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Y cmammi poszensoacmuvcs npobrema sxkocmi nociaye, AKI HA0AOMbCs
MPAHCROPMHUMU  NIONPUEMCINBAMU, A MAaKoxC i0enmugixayii eumpam Ha 1020
3a0e3neyents. YMoOuHIOEMbCA CKAA0 SUMpAm HA SAKICMb, AKYEHMYEMbCs yeaza
KepISHUYMea MpaHCnOPmMHUX RIONPUEMCIE HA HeOOXIOHICmb 30IUCHEHHS SUMpPam,
AKI NOG'SI3aHU 3 AKICMIO MPAHCROPIMHUX NOCTLY2.

Problem statement. Traditionally, the product of transport is the finished
movement of goods and passengers. However, taking into consideration the modern
development of the transport enterprises, it is necessary to remember that the range of
transport companies services has increased significantly. In todays world
transpotation has a variety of sub-activities and add-on products. The vital question
being addressed is the quality of transport company’s services. To gain insight and
understanding of transport company’s management practices we must examine how
they price and deliver their services and the quality they provide.

The services of any transport companies include:

— handling;

— warehouse operations;

— services for goods storage;

— preparation services for the goods carriage;

— provision of transport means for lease;

— support for cargo and passengers;

— forwarding and other services.

Formation of the task of research. According to the international standard
ISO 9000:2005 «Quality management systems - Fundamentals and vocabulary» [3],
the quality is the degree to which a set of inherent characteristics of products fulfils
requirements. In this case the characteristics of different types of products (services)
and demand are determined not only by consumers. They should take into account the
characteristics (parameters) and the requirements of the relevant regulations,
instructions, standards, legal framework.

By the generally accepted requirements for transport service enterprises,
which, on the one hand, placing consumers (cargo, passengers, partners), and, on the
other hand, implied or obligatory, includes timeliness, regularity, reliability, safety,
security, complexity, information content, transportation costs, etc. In addition,
consumers are interested in quality and the ability to provide various additional
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services. Organizations depend on their customers and therefore should understand
current and future customer needs, should meet customer requirements and strive to
exceed customer expectations.

The document [1] establishes the following range of major groups of
indicators of quality of their properties characterized by cargo transportation:

- parameters of timeliness services;
- parameters of goods safe carriage,
- economic parameters.

The Quality of transport companies services must guarantee the satisfaction
of its customer’s' requirements and expectations, as well as cost savings. To comply
with the requirements specified in a formalized performance, transport companies
need to (must) conduct certain activities that enhance the quality of their services.
Thus, the question arises of identifying the cost of quality of (services). Thus, the
question arises of identifying the cost of quality in the services they provide.

Material of research and scientific results. Using the most well-known
system of classification of the quality costs [2], we consider four categories of costs
incurred by transport companies (fig.):

Quality parameters of freight transportation
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Fig. Key indicators of the quality of freight transport
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— prevention costs, or costs to prevent inconsistencies in quality. This is aimed at
reducing or preventing the possibility of various losses;

— appraisal costs, related to the control of the quality of transport services;

— internal failure costs, associated with the emergence of the cost of low quality
services provided and their identification before using of the (providing to the)
external customers (cargo owner, etc.);

— external failure costs, associated with the emergence of the cost of low quality
services provided and their detection by external users.

The sum of these costs determines the overall quality costs of transportation
company products.

Given the nature of transport companies products and (services), a specific
quality cost list must be compiled specify a list of the possible cost of quality. We will
consider each category of costs.

Prevention costs which transport companies deal with, aimed at reducing the
possibility of various losses. These include the cost of quality management which
helps improve the service quality provided to customers. The quality, timely
accounting and adaption requirements of users of transport services, the rationale for
innovation.

It is possible by obtaining reliable data and information regarding cargo
tariffs, conditions of carriage, location and vehicles for companies to improve their
quality of services. This will reduce the consumer’s costs and increase customer
numbers. The economic indicators of quality may indicate the need for such costs.
These include the specific total cost of carriage cargo, the value of which is of great
importance for cargoowners.

