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4 kypc

1. PBIHOK TPAHCIIOPTHBIX YCIIVT

K ycnyram oTHOcATCS Bce BUABI TpPyAd, HENOCPEICTBEHHO HE 3aHATHIE
U3MEHeHMeM | TmpeoOpazoBanueM (opM wmaTepum W CWI  TPUPOABI U
IPOU3BOJSIINE OCOOYI0 NOTPEOUTENBHYIO CTOMMOCTB, KOTOpas BBIPAXAaeTCs B
OOIIIECTBEHHO IMOJIE3HOM JIEATENBHOCTH CaMOro TpyJa B Pa3IMYHBIX OTPACIISIX
OOIIIECTBEHHOTO XO034icTBa (Hayka, oOpa3oBaHue, 37paBooxpaHeHue u T.1.). K
ycllyraMm OTHOCST TAaKXe€ M T€ BUIbl TPYJa, KOTOPHIE HE OBELIECTBIISIIOTCA B
IPEIMETHO 0CsA3aeMOM, 000COOJIEHHOM MPOIYKTE TPyAa, HO OTHOCATCS K OTpaciu
MaTepUaIbHOTO MPOU3BOJICTBA (TPAHCIIOPT, CBA3B).

[Ton ycnmyroit moHMMaeTcst pe3ysbTaT AESITeIbHOCTH WM MPOLEccoB (yciyra
KaK HeMmaTepuajabHas MPOAYKIIHS); NeATEeIbHOCTh MM Tpoliecc (MpeaoCcTaBiICHHE
yciyru). IlpuBenennnie (QOpMYIUPOBKH, [AIOT OJHOCTOPOHHEE OIpeesieHue,
OIICHMBAsI YCIYTy C TOYKH 3PEHHUS TMPOU3BOJIUTEINS U UTHOPUPYS MOTPEOHOCTH
NOTpeOUTENS.

HaubGosiee cOOTBETCTBYET COBPEMEHHOMY HAIpPaBJICHUIO, HALEJIEHHOMY Ha
noTpeduTens, ONpelesieHne: yciayra — 3TO  JIeATeIbHOCTh, HANpaBiCHHAs Ha
YVAOBJIETBOPEHUE MOTPEOHOCTEH, BbIpakeHHbIX B (opme cmpoca. CoryiacHo
cranaapty I'OCT P 9004-2001, coctaBHOI 4acThIO MPOAYKIUH SBISETCA yCIyra —
pe3ynbTaT  B3aUMOJCHCTBUS  HWCIOJHUTENS, TOTPEOUTENs W  COOCTBEHHOU
NEATeIIbHOCTH UCTIOJIHUTEIIS 110 YAOBJICTBOPEHUIO MOTPEOHOCTEN MOTPEOUTENS.

B cpaBHeHMH ¢ TPOMBINIJICHHOW TMPOAYKIHMEH cdepa yCayr HMeeT

OTJIMYUTEIILHBIE OCOOEHHOCTH.



Bo-niepBrix, cepa yciayr TeCHO CBs3aHa CO CBOOOTHBIM BPEMEHEM UYEJIOBEKa,
T.€. Bp€MEHEM, KOTJla OH BOCIIPOU3BOJIUT CBOW CHJIBI, OTJBIXAET, PA3BUBACTCS KaK
JUYHOCTh.  [l03TOMY TIOHATHO, HACKOJIBKO Ba)XHO  TIOBBIIIATH  TaKYyIO
COCTABJSIIONIYI0 ~ KadecTBa  OOCTYXXMBaHHsS  TOTpEOUTENEH, Kak  Bpems
NPEOCTABIICHUSI YCIyTH, TaK KakK IMPH JUTUTSIBHOM OXKUJAHWH 3aTPauynuBaeTCs
cBOOOMIHOE BpeMsi C  OTPHIATEIbHBIM  PE3ydbTaTOM, T.€.  CHIIKACTCS
3¢ (HeKTUBHOCTH pabOThI CPephl YCIYT.

Bo-BTOpBIX, yCiIyra He MOKET CyIIECTBOBATh BHE MpoIlecca €€ MPOU3BOJICTBA,
a CJIeNOBaTEIbHO, HAKAIUIMBATHCSA, MOATOMY Ba)KHA ONTHUMAIbHAS OpraHU3AIIHS
mporecca Mpou3BOICTBA YCIYTH.

B-TpeThux, nmpojaxa yciyru - 3To, IpakTHYECKH, MPOIaXka camoro Impolecca
TpyZda, CJIeI0BaTEIbHO, KAYECTBO YCIYTH - 3TO Ka4eCTBO CaMOTO MpoIiecca Tpya.

B-ueTBepThIX, yciayra MpeacTaBisieT cO00W KOHKPETHYIO MOTPEOUTENBHYIO
CTOMMOCTD JIMIIb B OMNPEICICHHOE BpEeMsl Ha OMPEJEICHHOM HaIpPaBJICHUH, YTO
pPE3KO OTpaHWYMBAET BO3MOXKHOCTH €€ 3aMeHbl Ha PBIHKE W BO3pacTaroT
TpeOOBaHMS K OpraHU3alUK YIIPABJICHUS MPOIECCOM MPEIOCTABICHUS YCIIYT.

K ycmyram TpaHcmopTa MOKHO OTHECTH: MEPEBO3KY MaCCAKUPOB; MEPECATKY
MACCaXUPOB; YCIYTd TPH OXUJAHUU TACCAXKUPOB;, YCIYTH MO TOJTOTOBKE K
Mojiaue TMEePEeBO30YHBIX CPENICTB; MPEAOCTABICHUE TMEPEBO30YHBIX CPEICTB Ha
YCIIOBHUSIX apEHIbl WM, TMPOKaTa; TPAHCIOPTHO-IKCIICAUIIMOHHBIC YCIYTH,
BBHITIOJIHSEMbIE TIPU TEPEBO3KE MACCAXKHUPOB, Oaraxka, a Takke Mo OOCTYKUBAHHUIO
NPEANPUATANA, OpraHu3aIii, HaCeJICHHUI; TeperoH (JocTaBKa) HOBBIX U
OTPEMOHTHUPOBAHHBIX TPAHCITOPTHBIX CPEIICTB.

B mocneanee Bpemsi BAXKHOCTh W 3HAUMMOCTDH YCIIYT TMOCTOSITHHO BO3PAcTaeT,
pacMpATCS WHIYCTPUS YCIIYT, U BCe OOJbIIee YUCIO KOMIIAHWA W paOOTHUKOB
BKJIIOHArOTCS B Hee. Llenbrit psim MOCPETHUKOB CTAHOBATCS MPEANPHUATUIMU
TPAaHCIIOPTHOTO CEpBHCA, B KOTOPHIX YCIYT'HM HEPa3phbIBHO CBSI3aHBI C
MEPEMEIIEHUEM JIFOJIEN Y PeATU3alluer TOBAPOB.

Cdepa ycayr nqomkHa pyHKITMOHHPOBATH TAKUM 00pa30M, 4TOOBI TTOJTHOCTHIO

YAOBJICTBOPATD TpC6OBaHI/I$I HACCJICHUA C BO3MOXKHO MAJIBLIMHU 3aTpaTaMu.



Hanbonee 3HauYMMBIMH KOMIIOHEHTAaMH TIpU OIICHKE KadecTBa IIpe-
JOCTABJISIEMBIX YCIIYT MOTYT BBICTYIIATh CIETYIOIIHE:

- cpena (YMCTOTa calloHAa TPAHCIOPTHOIO CpEACTBa, OOOPYIOBAaHUE €ro
ayIno- W BHJCOTEXHUKOW IS OIOBEUIEHUS IAaCCAKUPOB, BHEIIHUW BHUJ
TPaHCIOPTHBIX CPEACTB U OOCITYKUBAIOIIETO MepcoHana u T. 1.);

- HaJIeXHOCTh (OTCYTCTBHE CPBIBOB M OIO3JIaHUNA PEHCOB, HCIOJIHEHUE
«TOYHO B CPOK»);

- OTBETCTBEHHOCTh (TapaHTHUU UCIIOJHEHUSI YCIYyT, KeJIaHhe IepcoHala
MOMOYb TTOTPEOUTENTIO YCITYT);

- 3aKOHYCHHOCTH (HATUYHE HEOOXOJMMBIX HABBIKOB, KOHKPETHBIX 3HAHHHA U
KOMITETEHTHOCTh TIepCcoHaia);

- JIOCTYIHOCTb, (JIETKOCTh YCTAHOBJICHHS KOHTAKTOB, YIOOCTB IO BpPEMEHU
M0JIb30BAHUS );

- KOM(OPTHOCTH (Ta OOCTAHOBKA W YCJOBHS, B KOTOPBIX OCYIIECTBIISIETCS
Moe3/1Ka C TOUKHU 3pEHUs yJ1I00CTBA);

- 0€30MacCHOCTh (OTCYTCTBUE PUCKA U HEJAOBEPUS CO CTOPOHBI MTACCAKUPOB);

- BEXKJIMBOCTD (J11I00€3HOCTh, KOPPEKTHOCTD MEPCOHANA);

- KOMMYHUKa0€IbHOCTh (CIIOCOOHOCTH MEpPCOHANa OOIIAThCS C MacCaKUpaMu
B JIOCTYITHOM U TIOHSITHOM UM CTHUJIE);

- B3aMMOTIOHMMaHHE (3HAHWE W U3YYCHHE WHTEPECOB MACCAKHUPOB, YUCT HUX
TpeboBaHmit pu HOPMUPOBAHUU PAOOTHI TPAHCIIOPTA).

