbIM
KIMEHTOM NpUOpMTETHOro NS cebs Buga  CPCACTBEHHOE BIMSHNIE HA KAYECTBO KOHeu-
Tpancriopra. HOTO TIPOJYKTa (puc. 1). CreneHb BIMSHUS
KaXJI0ro Mmpolecca Ha KOHEUHBIN pe3ysIbrar
Knto4esble croBa: xenesHas A0pora,  paszguyHa, MOITOMY OJHM HECOOTBETCTBUSI
naccaxupekne Nepesoskk, CTaHAAPTbLl,  wayecTRa 0GCITYXKMBAHUS OKUIAHUSIM KINEH-
Ka4ecTBO yCJ1yr, cucrema MeHeaKMeHTa
kavecTsa, NoTpebuTensckue TpeboBaHus, TOB MOXHO GbICTPO YCTPAaHHTD, APyrie — Tpe-
KIMEHT, MATPULIA YCAYT, OYIOT IJTUTEILHOTO BPEMEHU IS UX YCTpaHe-

L JUCE
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— CocToAHMe 0GLeK TOB MHAPACT PYKTYpbI

C

cpencTe?

— HenocpencTBeHHO NpoLecc Nofyyenus ycnyre
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Tpaduk AswKenwst:

" yenyra

PemoHT 1

Texmeck0e OBCTYKMEAHHE M PEMOHT OBLEKToR MH

—— MpoacTupoBaHe MHAPACTPYKTYPLIT "%

—  KOHCTPyWpOBaHVie NOIBVDKHONO cocTaBa?

nepconana pa:

Puc. 1. Ka4yecTBO TpaHCMOPTHOIro 06CYXXNUBaHUS.

Ta6mmma 1
Mannua ycayr «l'laccamnpcnme NepeBO3KN»
bazoBblit DKOHOM Busnec Jloke
BbICOKOCKOPOCTHBIE v v
JlanbHee clienoBaHue v v v v
TTpuroponHbie v
IpuropogHbie sKcIpece v v
TpancdepHbie v v
Toponckue v
v — pa3paboTaHHbII CTAHIAPT.
Ta6amua 2
Marpuua «YcJayra BOK3aJdbHOT0 KOMILIEKCa»
Bueknac- | I xmacc Il xmacc |1l kmacc |IVxmace |OIT [nar-
CHBI opmbr
CripaBoYHO-UH(MOPMAIIMOHHOE | v/ v v v v v v
o0CyX1BaHUE
Bunerno-kaccoBoe oocmyxu- | v v v v v v
BaHMe
3aJTbl OKUIAHUST v v v v v
Yeayru caHUTapHBIX KOMHAT v v v v v
MeauumHckue yciayru v v
Kawmeps! xpaHeHUst v v v v
Yenyru cBsizu v v v
3aJTbl OBBIIIEHHO KOMDOPT- |V v
HOCTHU
KOO0 u KMuP v v
Yenyru cepBUCHBIX LIEHTPOB v v
VYenyru niepemMentieHus baraxka | v

v — CTaHIapTU3UPOBAHHAsT yCIIyTa.

B wacTHOCTH, Te TEXHMKO-TEXHOJIOTHYEC-
CKHe TpeboBaHUS K MHPPACTPYKType U Tep-
CITIEKTUBHOMY IMOJIBIKHOMY COCTABY, KOTOPBIE
CETOIHS 3aKJIaIbIBAIOTCI Ha 3Tare MPOCKTH -
POBaHUS, IECATKM JIET OYAYT BIUSITh Ha Kade-
CTBO MaCCaXXMPCKUX MEPEBO30K, a 3HAYNT U Ha
WX KJIMEHTOOPUEHTUPOBAHHOCTH M KOHKYPEH-
TOCITOCOOHOCTbh. BaskHO TOHMMATH, UTO B ITPO-
mecce CO3MaHWS KauyeCTBEHHOM YCIyTH TS
raccaxXrpa Ha XeJIe3HOTOPOXKHOM TPaHCIIOp-
Te 33 ICTBOBAHBI MHOTHE OM3HEC-CIMHUIIBI,
B TOM uMcie buszHec-0J0k «Ilaccaxupckue
TIEPEBO3KM».

® MWP TPAHCIOPTA, Tom 14, N2 2, C. 132-142 (2016)

IMaccaxupckuii 6u3Hec-0J0K XOJAMHTa
«P2KI» siBiIsieTcsI IeHTPOM OTBETCTBEHHOCTH
3a 0becTieyeHre KJIMEHTOOPUEHTHPOBAHHOTO
00CTYy>KMBaHUS TTACCaKUPOB C MapaMeTpamMu
KayecTBa, COOTBETCTBYIOIIMMU MUPOBBIM
cTaHAapTaM.