An important and necessary part of preventive quality costs are the costs
associated with conducting audits of quality management systems, training of internal
auditors. The purpose of these audits is to identify the causes of the discrepancies in
the quality system, process or product (service) enterprises.

The cost of quality assessment take into account the costs associated with
monitoring the quality of transport services. The importance of these costs is beyond
doubt, since we are talking about self-esteem levels of quality the company during the
various tests, approbation, audits of various processes and the results of these
processes, confirm the quality of services provided by external organizations. Costing
is carried out for the quality of economic information used by top management in
decision-making in the field of quality. To evaluate the use of different parameters
(fig.), depending on the objectives of the enterprise in terms of quality and the nature
of decisions.

Costs of internal inconsistencies are detected and can be associated with the
emergence of poor quality services provided. They should be identified before
allowing release to external customers (cargo owner, etc.). Increasing the efficiency
of transport companies requires a reduction in these costs as they relate to
unpredictable losses to which determine the reasons for the discrepancies. Identified
discrepancies can lead to unnecessary reduction in the cost of services and require
additional checks and quality confirmations.

The Cost of external detection of inconsistencies associated with the
emergence of the cost of poor quality services provided by external customers (cargo,
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etc.). In fact it is very «unpleasant» costs because of poor delivery of services directly
to consumer claims. Enterprises in these cases may be faced with the need to redress
consumer damage, compensation, costs of restoration of customer satisfaction. There
may be situations where the resolution is not possible without resorting to litigation.

Conclusion. As the practice, to completely avoid the cost of quality is
impossible. With regard to preventive costs and to assessments costs of quality, it’s
presence in the modern enterprise, it is advisable. However, always remember that it's
still the cost and need to be weighed against the results obtained with the achieved
level of quality.

In order to improve the quality of transport companies we need to share the
classifications of quality of service and the cost of quality. Accuracy, frequency,
timeliness of assessments and the analysis of quality of course will affect the level of
spending on quality, the quality of transport services.
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Annomayusn

TpaguLIMOHHO  NPOXYKUMEH  TpaHCIOpTa  CYUTAECTCA  3aKOHYEHHOE
nepeMenieHne Ipy30B u TnaccaxupoB. OJHAKO, YUHTHIBas COBPEMEHHOE pPa3BHTHE
NPEANPUIATAH TPAHCIIOPTa, HEOOXOIUMO OTMETHTh, YTO CIIEKTP IMPEIOCTaBIIAECMBIX
TPaHCIIOPTHBIMU IPEANPUATHAMHA YCIIYT 3HAYUTENBHO PACIIMPHUICS, T.€. CETOTHS 3TO
HE TOJIBKO NEPEBO3KH, HO U PA3JIMYHBIC BUJbI ACATCILHOCTU, HAIPAMYIO CBA3aHHBIC C
MPOIIECCOM TPAHCIIOPTHPOBKU TPY30B M MACCAKUPOB. B CBsI3M ¢ 3TUM OCTpO BCTaeT
BOIPOC O KayeCcTBE TMPENOCTABISAEMBIX HMH YCIYT, OOECHeueHHEe KOTOpOro
HEPA3pbIBHO CBSI3aHO C IOHUMAHHUEM PYKOBOJCTBA TPAHCIOPTHBIX MPEAIPUITHI
HEOOXOJJMMOCTH OCYIIECTBIICHUS 3aTpaT, CBSA3aHHBIX C KA4eCTBOM TPAHCIOPTHBIX
YCIIYT.