Crpoc Ha yCIIyTH TpaHCIOpPTa BO MHOTOM 3aBHCHUT OT Pa3BUTHUSI UMEIOIIUX CS
BUJIOB TPAHCIIOPTa B PETHOHE, CTCTNICHW WX HWHTETpAllid B CAWHYIO CHCTEMY,
ypoBHsSI Tapu(doB MO BHJIaM TPAHCIOPTA, ACCOPTUMEHTAa M KadecTBa YCIYT,
MPEICTABIIIEMBIX BO3MOXKHBIM KIIMEHTaM. Y IEIbHBIA BEC TPAHCIIOPTHBIX YCIIYT C
pa3BUTHEM pBIHOYHOM OSKOHOMHM U €€ WHPPACTPYKTYyphl, KakK IPaBHIIO,
BO3pACTAET, YTO XaPAKTEPHO MPAKTHUUECKH JIJII BCEX CTPaH.

Hampasnenus B o61acTu opraHU3aliuu TPAHCIIOPTHBIX YCIIYT:

- TPUCTIOCOOJICHUE U YBEIUYCHHE MPEIiaraéMbIX YCIYT K CHeNU(PUISCKUM

TpeOOBAHUSIM MACCAXKUPOB;



- aKkTuBHOE (OPMHUPOBAHME CIOpPOCa HAa YCIAYyTd TPAHCIOPTAa C IEJbIO
npUOBUTEHON pean3alny yKe UMEIOLTUXCA.

Paznuynble rpymnel NacCa)XKUpoB JOJKHBI OOCITYKUBAThCSI B COOTBETCTBUU C
UX KOHKpETHbIMH mnoTpeOHOocTsMU. [laccaxxupel camMu  JAenalOT  BBIOOP
COOTBETCTBYIOILIMX YCIYI, MX KOJMYECTBa U XapakTepa peanuszauuud. OHu
OIPENEISAIOT CBOM IPHOPUTETHI, KOTOPbIE BO MHOTOM 3aBHCIT OT KauecTBa
IPEIOCTABISEMBIX YCIIYT.

Jiis popMupoBaHus LE€IECO00PA3HON CUCTEMBI CEPBUCHOTO OOCITYKUBAaHUS
NaCCaXXUPOB Ha OOLIECTBEHHOM TPAaHCIIOPTE HEOOXOAUMO, BO-TIEPBBIX, U3MEPSATH U
OLICHMBATh MapaMeTPbl KAUeCTBa MACCAXKUPCKOTO CEPBUCA, a, BO-BTOPBIX, CBECTH K
MUHUMYMY, a Jy4llle JIMKBUAUPOBAaTb, HECOOTBETCTBUE MEXIY OXHUAAEMbIM U
(akTHUYeCKUM  YpOBHEM  KayecTBa.  MakcHUMallbHbIH  y4yeT  (haKTOpOB
[AaCCaXKUPCKOTO CepBHCA TMO3BOJIAET (POPMHUPOBATH PALMOHAIBHYIO CHCTEMY
yIpaBiIeHUST OOIIECTBEHHBIM TPAaHCIOPTOM C OTXOJOM OT «pPbIHKa MPOJaBLa» U
OpUEHTAlMEN HA YCIIOBUS «PbIHKA MOKYIATENN.

B mHacrosimee Bpemsi Bce OoJiplliee 3HAUEHHE HAYMHAIOT MPHOOpPETATh
BOIIPOCHI TMOBBINIEHUSI YPOBHS TPAHCIOPTHOIO OOCIY>KMBaHUS MAaCCaXKUPOB,
KOTOpbIE B PHIHOYHBIX YCJIOBUSIX XO3SHCTBOBAHHS TECHO CBSI3aHBI C MpoOJIeMoin
CepBHCa U Ka4eCTBa MPEAOCTABISIEMbIX YCIIYT.

JInsi KOMIIaHUHU, OCYIIECTBIISAIONIEH TPAHCIIOPTHBIE WM CMEIIAHHBIE YCIYTH,
KOHKpETHbIE 0053aTeIbCTBA JIOrOBOpA HWJIM COTJIAIIEHUS (KOHTpAKTa) SIBISIOTCA
YCTaHOBJIICHHBIMU (OOTOBOPEHHBIMHU) TOTpeOHOCTSIMHU. B Oyamymiem mnaccaxup
OKUJIAET, YTO NEPEBO3YMK COKPATUT BpEMsl MEPEMEIICHHs, CHU3UT IUIaTy 3a
NEPEBO3KY, MOBBICUT KOM(POPTHOCTH MOE3/IKH, PACIIMPUT MAPIIPYTHYIO CETh, T. €.
MOBBICUT Ka4€CTBO MPEAOCTABIIAEMbIX YCIYT WIH MACCAKUPCKOIO CEPBHUCA.

TpeGoBanust K yciayre JOMKHBI OBITh  YETKO  OMpENETeHBbl  Kak
XapaKTepUCTHKH, TMOJJAIOIIMEcs HAOMIOJEHUI0 U  OLIGHKE IOTPEOUTENIEM.
[Ipoluiecchl MO TPEIOCTABICHUIO YCIYTH TakKKe AOJKHBI ObITH ONPEIEICHBI C
MOMOIUIBIO XapaKTEPUCTUK, KOTOPBIE HE BCETJa MOTYT MOJJaBaThCs HAOIIOACHUIO

HOTpC6I/ITCJ'ICM, HO HEMMOCPCACTBCHHO BJIMAIOT HA UCIIOJITHCHUC YCIIYTI'U.



B OosblIMHCTBE Cloy4aeB yOpaBJICHHE YCIYrOM M XapaKTEPUCTHKHU
IPEIOCTABICHUS! YCIYTH MOTYT OBITh JIOCTUTHYTHI TOJIbKO IyTEM OOecreueHus
YIPABJICHHS IPOLECCOM IPEIOCTABICHUS YCIYTH.

Takum oOpa3oM, MpPOLECCHl H3MEPEHHUS XapPaKTEPUCTUK U YyNpaBICHUS
KAaueCTBOM YCIIYT SIBIISIOTCS CYIIECTBEHHBIMH B JIEJI€ TOCTYKCHUS U MOAIECPKAHUA
TpeOyeMOro KauecTBa yCIyIH.

KauecTBO ycnmyru B 001I€M BHJIE MOKHO OLIEHHTH C TOMOILBIO apXUTEKTYPhI

OKUJIaHUW TTOTPEOUTEN S, MPEICTABICHHON Ha pUCYHKE 1.