OcHOBHBIE TpeOOBaHUS K Ka4eCTBY YCIIyT
copMUpPOBaHBI COTJIACHO TPEM MaTpUIlaM:
«[Taccaxxupckue nepeBO3KU», «YCIYIM BOK-
3aJIbHOTO KoMILIeKcay, «[loayyeHue nHdop-
MaIlu 1 TTIOTOTOBKA K TTOe31Ke» (YyTBEepXKIe-
HBI IPOTOKOJI0M OT 17.06.2013 Ne KYB-1)
(Tabmuibl 1-3).

BakyneHko C. ., Konbinoea E. B., Kynukoea E. b. CTaHaapTU3aumnsa Ka4ecTBa: OPUEeHTUPbI U TpeooBaHus




Tabamna 3

Martpuua yeayr «Iloaydenue undopmManyu ¥ NOArOTOBKA K MOe3IKe»
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JInunoe WHudopmanus B Kacce v v v Yenyru BoK3aJabHOTO KOMILIEKCa
obmeHue Wndopmauus Ha uHdpopma- | v v
LIMOHHOM CcTOMKe
Dnexr- Hndopmarus 8 TTC v v v v v v
POHHbIE u BITA
CCpERCE WHbOpMaLOHHbIE Tep- v v
MUHAJTBI
Yenyru, ENUCIL] v v v v
Npenocras- | CMC u MMC ornosetieHue | v v v
JIsIeMBbIe TI0 K Y Y ¥ Y Y Y Y
Tenebory OHCBEPXK-CEPBUC
WMurepHer- | Caiit rzd.ru v ero MOOWIb- |V v v v v v v
CEepBUCHI HBIE CEPBUCHI
OroBenieHue Mo 3JEKTPOH- | v/ v v
HOIA royre
web-MecceHIKepbl v v v

v/ — CTaHJapTU3UPOBAHHAsI yCITyTa.

Ha Hauano 2016 roga pa3paGoTaHbl 1 Aeii-
cTByIOT Oosiee 20 oTpaciieBbIX CTaHIAPTOB,
yCTaHABJIMBAIOIIMX TPEOOBAaHMS K KaueCTBY
YCIIYT, B TOM YMCJIe OTAEJbHBII CTaHIapT,
OPMEHTUPOBAHHBIN Ha ITOBHIIIICHNE KaueCcTBa
00CTy>KMBaHUST MaJIOMOOUJIBHBIX TPYITIT Ha-
cenenust — CTO PXKII 03.001-2014 «Ycnyru
Ha XeJIe3HOIOPOKHOM TpaHcmopte. TpeboBa-
HUST K 0O0CJIY>XXMBAaHUIO MaJTOMOOUMIbHBIX
accakupoB».

O6Lme cTaHaAPTbI MEHEMKMEHTa KavecTsa ycryr

FOCT P 51004-96 «Ycryru TpaHCropTHbIE.
Maccaxunpck me nepesosk M. HomeHknarypa
nokasarerei Ka4yecrsa»

CTO PXJ 03.001-2014 «Ycryru Ha »ene3HQoaopaKHOM
TpaHcnopTe. TpeboBaHUsA K OOCITYKUBaHUIO
MarioMoGMITbHbIX NaccaXmpoB»

CTO PX/ 08.018-2013 «Y npaBneHue XenesHo-
[OPOXKHBIMY BOK3arbHbLIMU KOMIIIEK CaMu.
OcHOBHbIE NONoOXeHWsA» U CTaHAAPTbI KavecTBa
0GCITy>KMBaHUA NAaCcCRKMPOB COrNacHo MartpuLiam
ychyr, yTBepXaeHHbIM npesngeHTom OAO «PXK[O»

B cranmaprax coaepxarcsi MOoTpedu-
TeJbCKHE TPeOOBaHUS K MapamMeTpaM OC-
HOBHOW YCJIYT'M — MEePEeBO3KHM Maccaxupa:
BpeMs B MYTU CJAeIOBaHUS, MEPUOIUY -
HOCTb KYpCUPOBaHUs MacCakUPCKUX MO-
€3/10B, TOYHOCTh COOJIIOCHUST pACTTUCAHUS
U T.A., IpU 3TOM OOJbIIOE BHUMAaHME
yIEJEeHO KauyeCTBY COMYTCTBYIOIIUX U 10-
MOJTHUTEBHBIX YCIYT, MPeI0CTaBISIeMbIX
rnmaccaxupam.