B mpunnume x yciayram I000OTO TPEANPUATHS TpaHCIOpTa OOIIEro
MOJIb30BaHUS, IOMUMO HEIOCPEACTBEHHO MEPEBO3KU T'PY30B U MACCAKHPOB, MOXKHO
OTHECTH:

- MOTPy304HO-Pa3rpy30uHbIC paboTHI;

- CKJIaJICKHE OTEpallNH;

- YCIYTH [0 XpaHEHHUIO TPY30B;

- YCIIYTH T10 MOJTrOTOBKE I'PY30B K EPEBO3KE;

- MPE0CTaBICHNE TPAHCIIOPTHBIX CPEJICTB B apEHILY;

- COMPOBOXK/ICHHE TPY30B H MACCAXKHUPOB;

- TPaHCIOPTHO-3KCIIEAUTOPCKHUE U APYTHUE YCIYTH.

Cormacuo wmexayHapogHomy cranmapry HMCO 9000:2005 «Cucremsl
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MeHeKMeHTa KauecTBa — OCHOBHBIC ITIOJOXKCHHMSI M CJIOBapb», KadyeCTBO - 3TO
CTCNEHb, C KOTOPOH COBOKYIHOCTh COOCTBEHHBIX XapaKTEPUCTHUK IMPOTYKIIHH
BBITIONTHSIET TpeOoBaHUs. [Ipy 3TOM XapaKTEpHCTHKH Pa3IHYHBIX BHJIOB MPOIXYKIIHH
(ycnyr) u TpeOOBaHUS ONPEACIAOT HE TOJNbKO morpedutTenu. OHHM  JOIDKHBI
VUUTBIBATh  XapaKTEPUCTUKK  (MapaMerpsl) ©  TpeOOBaHHS, YCTAHOBJICHHBIE
COOTBCTCTBYIOIIIUMHU HOPMATHUBHBIMH JOKYMCHTaAMH, MHCTPYKIHUAMH, CTaHAApPTaMHU,
3aKOHOJIATENIbHOM 0a30ii.

K oOmenpuHATEIM TpeOOBaHMIM K YCIyraM TPaHCIIOPTHBIX MPEANPHITUH,
KOTOpbIE, C OJIHOW CTOPOHBI, TPEIBIBISIOT MOTpeOUTENH (TPY30BIAEIbIIbI,
MacCakuphl, MapTHEPBI), & C JPYrod CTOPOHBI, OOBIYHO MPEAINOIATAIOTCA HIIU
ABJIIAKOTCS O65[3aTeJIBHBIMI/I, OTHOCATCA CBOCBPEMCHHOCTD, PEryIsapHOCTD,
HaJIOKHOCTh, 0O€30MaCHOCTh, COXPAaHHOCTh, KOMIUIEKCHOCTb, HH()OPMATHBHOCTb,
CTOMMOCTh IIEPeBO30K M T.A. Kpome »3TOoro, mnorpeOutenieli HHTEpECyeT M
BO3MOXHOCTb KQUCCTBEHHOI'O ITPECAOCTABJICHUA Pa3JIMYHbIX JOMOJHUTCIBHBIX YCIYT.

I'OCT P 51005-96 «Yciayru TpaHCIOPTHBIC. [py30BBIE IEPEBO3KH.
HomeHnknaTypa mokasartesnell KauecTBa» yCTaHABIMBACT CICAYIOIIYI0 HOMEHKIATYPY
OCHOBHBIX TpyNI IOKa3aTelell KadecTBa IO XapaKTEpU3yEMbIM HMH CBOWMCTBAM
IPY30BBIX EPEBO30K:

— TI0Ka3aTelH CBOEBPEMEHHOCTH BBIITOTHEHHS ITEPEBO3KH;
— TIOKa3aTelId COXPAHHOCTH MEPEBO3UMBIX TPY30B;

— DYKOHOMHUYECKHE TTOKA3aTeIH.