ITapameTpsl Kpyr Cob6cTBeHHbBIE Nwmeromumiics Cpenctsa
Ka4yeCcTBa YCIyT oO1eHus noTpeOHOCTH OIIBIT uHpopmauu
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Pucynok 1 ApxuTtektypa 0)XKUIaHUI OTPEOUTENS yCIyT

IIpu ompeneneHun ypoBHs KauyecTBa U NPUHATUSA PELICHUN IO YIPABJICHUIO
Ka4eCTBOM MCITOJIB3YIOTCS PA3JUYHBIE MMOKA3aTEIN KAa4eCTBA, NMEPEYEHb KOTOPBIX
3aBHCHUT OT OILICHMBAEMOM MPOJYKIMH MM YCIYyTH, €€ OCOOECHHOCTH M UeNen
ucnoip3oBaHus. B pabore Mwummna B.M. mnokazatenn KkauecTBa YCIyr
MOPA3JEISAIOTCS HA CIEAYIOIINE IPYIIIbL:

- (pyHKIIMOHAJIBHOTO HA3HAUCHUS;

- COLIMAJIbHOM 3HAYUMOCTH;



- HAJIC)KHOCTH; SCTETUYHOCTH;

- STUYHOCTH;

- 3KOJIOTUYHOCTH;

- 0€30IMaCHOCTH;

- CTaHJapTU3alusd U YHUDUKAIIHS;

- Mpo¢eCCUOHANBHOCTU UCIIOJIHEHHUS;

- KyJBTYpPbI 00CTyKUBaHUS;

- BpEMEHH 00CITyKUBaHUS,

- IOJIHOTBI OKA3aHUsl YCIIYTH.

Takum 00pa3oM, COBPEMEHHBIC PBHIHOUHBIE YCJIOBHUSI TPEOYIOT CO3JaHUS
CHUCTEM YIPABICHUS KAa4ECTBOM YCIIYI, OPUEHTUPOBAHHBIX HA CYLIECTBYIOLIUX U
MOTEHIUAJIBHBIX MOTpeduTeneil. C Bo3pacTaHUEM COLMAIBHBIX ACTIEKTOB KauecTBa
BO3HHMKAET HEOOXOJMMOCTh COBEPIIEHCTBOBAHUS METOJIOB: CTHUMYJIHUPOBAHUS
KauecTBa; KOHTPOJIA PE3YJIbTATOB PabOTHI 110 KAYECTBY; OOECIICUCHHS] KayeCcTBa, B
TOM YHCJIe 00ECTICUCHUS U OIICHKHU HaJCKHOCTH YCIIYT.

Yeayru  TpaHcmopTra OTHOCATCA K yCiayraM, 3aBeplIarolluM  W/WId
MPEIBAPSAIONIMM TIPOLECC MATEPUAIBHOTO MPOU3BOACTBA. YCIYTH TpaHCIOpTa
ONPEAEISAOTCA KakK IOABHJ JESITEIbHOCTH TPAHCIOPTA, HANpPABICHHBIA Ha
yIOBIETBOPEHUE MOTPEOHOCTEN TOTPEOUTENCH U XapaKTePU3YIOIIUICS HATMIUEM
HEOOXOJMMOT0  TEXHOJOTMYECKOTO, AKOHOMHYECKOro, HUH(POPMAIMOHHOTO,
MIPaBOBOTO M PECYPCHOT'O 0OECTICUCHHSI.

[Tox ycayroii, cienoBaTeNbHO, MOAPA3yMEBAETCS HE TOJIBKO COOCTBEHHO
nepeBo3ka, HO U Jro0as omepaius, HE BXOHsIIas B COCTaB MEPEBO30YHOTO
rpolecca, HO CBS3aHHAas C €ro IMOATNOTOBKOM M ocyulecTBiieHHueM. llepeBoska
IPy30B M TMAacCCaXXHPOB SABJISETCS OCHOBHBIM BHJIOM YCIyr TpaHcmnopra. B
COBPEMEHHBIX  YCJIOBHUSIX  YKa3aHHbIM  IE€PEYECHb  YCIYr  JOMNOJHSIETCSA
MapKETUHTOBBIMH, KOMMEPUYECKHUMH, HH(POPMAIMOHHBIMU YCIyraMH, YCIyramMu
CTpPaxOBaHUS U T.II.

HeocnmopuMo  3HaueHuMe  TOPOJCKOIO  MACCAXKUPCKOIO  TPAHCHOPTA,

00€eCIeYnBaIOIIETO IO0CTABKY Ha MPEANPUATHS, OpraHu3aluid U GUPMBI TPYJIOBOM



CWJIBI, CIIOCOOCTBYIOIIETO PA3BUTHIO COIMAIBLHO-KYJIBTYPHOU c(epbl TOpOJOB U
PETHOHOB.

O6ocTpeHue FKOJIOTMIECKUX M SHEPIeTHIECKUX MpobiieM, mpoOIeM BBICOKOMH
aBapUIHOCTH W WCIIOJIb30BAHUS TOPOJICKOTO IMPOCTPAHCTBA OOJIBIIUX TOPOIOB
MIOKa3bIBACT MPEUMYIIIECTBA TOPOJICKOTO MACCAKUPCKOTO TPAHCIIOPTA!

- 00Jj1ee BBICOKAs MPOBO3HAS CIIOCOOHOCTH, 0COOCHHO B IMMKOBOE BPEMS U MPH
MEePEABIKCHUH B IICHTPAITLHON YacTH TOPOJIOB;

- MCHBIIIAs CTOMMOCTh YpOHa OKpPYXKalomel cpeje, 9eM OT OOJIBIIONH MacChI
JIETKOBBIX aBTOMOOWIICH M3-3a 00Jiee BBICOKOW CTEIICHHW HAIMOIHEHHUS aBTOOYCOB
MacCaXupamu;

- 0osiee HSKOHOMHOE HCMOJB30BaHUE TOPOJCKOrO MPOCTPAHCTBA IMPU
JBIKEHUU W CTOSTHKE TPAHCTIOPTHBIX CPE/CTB;

- YMEHBIIEHUE aBapUMHOCTU Ha JIOPOTrax, BCIEJICTBHUE YETO YMEHbIIAIOTCS
CyMMapHBbI€ pacxo/ibl Ha 6€30MacHOCTh JIBUKEHUS,

- YMEHBIIIEHNEe TPEOYEMBIX ISl IEPEBO3KH YHEPTETUUECKUX PECYPCOB;

- BBITIOJIHEHHE COIMAIBHBIX O0S3aTENIbCTB IO OTHOIICHUIO K TEM CJIOSIM
HACEJICHUS, KOTOPBIC HE MMEIOT MHANBUAYAJTEHOTO TPAHCTIOPTA,;

- [OoAAepX aHUE W YIYYIIEHHE  DSKOHOMHUYECKOW  CTaOMIIbHOCTH
00CITy’KHBAEMBIX PAlOHOB;

- MUHIMAaJTbHOE BO3JICUCTBUE HA OKPYKAIOIIYIO CPEITY.

Kpome Toro, ymydmienue paboThl TOPOJICKOTO MACCAXKUPCKOTO TpaHCIOpTa
JAeT TOJOXKUTEIbHBIA A((EKT HEe BHYTPU TPAHCIIOPTHOW OTpaciH, a B JAPYTHX
OTpacysaX SKOHOMHUKH TOPOJIOB Ml CTPAHBI B IICJIOM.

Takum  00pa3oM, HEOOXOAMMO  HEIPEPBIBHOE, CBOEBPEMEHHOE U
KaueCTBEHHOC  OOCTy)KMBaHWE  HACCIICHWS  TOPOACKMM  TACCaXUPCKUM
TPaAHCTIOPTOM.

OmHUM W3 OCHOBHBIX HANpPaBICHWHW B PEIICHHH IPOOJIEMBI IOBBIIICHHS
KauyecTBa YIOBJICTBOPEHHUS MOTPEOHOCTEH TOPOJACKOTO HACEJICHHUS B TOE3AKaX M

(G ()EKTUBHOCTH  HUCIOJIB30BAHUS TOPOACKOTO  TMACCAXKUPCKOTO  TpaHCIOpTa



SBIISIETCS. COBEPIIEHCTBOBAHHE CHCTEMbI YIPABJICHHUS KadyeCTBOM TOPOJICKOTO
MAaCCaKUPCKOTO TPaHCIOPTA.