MexyHapoaHsie
nco

MexrocynapcTBeHHbIE
T'OCT

Haunonanbubie
TOCTP

Ha ypoBHe opranuzanunu:
CTO u CTK

Puc. 2. CtaHpapTel B o6nactu obecrne4eHuss Ka4ecTsa naccaxvipckunx rnepeso30K.
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a)

YCrIoBMIA pes
HOBbIE TEXHOJIOTHI B TIEPEBO3KAX, HHTCTPAIINS B
emnyio TpaKCHIOpTHYI0 1 Gidtec
undpactpykypy. passirrie BCM,
MYIBTHMOTTIbHBIX H HHTEDMOTATHHbIX
neperozox

PocTt TpeboBaHmii kK Ka4yecTBy
0BCIyKUBaHUA

HoBaiii yposens TpeGoaiitii 10 kowopriocti,
GE30MACHOCTH, HiKOPMHPOBARHOCTH

e1e3HOIOPOKHBIX BOK3J

Hosble BbI30BbI

VIHTEpHET M MOGITIbHbIE CPEACTBA CBASH,
Pa3sBHTHE HHHOBALHORHOI MOGHABHOCTH

ek XK

6)

Wamesenme ycnosuin
PeAiTenbHOCTH
HOBHIC TEXHOOTHH B TIEPCBOTKAX, HHTET paItA
B CIUIYI0 TANCTIOPTHYO 1 OH3IeC
ungpactpyktypy. passimie BCM,
NYTETHMOTATHITX H HITEPMOTATHHX
nepesoiox

PocT TpeGoBaHMiA K KauecTay
0BCIyKUBaHUS

OPOIKHBIX BOK3ATOB

Hogble BbIz0BbI
HITepHeT i MOGHIBHIE CPETCTBA CEsH,

Tupexuus xere
IlentpanbHas au

Cm:rema Meuem(mem-a KavecTBa

IMaccaxupckuit
KOMIITIEKC

cast KOMITAaHUA
OPOCTHOTO COOOIICHHS

DejiepanbHas Macca

LlenTpasnbHas 1y

BvHamn4HoCTL
4

YnpaensemocTs

BesonacHocTb

Kauecrso

[ =]
[ Jdxbex TMBHOCTL

[

[

(OpHEHTMPOBAHHOCTL Ha
KnvenTa

Puc. 3. CTpykTypa naccaxupcKkoro komnieKca: a) 4o BHEAPEHUs1 CUCTEMbI MeHeA)XMeHTa Ka4ecTBa; 6) nocne
BHeAPEHNs CUCTEMbI MEHEDKMEHTA Ka4eCcTBa.

Co3naHue HOPMAaTUBHOI 0a3bl YPOBHS
OAO «P2K]I» nmeeT psi mpeuMyIIecTB, OTHO
M3 KOTOPBIX — OBICTPBII MPOLIECC COrJIacoBa-
HUSI, YTBEPKICHUSI M BBOJIA B IICIICTBUE JTOKY -

KoHCTpyK LMOHHbIE
0COGEHHOCTHU

raGaput PUL|

MEHTa, a CYIIECTBEHHBIM HEOCTATKOM SIBJISI-
€TCs OTCTPAaHEHHOCTh HOPMATUBHOM Ga3bl OT
BHELIHUX KJIMEeHTOB. [ToaToMy mtst hopMupo-
BaHM y MOTEHIMATBHBIX TACCAXUPOB MOJIO-

WYWwWew w

Puc. 4. Mpumep knaccudmukaumm yciyr ¢ TOHYKU 3pPEHUs IPON3BOANTENIS U B NPEACTaB/I€HUN KJINEHTA.
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Puc. 5. CTpykTypa cuctemsbl ob6ecrnevyeHuns Ka4ecTsa rnaccaXmupCcknx nepeBo3oK.

CTaHZapTm3auna ycnyr, oKkasbl BaeMbl X
naccakupam B noesgax U Ha 0ObekTax

naccaXxnpcK o MHPpPaCT pPyKTypbl

.

(" HABOP u MAPAMETPbI Y CJY T, okasbisaembix
naccakvpam B BaroHax pasfinyHoro ypoBHA
KoMdopTa 1 Ha 06beKTax NHMPACTPYKTY bl

L PasfIMUHOro Knacca )

p

KPUTEPUW KAYECTBA OLEHKW YCHYT,
OKa3blBaeMblX MacCak1Mpam B BaroHax PasfiMyHoro
Y POBHSA KOMopTa 1 Ha 06beKTax NHGPaCTPyKTypbl
\_ pasnMuHoro Knacca

( KOHTPOJIbHbIE 3HAYEHWA KPUTEPUEB

KauecTBa OLIeHKU YCITyT, OKa3blBaeMbIX Maccaxupam
B BaroHax pasfiMyHoro ypoBHsA komdopra 1 Ha
\_ O6beKkTax NHPPaCTpyKTypbl PasIMYHOro Kacca