KauectBo ycnmyr TpaHCHIOPTHBIX NPEANPUATHN JODKHO TapaHTHPOBATH
MOTPEOUTENSIM YIOBIETBOPEHUE €0 TPeOOBAHUN M OXKHUAAHHH, a TaKXKEe dKOHOMHUIO
3arpar. UToOBI COOTBETCTBOBATH TpeOOBaHMSM, (POpPMaAIM30BAHHBIM YKa3aHHBIMH
IIoKasaTeiIiMu, TPAHCIIOPTHBIM MpeaANpuATUAM HeO6XO}lI/IMO IIPOBEACHUEC
ONpEACIICHHBIX MepOHpI/HITI/II‘/'I, CHOCO6CTBYIOIHI/IX IMOBBIICHHUIO Ka4deCTBa HUX YCJIYT.
Takum o0Opa3oMm, BO3HHKAaeT BOMpoc 00 WAEHTH(HUKAIMU 3aTpaT Ha KadecTBO
MpoAyKUKHU (YCIyr).

Haubonee n3BectHas cucteMa KiracCH(pHUKAINK 3aTpaT Ha KadecTBo (quality
costs) To/ipa3ieNsieT UX Ha YeThIpe KaTerOpru:

— IMPEBEHTUBHBIE  3aTpaThl, WJIM  3aTpaTbl Ha  IIPEJOTBpallCHUE
HECOOTBETCTBUs KauecTBYy (prevention costs). DTO pacxojbl, MMOHECEHHBIC Ha TO,
9TOOBI BHIITYCK MPOAYKIIMH COOTBETCTBOBAJ CTAHAApTaM KadecTBa;

— 3aTpaThl Ha OIICHKY KadecTBa (appraisal costs). 3aTpaThl, TOHECEHHBIC IS
TOr0, YTOOBI YAOCTOBEPUTHCS, YTO TIPOAYKTHI YIOBIETBOPSIOT TpeOOBaHHUAM
BHYTPEHHHX M BHEITHUX MOTpeOUTENeH;

— 3aTpaThl IpU BHYTPCHHEM O6Hapy)KeHI/II/I Ka4C€CTBCHHOI'O HECOOTBETCTBH A
(internal ~ failure costs). 3aTpaTbl, TOHECEHHbIE B TOM cjlydae, Korua
MPOM3BOJICTBEHHBIN TpOIeCC BBIABISAECT Je()EKTHBIM KOMIIOHEHT WM TPOAYKT,
MpeX/ie YeM OH OY/IET OTTPYKEH BHEIIHEMY TIOTPEOUTEIIO;

— 3aTpaTthl IpHU BHCIIHEM OGHapy)KeHI/II/I Ka4eCTBCHHOI'O HECOOTBETCTBUA
(external failure costs). 3arpaTbl, IOHECEHHbIE B TOM Cliydae, KOTJa KIHUCHTBI
00HapPY>KUBAIOT ICPEKT.

CyMMa Bcex dTHX 3aTpart onpesensier o0Iue 3aTpaThl Ha KauecTBO.

VYuuteBas crenuuky mpoAyKiuu (YCIyr) TPaHCIOPTHBIX TNPEIIPUSTHH,
YTOYHUM BO3MOXHBII IepedyeHb WX 3aTpaT Ha KavecTBO. PaccMOTpHM KaxIyro
KaTeropuio 3aTpar.

IIpeBeHTUBHBIE 3aTpaThl Ha KadeCTBO, KOTOPbIE HECYT TPAHCIOPTHBIE
NpeamnpuATrd, HapaBJICHbI Ha CHMXXCHHUC HIIM NOPECAOTBpall€HHUEC BO3MOXKHOCTH
BO3KHOBCHH PA3JIMYHLIX IOTCPb. K #auM MoxHO OTHECTH, HAIIpUMEpP, 3aTpaTbl Ha
YIOpaBJIEHUE KAYECTBOM, CBSI3aHHBIE C INIAHUPOBAHUEM MEPOIPUATUHI 1O YIIYUIIEHUIO