B coBpeMEHHBIX YCIOBHUSX HEOOXOJUM MEXAaHM3M MPEOCTaBICHUS
BBICOKOKAYECTBEHHBIX YCIYT B OOCTAHOBKE KOHKYPEHIIUH MEXIY OpTraHU3AIMSIMHU
paznuuHbIX (opM coOCTBeHHOCTH. Ha camoM Jiene KOHKYpEHIHs MPU OKa3aHUU
YCIIyT MO MEPEBO3KE TOPOJICKOr0 HACENEHUsl JOJDKHA NPHUBOJIUTH HE K OophOe 3a
MAacCaXUPOB HA OCTAHOBOYHBIX IIyHKTaX, a K JOMYCKy Ha MapmpyThl
aBTOTPAHCIIOPTHUKOB, MOABUKHOM COCTaB KOTOPBIX JOJDKEH COOTBETCTBOBATH
OTpe/IeICHHBIM TPEOOBaHUAM MO 0€30MacHOCTH U KOMGOPTHOCTU. A TaKkKe OHH
JOJKHBI ~ BBITMIOJHATH TPEOOBaHUS OPraHU3aTOPOB TEPEBO3KH  TOPOACKOTO
HACEJICHUS MO0 COOJIIOICHUIO PACIUMCaHUs JBMXKCHHUS Ha mapiipyrax. OTCyTCTBUE
MEXaHHU3Ma OTBETCTBEHHOCTH 33 Ka4YECTBEHHOE MPEIOCTABICHUE YCIYT TMPUBOAUT
K aHapXHUH B MPOU3BOJICTBE, NUHBIM HETATUBHBIM SIBJICHUSIM.

Borpochl MOBBIIIIEHUST YPOBHS OOCIIY>)KMBaHUS MOTPEOUTENCH B PHIHOYHBIX
YCIOBUSIX TECHO CBS3BIBAIOTCA C MPOOJIEMOM KadecTBa yciayr. B coBpeMeHHBIX
YCIIOBUSIX UCIIOJIB3YETCS OTPEOUTENbCKAs OIICHKA KauecTBa JUIsl Chephl YCIYT.

[Torpebureneil yciayr ropoACKOro macCcaxupCKoro TPaAaHCIIOPTa — MacCaKUPOB
MIPUBJICKAIOT:

- MUHIMAaJIbHOE BpeMs IOCTaBKH;

- MaKCUMaJTbHasl 0€30I1aCHOCTb;

- HaJIS)KHOCTh NEPEBO30K;

- PEryIsIpHOCTH JIBH’KCHUS aBTOOYCOB;

- rapaHTUPOBAHHOE BpeMsi pabOThl aBTOOYCOB Ha MApUIPYTE;

- HAJIMYME JIOMOJIHUTEIBHBIX YCIIYT;

- HAJTMYUE Pa3IMYHbIX YPOBHEH TPAHCTIOPTHOTO OOCTYKUBaHUS;

- PUCIIOCOOIIIEMOCTh K TPEOOBAHUSIM KIMEHTOB (THOKOCTH OOCTY)KUBaHHS);

- yno0cTBO, KoM(pOPT;

- OTJI&XXKEHHAsI cucTeMa MH(POpMaInH;

- IpueMJICMasa CTOUMMOCTD IICPCBO3KHU.



[Ipu paccmorpenun Bompoca oreHkrd kadectBa ycayr ['TIT HeoOxommmo
YYECTDb CIIEAYIOIIUE TTOJOKEHHUS:

- TOTPEeOHOCTH TOTpPEOUTENe TPAHCIOPTHBIX YCIYT JODKHBI  OBITh
YCTAHOBJICHBI ¥ OIIPEIEIICHBI C IOMOIIBI0O MAPKETUHTOBBIX UCCIIE0OBAHUM;

- HEOOXO0IUMO TIEPUOUYECKOE TIPOBE/IEHNE MAPKETUHIOBBIX UCCIEOBAaHUHN U
nepecMoTpa TpeOOBaHUM K NMPEJOCTABISIEMBIM YCIIyTaMm;

- TMOTPEeOHOCTH OOBIYHO BBIPAXKAIOTCA B CBOMCTBAaX W KOJWYECTBEHHBIX
XapaKTEPUCTUKAX ITUX CBOWCTB;

- COBOKYIHOCTh OXHJAEMbIX MOTPEOUTEIEM MapamMeTpoOB KadyecTBa
HEOOXOIMMOW €My YCIyIM W HMX 3HAaY€HHUd, YJOBJIETBOPSIONIME 3ampocam
HOTPEOUTENS], COCTABIIAIOT LIEHHOCTh OKa3bIBAEMOM YCITYTH.

Bomnpoc kadectBa B yCHOBHUSAX PBIHOYHOM DKOHOMHKH HUIPAET PEIIAIOIIYIO
poib. HeobxomuMocTh obOecrieueHus] BBICOKOTO KauecTBa TPAaHCHOPTHOTO
OOCIIy’)KMBaHUsI ~ TacCa)KUPOB  HEIMOCPEACTBEHHO  YCTAHOBJIIEHAa Y CTaBOM
aBTOMOOWJIBHOTO TpPaHCIOpPTa © TOPOACKOTO HA3€MHOI0  AJIEKTPHUYECKOTO
TPAHCIIOPTa, ONPEACIUBIINM MOJIHOE YAOBIETBOPEHUE MOTPEOHOCTEN HAPOJHOTO
XO34MCTBa M HACEJEHUs B TOPOACKHX IEPEBO3KAaX B KAayeCTBE IJIaBHOW 3aJ1a4d
MACCAXKUPCKUX aBTOTPAHCIIOPTHBIX IPEAITPUATHH.

[lepeBo3ku maccakupoB JOJDKHBI  OCYLIECTBIATHCS C  0OecreyeHHeM
0e30MacHOCTH, NPEIOCTaBICHUEM HEOOXOAUMBIX YAOOCTB W TPH BBICOKOUN
KyJbType 00CIIyXMBaHUs MaccaxkupoB. JleiicTBue YcraBa pacnpocTpaHsieTcsl He
TOJIBKO Ha MPEINpHUATUS TpPaHCIOpTa OOILIEro MOJb30BaHUS, HO U Ha Jpyrue
NPEANPUATUAS U OpraHU3aluy, OCYIIECTBISAIOIIMNE NACCAKUPCKUE IEPEBO3KH. B
YaCTHOCTHU, JIaHHOE TPeOOBaHUE HMEET CWIy U JUIA TNPEINPUSTAN pa3IndHBIX
BEJIOMCTB, YbM aBTOOYCHI MPUBJIEKAIOT K MEPEBO3KAM MacCCaXUPOB HA TOPOJCKHUX
MapuIpyTax.

AHanu3 HccleoBaHUM, CBS3aHHBIX C OLEHKOW KadecTBa TOPOJCKOIO
NAaCCAXUPCKOTO  TpaHCHOpPTa TMOKazal, 4YTO (QOpPMUpPOBAHUE  KpPUTEPHUEB

s dextuBHocTH PyHKIMOHMpOoBanus ['TIT nponsBoauTcs OOBIYHO B 3aBUCUMOCTH



OT KOHKPETHO IMOCTaBJICHHOM II€JIM U pEeIllaeMbIX 3aJad. DTH 3aJlaud Pa3JIMyHBbl,
HarpuMmep:

- IPOBEICHUE TUIAHOBO-TIPOEKTHBIX PACUETOB;

- OLIEHKa KadyecTBa padoThl npeanpudatuii u oprannzanuii I'TIT;

- OlIEHKa paboThI BoAUTENEH U Opurasm,

- OLICHKA Ka4e€CTBa MAPLIPYTHOU CETH

U JIpyrue.

BriOpanHble Tpy 3TOM TMOKa3aTelId OIEHKH KadecTBa, Kak MpaBuio,
XapakTepu3yroT 3P(HEKTUBHOCTh COCTOSHHUS W PA3BUTHS OTIEIBHBIX 3BEHLEB
CHUCTEMBbl TOPOJICKOTO MACCaXUPCKOTO TPAHCIIOPTAa M HE OTpaKaroT TpeOoBaHUs
MACCaXXUPOB K YPOBHIO TPAHCIIOPTHOTO OOCITYKUBaHHUSI, B TO BpeMsi KaK OCHOBHAast
3amadya padotel TpaHcnopta I[TIT cocrtout B oOeclieueHUM KauyeCTBEHHOIO
00CITy>KWBaHUS HACEJICHHUS.

B uyucne mnokazareneil, NpeAJIara€éMbIX POCCUWCKMMH CIEHHAINCTaMHU,
CJIeyeT OTMETUTH:

- CyMMapHbI€ 3aTpaThl BPDEMEHHU HA MEPE/IBUKEHUE;

- PETYJISIPHOCTH JABUKEHUS MOJIBUKHOTO COCTaBa;

- KOJIMYECTBO NEPECATOK;

- 0€30MaCHOCTh MOC3/IKH;

- HallOJIHEHUE TIOJIBUKHOTO COCTaBa;

- POBO3HAs CITIOCOOHOCTH TPAHCIIOPTA,

- BpeMs 0KUJaHUs TPAHCIIOPTHOTO CPEJCTBAa HA OCTAHOBOYHBIX MyHKTAX.