M paBuna OUeHKN KayecTBa yCnyr,
OKa3blBaeMbl X MacCaKnpam

&

(" EOVHASA METOOMKA OLEHKM KAYECTBA )
YyCnyr, OKa3blBaemblX Maccaxnpam B BaroHax
Pa3NMUYHOro YPOBHS KOMQOPTa 1 Ha ObbeKTax

\_ MHOPACTPYKTYPbl PA3NMYHOro Kacca )

MOPALIOK v MPABUMA MPOBEJEHMA |
KOHTPONA n OUEHKW KauectBa ycnyr,
OKa3blBaeMblX NacCaKMpam Ha »Ke/lesHO4OPOKHOM
L TpaHcropre )
4 N\
AHAJIU3 1 PABOTA C PE3YJISTATAMM ouerkin
KayecTBa yCyr, OKa3blBaembIX Maccaxxmnpam Ha
KenesHo4OpPOKHOM TpaHcnopTe
\\§ J

Puc. 6. Tpe6oBaHus Kk coaepxaHnio LOKYMEHTOB CUCTEMbl MEHEA)XXMEHTA Ka4eCTBa NMNacCaXxupCKnX nepesBo3ok.

JKUTEJBHOTO MpPencTaBIeHUsI 00 oobemax
U Ka4yecTBe XKeJIe3HOIOPOKHBIX YCIyT He0O0-
XoIMMa ellle M pa3paboTKa HallMOHAJTbHBIX
WJIA MEXTOCYIapCTBEHHBIX CTAHIAPTOB.

CylecTByloIle MeXIyHapOIHbIE CTaH-
JIapThl KacaloTCs KauyecTBa OOCTy>KMBaHUS
KJIMEHTOB B 11€JIOM, HE YIYUTHIBasi OCOOEHHO-
CTEM KeJIE3HOAOPOXKHBIX IIEPEBO30K B HAILIEU
CTpaHe, ee KITMMaTUIECKUX, TeorpadyuecKux,
TeOTOJIMTUIECKUX, COLIMAaTbHO-3KOHOMUYE-
CKUX U Apyrux oTiuumit (puc. 2). U ato 3a-
TPYIHSIET peaan3aliio MOCTAaBICHHBIX XOJI-
nuHaroM «P2KJI» 3agay.

OTaenbHbIe MoApa3aeIeHUS MacCakKMPCKO-
ro koMmruiekca euie B 2010 rogy npennpruHuma-

® MWP TPAHCIMOPTA, Tom 14, N2 2, C. 132-142 (2016)

JIK TIOTIBITKY Pa3pabOTKU M MCIOJIb30BaHUS
MECTHBIX HOPMaTUBHBIX JOKYMEHTOB B 00/1aCTH
obecrieyeHusT KayecTBa YCJIyI U METOIUK €ro
OLIEHKM, 4TO MTOATBEPKIAET AKTYaTbHOCTh CTaH-
Japtusanuu. B 1o ke Bpemst TIOKabHbIE METO-
JUKW 1 HOPMAaTHBHBIE aKThl HE MO3BOJIVIIN
copMUPOBaTh EIMHOE CUCTEMHOE TOHUMaHUE
YPOBHSI KauecTBa 00CIY>KMBaHMsI KJIMEHTOB.
JeiicTBylolue 1 pa3pabaTbiBaeMble CTaH-
JapThl, KaK MMPaBUJIO, YYUTHIBAIOT TOJbHKO
rnapaMeTpbl KayecTBa YCJIyT, MpeaoCcTaBiIsie-
MBIX BHEIIHUM KJHMEHTAM — IaccaxKupam.
OmHako 111 psiga OU3HeC-eNUMHULL (TUPEKIINKI
JKEJIE3HOMOPOXKHBIX BOK3AJIOB, LIEHTPAJIbHOMN
JUPEKLIMU MAacCaKUPCKUX O0YCTPOICTB, Ha-
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MpUMep) BHEIITHUMY KJIMEHTaMU MOTYT U SIB-
JIATBCS apeHIaTOPhl MX TIomaneit. Kpome
TOTrO, HEKOTOPBIE CTPYKTYpbl OM3HEC-010Ka
«[Taccaxkupckue mepeBo3KM» IMPETOCTABIISIOT
YCJIYyTU M BHYTPEHHUM KJIMEHTaM (JIOITyCTUM,
IIeHTpadbHasl JUPEKIIUST MOTOPBArOHHOTO
MOJBUXKHOTO COCTaBa CIAeT MPUTOPOTHBIM
MacCaXXUpPCKUM KOMITAHUSIM B apeH/1y MO/ -
BWDKHOM COCTaB, TUPEKIINSI KeIe3HOI0POXK-
HBIX BOK3aJIOB M ILIEHTpajlbHasl TUPEKIINS
MaCCaKUPCKUX 00YCTPOMCTB — TUTOLIAIM JIJIST
OKa3aHWsI OMJIETHO-KACCOBBIX M MH(OpMAIIM-
OHHO-CITPaBOYHBIX ycsyr). PasHormacus,
BO3HUKAIOIIINE TIPU 3aKITIOYEHUU TOTOBOPOB
Ha TT0/I00HBIEC YCIYTH, CBSI3aHBI B TOM YMCIIe
M C OTCYTCTBMEM HOPMATUBHOI 0a3bl, TIpe -
MuUchIBalolell YeTkre YHU(PUIIMpOBaHHbBIE
TpebOBaHMS K KauyeCTBY IPOIIECCOB Ollepa-
U, HETTOCPEICTBEHHO BIMSIONINX HA Kaue-
CTBO KOHEYHOTO TPOIYKTa, MPeIaraeMoro
BHEIIHEMY KJIHUEHTY (MaccaxXupy).