ExoHoMiuHi iHHOBaIi1
2012 Bunyck 50 235



KayecTBa TIPEOCTABISIEMBIX YCIYTr, CBOEPEMEHHBIM YYEeTOM W  aJanTaluen
TpeOOBaHUI NOTPEOMTEICH TPAHCIOPTHBIX YCIyr, OOOCHOBAaHHEM HEOOXOIUMBIX
HoBOBBeneHH. [IpemycMOTpeB BO3MOXHOCTH TONYYECHHUS TPY30BIACIbIAMH
JOCTOBEpHON HWHQOpMaIu O Tapudax, YCIOBHAX IEPEBO3KH, MECTOMONIOKEHUH
IPY30B U TPAHCIIOPTHBIX CPEICTB, MPEANPHATHS TEM CaMbIM IOBBIIIAIOT KaueCcTBO
CBOMX CIIyI, TOCKOIBKY OTO CHIJKAeT 3aTpaThl MOTpeOMTENed | BIMAET Ha
yBeNU4YEHHE KoindecTBa ToTpeduteneir. O HEOOXOJMMOCTH TaKUX 3aTpaT MOTYT
CBHJICTEIBCTBOBATh IKOHOMHYECKHE TOKA3aTeIn KavyecTBa, B TOM YHCIE Y/AENbHbIC
MOJHBIE PacxXojJbl Ha JOCTABKY TIpy3a, BEMYMHA KOTOPBIX, KaK MpPaBWIIO, OUYCHb
HWHTEpECYET rPy30BIIa/ICIbIICB.

BaxxHbIM M HEOOXOAMMBIM 3JIEMEHTOM NPEBEHTHUBHBIX 3aTpaT Ha KAauecTBO
SBIISIIOTCS. 3aTPAaThl, CBSI3aHHBIC C TPOBEJCHHUEM AayJWTOB CHCTEM MEHEIKMEHTA
KayecTBa, MOJIOTOBKOW BHYTPEHHUX aymuToOpoB. Llenblo TakuxX ayIuTOB SIBISETCS
BBISIBJICHHE TIPUYMH BO3HUKHOBEHHSI HECOOTBETCTBHH B CHCTEME KadecTBa,
MpoIeccax WK MPOAYKIUH (ycayrax) IpeAnpUusTHs.

3arpathl Ha OIIEHKY Ka4eCTBa YYUTHIBAIOT 3aTPaThl, CBSI3aHHBIC C KOHTPOJIEM
KayecTBa TMPEJOCTABISIEMBIX TPAaHCIOPTHBIX yCIyr. BaHOCTh 3THUX 3aTpar
HECOMHEHHA, MOCKOJIBKY PeUb HJIET O CAMOOLIEHKE YPOBHS KaueCTBa MPEANPHUITHEM B
XO/Ie TPOBEICHUS pa3IWYHBIX HWCIBITAHUH, ONMPOOANWii, ayIUTOB Pa3IUYHBIX
MpOIIECCOB W PE3yJAbTaTOB  OTHX  TIPOIEECOB, IONTBEPKICHUU  KavecTBa
MPEAOCTABIISIEMbIX YCIYT BHENIHUMH opraHuzaiusiMi. OleHKa 3aTpaT Ha KauecTBO
MPOBOAMTCS JUTS TIOJTYYEHHSI DKOHOMHUYIECKOH MH(OPMAIMH, HCIIOIb3YEMOH BBICIINM
PYKOBOJICTBOM TIpH TIPUHITHM pEIIeHWH B o0jacth KadectBa. J[ms omeHkn
WCTIONIB3YIOT pa3lIMYHbIC TOKAa3aTeNnd, B 3aBUCHMOCTH OT IeNed MPEANpHATHS B
00JIacT! Ka4ecTBa, XapakTepa MPUHIMAEMbIX PEIlCHHH.