CnernuanuctaMu MO-pa3HOMY  MPEJCTABISIIOTCS  COCTaBHBIE  AJIEMEHTHI
kadecTBa. CIIOPHBIM OCTaeTCsl BOMPOC O MPHUHAIJICKHOCTH K YUCITY NOKa3aTenen
KayecTBa 0€30IMacHOCTH mMoe3Akh. Ero cuurtaroT 00s3aTelIbHBIM JJIEMEHTOM
BBITIOJTHEHHUS IEPEBO30YHOTO MPOIIECCA, TAK KaK MACCaKUpP, OCYILIECTBIISS MTOE3/IKY,
3aBEJIOMO TpPEIoJiaracT rapaHTHPOBaHHYIO Oe3omacHOCTh. Co3maHue YCIOBHUM
JUUIS COXpAHEHUsI )KU3HU U 3JI0POBbs MacCaXXHUpa — CaMoe TJIABHOE M 00s13aTeIbHOE
yCIJIOBHE U TPEOOBAHME OCYIIECTBICHUS TPAHCIIOPTHBIX MEPEABUKEHUM.

AnenunueB A.Jl. mpeyiaraer cieyonme noka3aTean KayecTna:
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- aBTOOYCO-49achl pabOTHI HA MAPIIPYTE;

- YPOBEHb COOMIOACHUS MapIIPYTHOTO PAaCIUCaHUs IBU)KEHUSI aBTOOYCOB;

- cebecToMMOCTh OAHOrO  aBTOOyco-uaca. IlpuBeneHHBI mEepeyeHb
MoKa3aTeyied XapakTepu3yeT KayeCTBO C TOYKM 3pPEHHS OLIEHKH palbOThI
MACCAXUPCKUX aBTOOYCHBIX MPEANPHUSTUN.

Hymutpamky ILII. onpenenser cieayronye 4acTHbIE MOKA3aTeNIM KayeCTBA
YCIIyT TOPOJCKOI0 MAaCCAXUPCKOT0 TPAHCIIOPTA:

- 3aTpaThl BPEMEHHU HA MEMIEXOAHbIN NOAX0A-0TXO/;

- 0XKHUJaHUE TPAHCIIOPTHOIO CPEACTBA;

- IepEeCcaOuYHOCTh;

- PEryJIsipHOCTb JIBUKEHUSI,

- CTETICHb HAMOJHEHUS OJABMKHOTO COCTaBA.

Cunopos E.A. npennaraer ciaeayomue oKa3aTelnu KauecTBa:

- IPOJIOJKUTEIIBHOCTD IEPEMEILICHHS,

- KOM(OPTHOCTB;

- CTOUMOCTbB IIEPEMEILECHHUS.

B 1aHHOl OLEHKE HE Y4YWUTHIBACTCA BpeMs OXHIAHHUS TPAHCIOPTHOIO
CpEICTBA; HE OIlEHUBAeTCs paboTa MacCaXUPCKUX MPEINPUATUN MO COOIIOACHUIO
3aJJaHHOTO MHTEpBaJa ABMKEHUS aBTOOYCOB Ha JIMHUU.

B pa6orax I'ynkoBa B.A., Mwupotruna JI. b. cucrema ymnpapieHus
OpelycMaTpuBaeT OIEHKY KadecTBa TPAHCIOPTHOTO  OOCIYXHBaHUS IO
MOKA3aTeNIl0 OTHOCUTENbHBIX 3aTpaT BPEMEHH, PaBHOMY OTHOIICHHMIO 3aTpar
BPEMEHHU Ha MOE3/KY B WICATbHBIX YCIOBHUSAX K (PAKTUYECKHUM 3aTpaTaM BPEMEHHU.
HopmatuBel 3arpaT BpEMEHM OJHOTO IacCakupa Ha MOE3JKH TOPOJICKUM
aBTO0yCcOM aJig ropoaa ¢ yuciaoM xkuteneit 500-1000 Teic. yen. cocraBisitoT 28, 35
u 43 MuHYTBHl A7 OOpa3OBOrO, XOPOIIEr0 W YIOBJIETBOPUTEIHHOIO YPOBHS
KayecTBa OOCIY)KMBAaHMS HE YYHUTHIBAIOT IUIAHUPOBKY TOpoJoB. Bpews,
3aTpayMBaeMoO€ Ha IMOE3[KYy, BKJIIOYAET MOJXOJbl K OCTAHOBOYHOMY NYHKTY H

MEeCTY Ha3HAUEHHUS; OKUJIaHUE TPAHCIIOPTA; MOE3AKY B TPAHCIIOPTE; NMEPECATKH Ha
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JpPYrol MapupyT; OXHAAHUE TPAHCIIOPTA M3-3a OTKA30B B IOCAJKE BCIIEJICTBUE
neperpy3a TpaHCIOPTHOIO CPEACTBA.

Bapenonyno I'.A. kadectBo oOcmyxkuBanusi maccaxupoB ['TIT ompenenser
MHOTMMH MOKa3aTesIMU:

- IOCTYITHOCTb;

- KOM(OPT MOE3/KH;

- MUHHMYM 3aTpaT BPEMEHH Ha MEPEABUKEHHE 110 TOPOY;

- BBICOKAsI HAJIE)KHOCTh pa0OThI MOJABMYKHOI'O COCTABA;

- PeryasipHOCTh COOOIIEHUI MpHu 0e3ycIOBHOM oOecnedeHnr 0e30MacHOCTU
IIEPEBO30K.

OueHka WCHOJHEHUS  IUIaHA-PACIUCAaHUSI  JBHXKCHUS  ONPENEIsETCS:
ko3 puieHTOM 0becreueH s, 0TOOpaXarolUM OTHOLIEHUE (DAKTUUECKOT0 Ynciia
IIPEIOCTABIISEMBIX HACEJICHUIO [IaCCaKUPOMECT 1o nepuoamM K
3aIUIAHUPOBAHHOMY;  IIOKAa3aTelIieM, OTPAKAKOIIUM  KayeCTBO  BBIIOJIHEHUS
pacnucaHusi — peryJjsipHOCTbIO ABWkeHUs. lIpennaraemslii B paboTe mokasareib
KaueCTBa — HAJEKHOCTh YUUTHIBAET TOJIBKO HAZAEKHOCTh TEXHUUECKHUX CPEICTB.

Coupun W.B. npuBOauT CHEAYIONIYIO CUCTEMY ITOKa3aTeled sl OLUECHKH
KaueCTBa [EPEBO30K M1aCCAKUPOB:

- HaroJHEHUE aBTOOYCOB B YacChl IHK;

- PEryJasipHOCTb IBU’KEHUS aBTOOYCOB;

- BBIITYCK Ha JIMHUIO aBTOOYCOB B YaChI IMHK;

- o0uuit MpoOer B OTYETHOM TMEPHUOJIE.

[MuOynka SH omnpenenseT KayecTBO MNEPEBO30K B CUCTEME TOPOACKOTO
MaCCAKUPCKOTO TPAHCHOPTAa KaK KOMIUIEKC BIMSHUN XapaKTEepPUCTUK 3aTpar
BpEMEHHU, 0€30MacHOCTU U KOM(DOpTa MOE3/I0K, SBISIOMIMUXCA BaXKHBIMU C TOYKH
3peHus MacCaKMpoB B INPOLECCE MEPEBO3KU. [l 1eneil OUeHKHM MHOKECTBO
XapaKTEPUCTHK Pa30WTO Ha YEThIPE MOJMHOMXECTBA, KOTOPBIC MPEACTABISIOT
OTJIeJIbHBIE CBOMCTBA KAYECTBA MEPEBO3KHU B COCTABE TOPOACKOTO MaCCaKUPCKOTOo
TPAHCIIOPTa, @ UMEHHO:

- 3aTpaThl BDEMEHHU HA MOE3KY;
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- 6e3omacHoCTh, uiu ynucio JTTI;

- koMbOpT BHE W BHYTPH TPAHCIOPTHOTO cpeacTBa. [lo MHeHUIO aBTOpAa,
KOMILJIEKC 3THX XapaKTEPUCTHUK MOXKET JOCTaTOYHBIM OOpa3oM MpeACTaBiIsATh
MOHSATUE «KA4YECTBO MEepeBO30K» B cucteMe ['TIT ¢ Touku 3peHus maccaxupos.