Cucrema MeHeIKMEHTa KauyecTBa YCIIyT
naccaxupckoro komruiekca xoaauHra «P2KJ1»
JIOJDKHA B pAaBHOM Mepe YIUTHIBATh UHTEPECHI
BHEITHUX U BHYTPEHHUX KJIMEHTOB, a TAaKXKe
JIIOOBIX IPYTUX OM3HEC-0JI0KOB, B YACTHOCTU
TaKoro, KaK «’KeJe3HOomopOKHbBIE TePEBO3KN
1 uHbpacTpykTypa». Ocodo clioxkHO odecrie-
YUTb BHICOKUI YPOBEHDb Ka4eCTBA B TIOCTOSTH -
HO MEHSTIOIIMXCST BHEITHUX 9KOHOMUYECKUX
¥ TIOJINTUYECKUX YCJIOBMSIX. bricTpoTeuHoe
pa3BUTHE TEXHUYECKUX BO3MoKHOCTel MH-
TepHeTa 1 MOOMJIBHBIX OTIEPAaTOPOB TaKXKe
OpocaeT HOBbIE BBI3OBHI. M Tem Gojee He
YJIy4YIIaeT CUTYaInio OOJIbIIOE KOJTUIECTBO
YYaCTHUKOB OOCITYy>KBaHUSI.

IpaMOTHO BBICTpOEHHAsI CUCTEMa MEHEIK-
MEHTa Ka4yeCcTBa MOXET CTaTh MPOYHBIM (DYH-
JTAMEHTOM JUTSI BBICOKOA((MEKTUBHOMN 1 KITH -
€HTOOPUEHTUPOBAHHOI pabOThI, MTO3BOJIUT
MOBBICUTH YIIPABISIEMOCTb OTAEJIbHBIMU €€
y4JacTtkamu (cdepamu) U Bceil 1esiTeTbHOCThIO
xoJiguHra (puc. 3).

Pa3paboTke psiga cTaHAAPTOB JOJKHBI
MpealecTBOBATh KaTaJOTU3AIUsI YCIyT
U OoTIpelesieHrue OCHOBHBIX MMapaMeTpoOB
W KPUTEPUEB OLIEHKM KavyecTBa KaxKIoW M3
HuX. CI0XHOCTh KaTaJOru3aluy CBs3aHa
C TEM, UTO, JIOTYCTUM, TEXHUYEeCKasl KJTaCCU-

dukalus moes3aoB (HampuMmep, Mmaccaxup-
CKHMX TI0 TMIIaM TTOABMKHOTO COCTaBa, CKO-
POCTH U T.ZI.) HE COBITaJaeT C UX MapKETUH-
roBoil Kylaccudukamnuein (C TOUKU 3peHUs
KiueHTa) (puc. 4).