3arpartel TpH BHYTPEHHEM OOHapY)KCHUH HECOOTBETCTBHSI CBSI3aHBI C
BO3ZHHKHOBCHHEM 3aTpaT Ha HEKAYECTBEHHO OKa3bIBAEMbIE YCIYTH U MX BBISBIICHUEM
70 TPENOCTaBJIICHHS WX BHEIIHEMY MOTpeOuTento (Tpy30BIaienblly U T.J.).
[ToBsitierne 3GHEKTUBHOCTH JEATEIBHOCTH TPAHCIIOPTHBIX MPEANPHUITHN Tpedyer
CHIDKCHUS 3THX 3aTparT, MOCKOJIbKY OHH CBS3aHBI C HEMPEJICKa3yeMbIMU TIOTEPSIMH Ha
omnpeselieHne MPUYMH BO3HUKIINX HECOOTBETCTBHU. BBISBICHHBIE HECOOTBETCTBUS
MOT'YT TNPHUBECTH K HEOOOCHOBAHHOMY CHIDKEHHIO CTOMMOCTH IPEOCTABIISIEMBIX
yCIyT, MOTPe0OBaTh IOMOTHUTENFHBIX TPOBEPOK U OATBEPKICHUH KauecTBa.

3arparel TpU BHENIHEM OOHAPY)KEHHH HECOOTBETCTBHS CBSI3aHBI C
BOZHMKHOBCHHEM 3aTpaT Ha HEKAa4YeCTBEHHO OKa3blBaeMble YCIYTH M HX
oOHapy)XeHUEM BHEITHUMH NoTpeduTensMu (Tpy3oBnaaenbieM U 1.7.). [lo cytu sTo
caMmble «HEMPUSATHBIE» 3aTpPaThl, MOCKOJIbKY O HEKAYeCTBEHHO IPEAOCTaBICHHOM
ychyre 3asBISieT HEIMOCPEACTBEHHO MoTpebuTenb. [Ipeanpusitis B TOZOOHBIX
Clly4astX MOTYT CTOJNKHYThCS C HEOOXOAWMOCTHIO BO3MEUICHUS TOTPEOUTEIIO
HAHECEHHOro yiep0a, BBIMIATHI KOMIIGHCALIMH, OCYIIECTBICHUS 3aTpaT 1o
BOCCTaHOBJICHHIO YJIOBJIETBOPEHHOCTH MOTpeOUTENsi. MOTyT BO3HUKHYTHh CHUTYAIUH,
pa3peleHre KOTOPIX HEBO3MOKHO OyieT 0e3 CyaeOHbBIX pa30upaTe/bCTR.

Kak cBuaeTensCTBYeT MpakTHKA, MOTHOCThIO M30eKaTh 3aTpaT Ha KauecTBO
HEBO3MOXKHO. YUTo KacaeTcs MPEeBEHTUBHBIX 3aTPaT U 3aTPaT Ha OLIEHKY KauecTBa, TO
WX TPUCYTCTBHUE B JACATEILHOCTH COBPEMEHHOTO MPENIPUATHS JIaXe 1enecoo0pasHo.
Onnako Bcerjga HeoOXOAMMO MTOMHHUTE O TOM, YTO 9TO BCE-TAKH 3aTPAThl U UX HYKHO
COM3MEPSTH C TIOYUYCHHBIMH PE3yJIbTaTaMH, C JOCTUTHYTHIM YPOBHEM Ka4ueCTBa.

B 1ensix TMOBBINIEHHS KadecTBa YCIyr TPAHCIOPTHBIX —MPEANPHSITHIA
HEOOXOJJMMO COBMECTHO HCIOJIBb30BaTh MPUBEICHHBIE KIACCH(HUKAIUHN TOKa3aTenen
KayecTBa YCIYT ¥ 3aTpar Ha Ka4ecTBO. TOYHOCTh, IEPUOANIHOCTD, CBOCBPEMEHHOCTD
MPOBENICHHUS OICHOK W aHaIM3a IoKa3aTeleld KauecTBa HECOMHEHHO TOBJIHSCT Ha
YPOBEHb 3aTpaT Ha KAa4ecTBO, Ha KAUYECTBO MPEAOCTABIISIEMBIX TPAHCIIOPTHBIX YCIIYT.
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