HUUAT B 1987r. co3nan KOMIUIEKCHYIO CHUCTEMY YIIPABJICHUSI Kauye€CTBOM
naccaxupckux rmnepeBo3ok (KC VYKIIII). Ona npemycmaTpuBaeT BHEIpPEHUE
CUCTEMBbI MOKa3aTeNel sl OIEHKH JeATeIbHOCTH MPOU3BOJICTBEHHO-TEXHUYECKON
U OKCIUTyaTallUOHHOW  CIIy’)kO — MpeAnpusiTvsi, psga €ro  CTPYKTYPHBIX
noapazaeneHuid. [IpenycMoTpeHa yBsi3ka CHCTEMBbI CTUMYJIHMPOBAHMS IEpCOHANA
JAHHBIX  TOAPA3ACICHUNH €  JOCTUTHYTHIM  YPOBHEM  COOTBETCTBYIOIIHMX
nokasarenied kauectBa paboThel. CoryiacHo «TUMOBOMY MPOEKTY KOMILIEKCHOM
CHUCTEMbl YIPABJICHUS KA4eCTBOM IACCAKUPCKUX IMEPEBO30K BO BCEX BHJIAX
COOOIICHMI», TOKa3aTelsIMH KauecTBa OOCITY>KUBAHUS MACCAKUPOB aBTOOycamMu
SABJISIFOTCSL:

- KOJIMYECTBO CTOSIINX MACCAXKUPOB Ha | M CBOOOJIHOM TIOIIA/IH I10J1a;

- K09 PUIIUEHT UCTIOIL30BaHUSI BMECTUMOCTH aBTOOYCOB;

- PETYJISIPHOCTh ¥ 0€30MaCHOCTh JBUKEHUS TTOJIBUKHOTO COCTaBA.

OTH mokazarenu, xapaktepusys d(PPeKTUBHOCTh (YHKIIMOHUPOBAHUS
MaCCAKUPCKUX MPEANPUATHN, HE TTOJTHOCTBHIO OTPAXKAKOT CTENEHb yIOBJIETBOPEHUS
MOTPEOHOCTEN MaccaxupoB B MEPEBO3KaAX.

IIpennaraembie bosbiiakoBeiM A.M.  moka3zaTeld KadecTBa OICHUBAIOT
KaueCTBO OpraHU3allMU JIBUKEHUS aBTOOYCOB Ha MapuUIpyTax, KayeCTBO PabOThI
[TATII wu ynoOCTBO TMEpPEeBO30K [JIsi MMAaCCAXHUPOB. ABTOp mpeajiaraet
nudepeHnnanbHyIo OIIEHKY KaueCcTBa B BUJE OTHOIICHUS HOPMATUBHOTO YPOBHS
nokazarenss K (akTudeckoMy (Kod(p(UIIMEHT OTHOCUTEIBHOrO O0OecTeYeHus
HopMmaTuBa). C 1eIbl0 TPOBEAEHUS COMOCTABUTEIBHON OLICHKH KadyecTBa
MEPEBO30K YCTAHABIMBACTCSA YETHIPEXYPOBHEBAS CUCTEMA OLIEHOK:

- 00pa3IoBbIH,

- XOpOULIWH,

- YIOBJIETBOPUTEIIbHBIMN,
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- HEYAOBJIETBOPUTEbHBIA YPOBHH Ka4u€CTBA.

BaxxHeWmmM 2JI€MEHTOM OIIEHKH KadecTBa OOCITY)KMBAaHUS SIBIISIETCS
WHTETpUpPOBaHHAs BeIWYMHA KO3 (UIIMEHTa KauecTBa, cojaepxkamiero B cebe
OLICHKH 10 YAaCTHBIM ITOKA3aTEIISIM:

- HaroJHeHue aBTolyca;

- 3aTpaThl BPEMEHHU HA MOE3KY;

- PETYJSIPHOCTB IBUKEHHUS MOJBUKHOTO COCTAaBa;

- 0€30IaCHOCTh ABUKEHUS TACCAKUPOB MPHU TIEPEBO3KE.

Henmocratkom sBisI€TCST TPYAHOCTH OIPEAECIEHUS HOPMATHUBHOIO YPOBHS
ITOKA3aTeNs 3aTpaT BPEMEHHU HA MOE3AKY IS pa3IM4YHbIX TOPOJOB.

AHalIM3 UCCIENOBAaHUM TIOKa3bIBAET, YTO B OCHOBHOM IpEIJIaraeTcs
KOMIUIEKCHBIN IIOKa3aTelb Ka4ecTBa, KOTOPBIN ONPENEIAECTCS
KBaIMMeTpudeckumMu  Metogamu. CyTb UX CBOAUTCS K MOAOOpPY Takou
3aBUCUMOCTH KOMILUIEKCHOTO M3MEpPUTENsl OT YaCTHBIX TMOKa3arenel, KoTopasi Obl
HamOoJiee aJEeKBATHO OTpa)kaja HX BIUSHHE HA YPOBEHb TPAHCIOPTHOTO
OOCITY>KMBaHHUS TACCaXUpPOB. B ocHOBHOM MPEJIaratoTCs KOMIUJICKCHBIE
IIOKA3aTENM, BBIPAXKAIOIIMECS YEpe3 B3BEUICHHOE IIPOU3BEACHUE YACTHBIX
nmokasarenerd. Bo3MOXeH TakKe IMO0AX0J, OCHOBAHHBIM Ha HCHOJIb30BAaHUU
B3BEIIICHHOW CyYMMBI YacTHBIX ToKazateneid. C moMompio Kod(PhUIMEHTOB
3HAYMMOCTH ONPENEIAIOT CTEIEHb BIUSHHUSA KAKIOIO YAaCTHOTO IOKAas3aTels Ha
001U ypOBEHb TPAHCTIOPTHOTO OOCTY>KUBAHHUSI aBTOPHI paOOTHI.

AHalM3  PacCMOTPEHHBIX  IIOKAa3aTelie  KayecTBa  TPAHCHOPTHOIO
00CITy’KMBaHUS MACCAKUPOB MO3BOJISET CAENATh CIEAYIOLINE BHIBODIL:

- TpenjaraeMbie aBTopaMu KpuTepuu >PGEeKTUBHOCTH (HYHKIIMOHUPOBAHUS
['TIT paznuyHbl O CBOEM CONEPKATEIBHON CYIIIHOCTH;

- U3yYEHHE KaXIoro (axTopa, ONpEAENsIOIEro YpPOBEHb TPAHCHOPTHOIO
00CITy’)KMBaHHUsI TOPOJICKOTO HACEJEHHs, TPOU3BOIMWIOCH Pa3/IeIbHO, BHE CBSI3U C
OCTaJIbHbIMU, 0€3 yueTa IpOrpaMMHO-1LI€NIEBOT0 MOAX0/14;

- OOJBIIMHCTBO TIOKAa3aTelied HE OMPEeAeNsioT JACHCTBUTEIBHBIA YPOBEHB

TPAaHCIOPTHOTO OOCHY)KMBaHUSI, TaK KaK XapaKTepU3YIOT pe3yJbTaThl padOThI
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OTZEJIBHBIX 3BEHBEB CUCTEMBI TOPOACKOIO ITACCA)KUPCKOTO TPAHCIOPTA U HE
OTpakaloT TPeOOBaHUS MACCAKUPOB K KA4YECTBY BBHIMOJHEHHS MEPEBO30YHOTO
nporecca;

- MHOTHE TOKa3aTelu TpeOyloT TPYAHO OmpeaeauMord uHGOpMalUud Hu
3HAYUTEJIbHOTO O00BEMa BBIUUCIUTEIBHBIX pabOT, 4YTO YCIOXKHSAET IMpPOLEecc
IUIAHUPOBAHMS Ka4eCTBa MEPEBO30K.

Yciyra, uMeeT BechbMa OJIM3KOe CXOJICTBO C TEXHUKOM 110 TAaKOMY MapameTpy,
KaK «HaJ€KHOCTbY». DTO OTHOCUTCS K «HEIITATHBIM CUTYyal[UsIM» B OM3HECE YCIYT:
HE BBIIOJIHEH BOBPEMS 3aKa3, ONO3Jajl HAa IOoe3Q W T.0. — OTO I0YBa JUIA
KOH(DJIMKTHBIX CUTYallUid MEKy MPOJABIIOM U MOKYIATEIEM YCIYT.