C TOYKM 3peHMS TEXHUIECKUX TTapaMeTPOB
MOJIBVXHOI COCTaB TpeOyeT pa3IMuyHOro 00-
CIYKMBaHWUS, a 3HAYUT Pa3IMYaloTcs U Tpe-
0OBaHMUSI K KaUueCTBY 3THUX paboT, HO B TO Xe
BpEMST X KaUeCTBO CKa3bIBAETCs HA ITOTPEOU -
TEJTBCKUX XapaKTepUCTUKAX MepeBO3KM, Ha-
YrHas OT obecreueHus 6e30TacCHOCTH JIBU-
JKEHMST, HEOOXOIMMOI CKOPOCTH, TUIABHOCTH
Xo/la M 3aKaH4YMBasi KOM(MOPTOM IMaccakup-
ckoro Mecta. Kpome Toro, Haimmaue 60JIbII0-
ro yucia «IIpOAYKTOBBIX MPENT0XKEeHUN»
B OJTHOM U TOM K€ CETMEHTE IMepeBO30K (CKa-
JKEM, Toe3/1a JaJIbHETO CJIeIOBaHUs) He JaeT
BO3MOXHOCTHU TIOTEHIIMATBLHOMY TaCCaXUpy
YETKO TTOHUMAaTh, C KAKUMU XapaKTepUCTHUKA-
MM YCIYTY OH MPUOOPETAET.

C uenbio obecrieueHus1 COOMI0AEeHUS Tpe-
OOBaHUII CTAaHAAPTOB M KOHTPOJIS 32 XapaKTe-
PUCTUKAaMHU YCIIYT CUCTEMa OIIEHKU MX Kaue-
CTBa JOJDKHA BKJTIOUATh HE TOJIBKO (hopMau-
30BaHHbIE HAOOPBI U KpuTepuu, AuddepeH-
LIMPOBaHHBIE 1O KJlaccaM KOM(MOPTHOCTH, HO
U eIVHYI0O METOAMKY, TIpaBujia U MOPSI0K
KOHTPOJMPYIOIIUX AeicTBUii (puc. 5, 6).
Bkyrie ¢ KTMEHTOOPUEHTUPOBAHHOCTHIO MO~
XO0J1a 3TO 00eCIIeYUT, HalO TToJIaraTh, BO3MOXK-
HOCTB ITPOBEICHUSI CUCTEMHOM OLIEHKH Kaue-
CTBa YCIYT.

OcHoBaHHasI Ha CTaHIAPTU3ALINM, CUCTE-
Ma MEeHeIKMEHTa KayecTBa co3/1acT yHUudu-
LIMPOBAaHHBIE YCIOBUS Il MIPEIOCTABICHUS
YCJIYT ¥ TITapaMeTPOB MX OLIEHKH, TTOHSTHBIE
ISl BCEX YUaCTHUKOB TTpoliecca; Ou3Hec-eIu-
HUII, TTaCCaXXMPOB, BIACTell M HaceJIeHUs
PETMOHOB, YTO TIO3BOJIUT BHIBECTU KEJIE3HO-
JIOPOXHBIEC MaccaXnpcKue MepeBO3KN Ha
MPUHIIMTTAAIBHO HOBBIM KJIMEHTOOPUEHTH -
POBaHHBI YPOBEHb.
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ABSTRACT

At the example of a business unit <Passenger
transportation» interdependent objectives of
Russian Railways holding in respect of improving
quality of customer service based on
standardization of services are represented. Three
matrices of management systems are shown.
They describe passenger transportation, services

of station complex, information and preparation
for a trip. The purposes of international and
federal standards, own regulatory framework of
Russian Railways, approaches to systematic
assessment of quality of services are commented.
The latter defines, according to the authors, the
selection by a potential customer of a priority
mode of transport.

Keywords: railway, passenger transportation, standards, quality of service, quality management system,

consumer demand, client, service matrix.

Background. Provision of quality services
rendered the primary task for any transport company,
especially of such a large-scale company as holding
Russian Railways. The quality of passenger
transportation is of strategic importance because it
determines the choice of a potential client in favor of
rail transport. Passenger unlike cargo can assess the
level of comfort of transportation and depending on
it to decide on the use of one or another mode of
transport. But this kind of choice is just a tip of an
iceberg, in the underwater part of which flows a huge
number of business processes that have a direct
impact on the quality of the final product (Pic. 1). The
degree of influence of each process on the final result
is different, so some inconsistencies of service quality
with customers’ expectations can be quickly
eliminated, others require a long time to resolve them.

Objective. The objective of the authors is to
consider guidelines and requirements for service
quality standardization.

Methods. The authors use general scientific
methods, comparative analysis, statistical method,
evaluation, building of matrices.

Results. In particular, those technical and
technological requirements for infrastructure and
perspective rolling stock, that are now being laid at the
design stage, will affect the quality of passenger
transportation, and hence their customer focus and
competitiveness for decades. Itis importantto understand
that the process of creating high-quality services for
passenger in rail transport involves, many business units,
including business unit «Passenger transportation».

Passenger business unit of Russian Railways
holding is a center of responsibility for providing client-

Table 1
Service matrix «Passenger transportation»
Basic Economy Business Lux

High-speed v v

Long distance v v v v

Commuter v

Commuter express v v

Transfer v v

Urban v

v — developed standard.