[lepBoHayalbHO HANEXKHOCTh IPEACTaBIsIa COOOW IMOHSTHE, CBSI3aHHOE C
TEXHUKOU U OINpEeNeNsanach, KAK COBOKYITHOCTb OCHOBHBIX CBOMCTB M3IEIUSA U €0
3JIIEMEHTOB — 0€30TKa3HOCTH, JOJTOBEYHOCTH M PEMOHTONPUIOJHOCTH U
o0ecreurBaoIlee HOPMAJIbHOE BBINOJHEHUE 3aJlaHHBIX (PYHKIMHA CHUCTEMBI B
3aIaHHBIN IPOMEKYTOK BPEMEHN B KOHKPETHBIX YCIIOBHUSX X UCIIOJIb30BAHUS.

Mumma B.M. npuBomur  ciemyroliee  ONpenesieHuE  HaJAeKHOCTHU:
«HAJIEKHOCTh — 3TO CBOMCTBO OOBEKTA BBINOJHATH YCTAHOBJICHHBIE (PYHKIUH,
COXpaHssi BO BPEMEHU 3HA4YCHUSA YCTAHOBJICHHBIX  JKCIUTyaTallMOHHBIX
IIOKa3aTelIed B 3aJaHHBIX MPEIeIax, COOTBETCTBYIOLIUX PEKUMaM U YCIOBUAM HUX
UCIIOJIb30BAHUs, TEXHUYECKOro OOCTY>KMBAaHHS, PEMOHTOB, XpaHEHUS U
TpaHCIIOpTUPOBKW». IlepBag 4actb 3TOro  oOmpeAcneHuss ¢  HEKOTOPOU
KOPPEKTUPOBKON MOXET OBbITh MCHOJB30BAHA U AJIA ONpENEICHUs HaJeKHOCTU
YCIIYT.

MeTtoapl OLIEHKH HAAECKHOCTH YCIIYI CYIIECTBEHHO OTINYAIOTCS OT METOIO0B
OLICHKM HaJIe)KHOCTU TEXHUYECKHX 00BeKTOB. JpyxuHuH I'.B. mox HageXHOCTBIO
yCIyTd TOHUMAeT €€ CBOMCTBO OOecrneunBaTh MOJyYEHHE CBOEBPEMEHHBIX U
KAUECTBEHHBIX PE3YyJbTAaTOB. JTO CBOMCTBO MpPOSBISAETCA IPU COIMOCTABICHUU
IUTAHUPYEMBIX M PEATM30BAHHBIX PE3YJIbTATOB BBIIIOJIHEHUS YCIYT'HM, KOTOPBIE B
OTZEJIBHBIX CIIy4YasX MOTYT HE COBIIaaTh KakK I10 BPEMEHU UCIIOJIHEHUS, TaK U I10

Ka4eCTBY pe3yJIbTATOB. YCJIyra CYWATA€TCA  BBINOJHEHHOW JIMIIb MpHU

15



CBOEBPEMEHHOM TMOJYYEHUU KAYECTBEHHOrO pe3yJibTara. JTO OINpeJeJeHue He
OTPa)KaeT, BO-MEPBbIX, TAPAHTUPOBAHHOCTh TMOJYYEHUS KAUECTBEHHOW YCIIYTH,
BO-BTOPBIX, HE YUYMTBHIBACT MEPY KaueCTBAa OKa3bIBAEMOM YCIyIH, NMPUHUMAS B
PacCMOTPEHHUE TOJIBKO JIBA COCTOSIHUS: TOJHOE M HETOHOE (IedeKxTHOE).

bosiee TOYHOE TOHATHE HAAEKHOCTH YCIYr — O3TO  CBOMCTBO YCIyI'H
COXpaHSATh 3HAUYCHUSA CBOUX IapaMETPOB KadeCTBa B OIPEICICHHBIX Mpejaenax,
OKHMJIAEMBIX MOTPEOUTENEM, B TEUEHHUE  OMNPEACICHHOTO (TapaHTHUPOBAHHOTO
MIPOU3BOJIUTENIEM) BPEMEHHM M TIPU ONpPEACICHHBIX (3apaHee YCTaHOBJICHHBIX
NoTpeOuTeNIeM M MPOU3BOJAUTENIEM) YCIOBUSX Mpoliecca MPOU3BOACTBA U
noTpebyieHust JaHHOM yciyru. JlaHHOe onpeaeneHue JaeT XapaKTePUCTUKY
HAJIeKHOCTH C TOYKHM 3pPEHUs] IIOTpPEOUTENeH, OmpeacisieT B3auMOJICHCTBUE
OXXKHMJIAHUSI TOTpeOUTENed M BO3MOXXHOCTEH MPOU3ZBOAMUTENCH, OICHUBAIOUIUX
YCIyTH. A TaKXe COJCPKUT JIBE OCHOBHBIC XapPAKTEPUCTUKHU HAJIC)KHOCTH:

- TApAHTHUPOBAHHOCTD;

- CBOEBPEMEHHOCTh MPEIOCTABJICHUSI YCIYTH MOTPEOUTEITIO.

AHanIu3 JUTEpATyphl MO BOMPOCY OMPEACICHUS] HAACKHOCTH TPaHCIOPTHBIX
YCIIYT MOKa3aJl OTCYTCTBUE JIAHHOTO OIpECICHUs, XOTS CChUIKM Ha HAJEKHOCTh
YCIIYT TOPOJCKOTO MAaCCaXUPCKOT0 TPAHCTIOPTAa BCTPEUYAIOTCS BO MHOTHX paboTax.

Mupotun JI.B., l'onsaun A.I'., Konuk A.B. mog4epKuBarOT, 4TO HAJIEKHOCTh
IPY30BBIX aBTOMOOWMJIBHBIX T€PEBO30OK — CJOXKHBIM mapameTp, KOTOPbIH
OTpeNIeNIIeT CIIOCOOHOCTh KOMITAHMHM-TIOCTABIIIUKA BBIMOJHITL B3SThIE Ha ceOs
00s3aTeNbCTBA MO COOMIOAEHUIO TpaduKa JOCTABKU I'PY30B; COXPAHHOCTH MapTUH
rpy3a ¥ COXpPaHHOCTHU MOTPEOUTETHLCKUX CBOMCTB TOBAPOB MPH MEPEBO3KE.

I'pomoB H.H., [lepcuanoB B.A. moguepkuBaroT, 4TO HAAEKHOCTh TOPOJICKOTO
MAaCCAKUPCKOTO TPAHCIIOPTA — OJIHO U3 OCHOBHBIX TPEOOBAHUM, MPEIBIBISIEMBIX K
TOPOJICKOMY TAaCCaXUPCKOMY TpaHcropty. KoHkpeTuzarusi 3Toro TpeboBaHUS —
ATO O0ECIICUCHHE rapaHTHH MMacCakKUpaM B TOM, YTO OHHM BCET/Ia U CBOCBPEMEHHO
MONayT K IETU TOE3IKH.

B pabore byrpomenxko B.H., Mscoenosoit E.I'. wnanexnocts I'TIT

ONpENENAeTC KaK YPOBEHb HMHTETPAJbHOW TPAHCIOPTHOW  JTOCTYIHOCTH.