—— State of infrastructure facilities
State of rolling stock and technical means

Process of direct obtaining services

Traffic schedule
Process of preparation and provision of accompanying and additional
services

Technical maintenance, repair and preparation of rolling stock
Technical maintenance and repair of infrastructure facilities

Design of infrastructure
Construction of rolling stock
Training of staff in different specialties

Pic. 1. The quality of transport services.
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Table 2

Matrix «Services of station complex»

No class I class 11 class 111 class 1V class Main Platforms
premises
Reference and v v v v v v v
information service
Ticket service v v v v v v
Waiting rooms v v v v v
Services of sanitary rooms | v/ v v v v
Medical services v v
Cloakrooms v v v v
Communication services | v v v
Rooms of enhanced v v
comfort
Rooms for long rest and | v v
rooms for mothers with
children
Services of service centers | v v
Luggage displacement v
service
v — standardized service.
Table 3
Service matrix «Obtaining information and preparation for a trip»
Information channel - =
7] 53 =}
5] Q = =
© o 2 = B — S
= 5 5 5 o 0 2
£ he] 3 z - < B0
7= = o= 5} S = o
=] < =) (34 on 2 =
= @ o o0 = k= = £ ="
B 9 = & o T —_ =
g E 22 : 9 =% £ <
= B RZE=! = =) Q < = !
- O En S [ =, 5] = D =
B5a &s S 2 = 5 8 S)
o8 = g M =¥ @) oS Z
Personal Information at ticket | v/ v v Services of station complex
communication | desk
Information at v v
information desk
Electronic Information in v v v v v v
services transactional self-
service terminals
and ticket-printing
automated devices
Information v v
terminals
Telephone Unified information |v v v v
services and service center
SMS and MMS v v v
notification
Concierge service v v v v v v v
Internet- Website rzd.ruand |V v v v v v v
services its mobile services
Notification by v v v
e-mail
web-messengers v v v
— standardized service.

focused passenger service with quality parameters
corresponding to world standards.

Basic requirements for quality of services are
engineered according to three matrices: «Passenger
transportation», «Services of station complex»,
«Obtaining information and preparation for a trip»

(approved by the protocol of 17.06.2013 N KUB-1)
(Table 1-3).

By the beginning of 2016 more than 20 industry
standards have been developed and implemented.
That set requirements for quality of services, including
a separate standard that focuses on improving quality
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5
I {55 / General standards of service quality management

International
1SO

Interstate
X GOST
GOST R 51004-96 «Transport services. Passenger
transportation. Nomenclature of quality indicators» .
National
STO RZD 03.001-2014 «Services in railway transport. GOSTR
Requirements for service to passengers with limited
mobility»

At the level of an
organization: STO and
STC

STO RZD 08.018-2013 «Management of railway
station complexes. Basic provisions» and standards
of quality of service to passengers according to
service matrices, approved by president of JSC
Russian Railways

Pic. 2. Standards in the area of quality of passenger transportation.

a)
Passenger complex
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b)

Passenger complex

Change in activity conditions
New technologies in transportation,
integrated into a single transport and
business infrastructure, development
of high-speed main line, multimodal
and intermodal transnortation

Dynamism

Manageability

Center of corporate management of

suburban comnlex

Efficiency

speed traffic

Growth in requirements for
quality of service

New level of requirement for
comfort, safety, information

Safety

New challenges Quality
Internet and mobile means of
communication, development

of innovation mobility

Focus on client

Directorate of railway stations
Central directorate of passenger

arrangement
Central directorate of railcar r

Directorate of

Business unit “Railway transportation

Federal passenger company
and infrastructure”

Quality management system

Pic. 3. The structure of passenger complex: a) prior to introduction of quality management system; b) after
introduction of quality t

+
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Design features

RIC dimension

Double-decker trains

“Lastochka” trains

“Strizh” trains

Pic. 4. Example of classification of services in

Business class o i
~ Economy
class

terms of producer and in the customer’s view.

Services of railway transport in the field of passenger transportation

-
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Y T
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igh- i 58 i
and high-speed trains 2 "g“ Yy GOST R for services,
339 ] rendered
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assengers of long- o5y
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! ! &= 3 to external O
% S <
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passengers of commuter -V 872 o o
" N o O w
and commuter-urban trains S P m n FPC
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< 5 €
Py . n g 3
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complexes and stopping 8< 2
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Pic. 5. Structure of passenger transportation quality system.

of service to people with limited mobility — STO
RZD03.001-2014 «Services in railway transport.
Requirements for service to passengers with limited
mobility».

The standards contain consumer requirements
for parameters of the main service which is passenger
transportation: time in transit, frequency of
passenger trains, punctuality of schedules, etc.,
great attention is paid to quality of related and
additional services provided to passengers.

Creating a regulatory framework at the level of
JSC Russian Railways has a number of advantages,
one of which is a quick process of alignment,
approval and entry into force of the document, but
a significant disadvantage is detachment of the
regulatory framework from external customers.
Therefore, for developing with potential passengers
of a positive image of volume and quality of rail
services the development of national or interstate
standards is also required.

Existing international standards relate to quality
of customer service as a whole, without considering
peculiarities of rail transportation in our country, its
climatic, geographic, geopolitical, socioeconomic
and other differences (Pic. 2). And it is difficult to
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accomplish tasks set by the holding company
Russian Railways.

Individual units of passenger complex in 2010
attempted development and use of local regulations
in the area of quality of services and methods of its
assessment, which confirms the relevance of
standardization. At the same time, local practices and
regulations did not allow to form a single system
understanding of customer service quality.

Existing and emerging standards, as a rule, take
into account only parameters of quality of services
provided to external customers — passengers.
However, for a number of business units ( Directorate
of railway stations, central directorate of passenger
arrangement, for example) external customers may
be tenants of their areas. In addition, some structures
of business unit «Passenger transportation» provide
services to internal clients (for example, the central
directorate of railcar rolling stock leases rolling stock
to commuter companies, directorate of railway
stations and central directorate of passenger
arrangement leases areas to provide ticket-cash and
information services). Differences arising from
conclusion of contracts for such services are
explained particularly by a lack of regulatory
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Standardization of services, rendered to
passengers in trains and passenger
infrastructure facilities

Rules for assessment of quality of
services, rendered to passengers

.

( SET and PARAMETERS OF SERVICES, rendered
to passengers in cars of different comfort level

and at facilities of different class
", A

-
CRITERIA OF QUALITY of assessment of SERVICES,

rendered to passengers in cars of different comfort

level and at facilities of different class

. v,

~

CONTROL VALUES OF CRITERIA of quality of
assessment of services, rendered to passengers in
cars of different comfort level and at

. facilities of different class ,

e

i UNIFIED METHOD FOR ASSESSMENT OF QUALITY of h
services, rendered to passengers in cars of different
comfort level and at facilities of different

\ class )

. “\
PROCEDURE and RULES FOR CONTROL and
ASSESSMENT of quality of services, rendered to
passengers of railway transport

. -

'y ™
ANALYSIS and WORK WITH RESULTS of assessment
of quality of services, rendered to passengers of
railway transport

, vy

Pic. 6. Requirements for documents of passenger transportation quality management system.

framework, prescribing clear standardized
requirements for quality of processes, operations that
directly affect quality of the final product offered to
the external client (passenger).

The service quality management system of
passenger complex of Russian Railways holding
should equally take into account the interests of
internal and external customers, as well as of any
other business units, in particular of «Rail transportation
and infrastructure». Itis particularly difficult to provide
a high level of quality in ever-changing external
economic and political conditions. Transient
development of technical capabilities of the Internet
and mobile operators sets also new challenges. And
certainly a large number of service actors does not
improve the situation.

A well-built quality management system can be a
solid foundation for high-performance and customer-
oriented work, and will improve the manageability of
its individual sections (areas) and all the activities of
the holding (Pic. 3).

The development of standards must be preceded
by cataloging services and determination of the main
parameters and criteria for quality assessment of each
ofthem. Complexity of cataloging stems from the fact
that, for example, technical classification of trains (for
example, passenger trains by types of rolling stock,
speeds, etc.) does not coincide with their marketing
classification (from the client perspective) (Pic. 4).

From the standpoint of technical parameters the
rolling stock requires a different service, and hence
requirements for quality of these works are different,
but at the same time their quality affects consumer

characteristics of transportation starting from traffic
safety, required speed, smoothness of movementand
ending with comfort of a passenger seat. In addition,
the large number of «product offerings» in the same
transportation segment (for example, long-distance
trains) does not allow potential passengers to clearly
understand characteristics of services that he gets.

In order to ensure compliance with requirements
of standards and control over characteristics of
service the system of evaluation of their quality should
include not only formal sets and criteria, differentiated
by class of comfort, but also a common methodology,
rules and procedures for controlling actions (Pic. 5,
6). Together with the client orientation of the
approach, it will provide, we think, the possibility of
systemic evaluation of quality of services.

Conclusion. Based on standardization, quality
management system will create a unified environment
for provision of services and parameters of their
assessment, understandable to all participants:
business units, passengers, authorities and population
in the regions. This will bring rail passenger
transportation to a completely new customer-oriented
level.
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