16



[loka3areneM KadecTBa TPAHCIIOPTHOM CpPEAbl IOpOJa SBISIETCS WHTETPaIbHAs
tpancnoptHas goctynHocTs (UT/I), mpencraBnstonias co0oi cpeaHeB3BEIIICHHBIC
3aTparbl BpEMEHU Ha moe3aKy. HanexHol cuMTaeTcs Takas TPaHCHOPTHASI CETh
ropojia, KOTopasi Mo3BOJISIET TOCTHYb JIF0OOOM €ro TOYKHU 32 HOPMAaTHUB BPEMEHU C
Y4ETOM BpPEMEHHM MOAX0Ja, OXuAaHud noe3nku, nepecaaku. Hopmatus MWT/I
ompenensieTcss ¢ ydyeroM  (YHKIHMOHAJIBHBIX  OCOOEHHOCTEH  KaXKIoro
MECTOIIOJIOKEHUS B TOPOJIE. YPOBEHb TPAHCIIOPTHOW JTOCTYIIHOCTH ONPEHENSAETCS
KaK COOTHOIIEHHE (haKTUYECKUX 3aTpaT BPEMEHHU Ha MACCAKUPCKHUE MEPEBO3KU K
HOpPMAaTUBHBIM. B paboTe uccienyrorcs BOOPOCH MO CO3JaHUI0O MUHUMAJIBHOTO
cormaibHO-TpancnoptHoro cranaapra (MCTC) ropoma. ABTOpPEI OTMEUAOT, YTO
cucrema ['TIT nomkHa oTBeyaTh CIEAYIOUIUM TPEOOBAHUSAM: IPEACTABISATH COOOI
cOQJIaHCUPOBAaHHYI0  COBOKYIHOCTh  OOIIECTBEHHOIO W  HMHAMBHUAYaJIbHOTO
TPAHCIIOPTA, YYUTHIBAIOILYI0 MECTHBIC, COLIMATIbHO-OKOHOMUYECKUE, TEXHUYECKUE
U DKOJIOTUYECKHE BO3MOXKHOCTH U OIPaHUYEHMs]; ObITh yJAOOHON, HalEeXKHOU U
Oe3omnacHoii, 0oyiee pallMOHAJIBLHO MCIOJIb30BaTh OTPAaHUYEHHBIE YHEPreTHUYECKUE,
3€MEJbHBIE U IPYIUE PECYPCHI; C MO3ULMN IPOrPaMMHO-LIEIEBOr0 IUIAHUPOBAHUS
¢ynkunonupoBanue I'TIT momxHO XapaKTepu30BaThCS LEIEBBIM M PECYPCHBIMU
NOKa3aTeJIIMM — COLMAJIbHbBIMU HopMaruBamu. CouuanbHble HOPMAaTHBBI
npumenutesibHo K [TIT — 3T0 HayyHO O0OOCHOBaHHBIE KOJWYECTBEHHBIE U
KAUYECTBEHHBIE XapaKTEPUCTUKH ONTHUMAJIbHOIO COCTOSIHUS TOPOJICKOW Cpeabl
KU3HEIECATEIBHOCTH, 3aBUCAIIME OT MaCCaKUPCKOro Tpa”cnopra. COBOKYIHOCTh
LEJEeBbIX IOKa3aTele KOHEYHOro MOTPEeOJIEHUs  TPAHCHMOPTHBIX  YCHYT,
JOCTH)KEHHE KOTOpPBIX OOECIEeYMBAET YCTOMYMBOE pa3BUTHE TOpoJa M €CTh
MHHUMQJIBHBIA  COLMAJIIBHO-TPAHCIIOPTHBIA  CTaHAAPT  rOpoAa,  KOTOPBIU
rapaHTUpPyeT MUHUMAJIbHO HEOOXOIUMBIN ypOBEHb 00€CTIeUeHUs KUTEJIeH Topoa
TPAHCTIOPTHBIMHU  yCiyramu. JIMKBUIAIMS pa3HULBI MEXIy (aKTHUECKUM U
NpPOEKTHBIM (HOpMaTuBHBIM) 3HaueHneM MCTC sBasieTcs KOHEUHOW IENbIO
pasButus ['TIT ¢ Toukn 3penus ycroitunBoro pazsutus. MCTC MOXKeT BKIIOYATH
CJIIEAYIOIIME OCHOBHBIE IT0OKA3aTENIM: TPAHCHOPTHYIO IOABUKHOCTb HACEJICHMS;

ONNTUMAJIbLHOC COOTHOIICHHUEC MCKIAY O6H.[CCTBCHHBIM N HWHAUBUAYaJIbHBIM
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TpaHcnoptoM; HaaexxHocTe [TIT (ypoBeHb HMHTErpajbHONl TpPaHCIOPTHOU
JOCTYITHOCTH); ~ YPOBEHb  TPAHCHOPTHOW  JAUCKPUMHMHAIIMM  HACEJCHUS;
kKoMbpopTHOCTh TepeBo3ok [TIT; ynenbHbIE TOTEpsSHHBIA (GOHA CBOOOIHOTO
Bpemenu; a0y ['TIT B cymMMapHOM 3arps3HEHHHM OKPYXKAOIIEH Cpenbl; YPOBEHBb
pa3BUTHUSL MYCKYJBHBIX BHAOB TpaHcnopta; ypoBeHb JTII mo Bune ITIT;
adpextuBHocTs I'TIT. [lo Hamemy MHEHHIO, pacyeT HAACKHOCTH B JaHHOM
CIIy4ae OCJIOXKHSETCS ONpENEICHNEM HOPMAaTHBAa BPEMEHM HA IOE3JKYy, TaK Kak
pa3iIvyYHa MIAHUPOBKA FOPOJOB U COOTHOIIEHUE HACEIEHHOCTU JKUJIBIX MacCHUBOB
Pa3IMYHBIX PAOHOB TOPOJIA.

AHaINM3 JHUTEPATYPHI MO UCCICAOBAHUIO HAACKHOCTH IO3BOJISIET OTMETUTH
CJIEAYIOIINE OCHOBHBIE MOMEHTHI:

- HAJKHOCTb MOET BBICTYIIATh KAaK B POJIM OJHOTO U3 IOKA3aTeJIe CBOMCTB
MPOAYKIMHK, TAaK M CAMOCTOSTEIIBHOM XapaKTEPUCTUKOM KadyecTBa, KOraa
MoKa3aTelib HaJCKHOCTU SBJISICTCS TJIABHBIM KPUTEPHEM MOTPEOUTEIHCKON
IIEHHOCTH MPOJYKIIMH, a TpeOOBaHUS K OCTAIbHBIM IIOKa3aTeIsIM CBOMCTB
3aBEJIOMO BBIIIOJIHAIOTCS;

- HAQJEKHOCTh CBf3aHA CO BCEMH IIOKAa3aTeJIMM KAadecTBA, COXPAHCHHE
KOTOPBIX HEOOXOUMO I HOPMAITLHOTO (DYHKIIMOHUPOBAHUE O0BEKTA;

- HAJIC)KHOCTh CUCTEMBI OLICHUBAETCS 110 HAJIC)KHOCTU OTAEIBHBIX JJIEMEHTOB;

- TOCKOJIbKY HapyIIeHUs IIJIJAaHOB OOBIYHO BBI3BIBAIOTCS CIIyYalHBIMU
MPUYUHAMH, HAJEKHOCTh YCIYT (KaK M HAJASKHOCTh TEXHUYECKUX OOBEKTOB)
1eJecCO00pa3HO UCCIEA0BaTh BEPOATHOCTHO-CTATUCTUYECKUM METOIaMU;

- TMOCKOJBbKY HAJEKHOCTh SBIISIETCA BEPOSTHOCTHOM XapaKTEPHUCTUKOM,
KOJINYECTBEHHBIE OLICHKH HCIIOJNB3YIOTCSA I OLEHKM CpPEIHEHM HAICKHOCTH,
pacCUYMTaHHOW Ha OCHOBE BBIOOPOK M3 BCEH COBOKYIHOCTH, a TaKke s
npeacKazanus OyayIieit HaJe)KHOCTH.

Takum oOpa3om, aHalIM3 HCCICAOBAaHUN IO OICHKE HAIACKHOCTH
TPAHCHOPTHBIX YCIYT MOKa3all, YTO MHOTHE U3 MIPEIJIOKEHHBIX MOIX0I0B TPEOYIOT
pacuera «craHmapta». Pa3paboTka KOTOPOro SIBISETCS JOCTATOYHO CIIOKHBIM

IpoleccoM, TaK KaK pa3iMyHbl: KOHQUTYpaluud TOPOJOB; IJIOTHOCTh
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3aCEJICHHOCTH OTAEJIbHBIX PAalOHOB; MECTOPACIOJIOKEHUE B TOpPOJAaxX ITYHKTOB
MOMJIOWICHUS  OCHOBHBIX  IMACCaXXUPOIOTOKOB;, PECYPChI, BBLACISEMbIE HA
TOPOJCKOM TMaCCAXUPCKUM TPAHCIOPT M CXEMbl (PMHAHCHPOBAHHUS B Pa3HBIX
roponax. Hapexnocte ycnyr I'TIT usmensiercs nmo yacam CyTOK, IO JHAM HEAEIH,
110 C€30HaM, CJIeI0BATENIbHO, HAJICKHOCTh IEPEMEHHAS BEJIUYMHA.

Kpome TOro, HajaeXHOCTh TPAHCIOPTHBIX YCIYyT  OOYCJIOBIMBACTCS:
HAJIC)KHOCTBIO ~ aBTOTPAHCIIOPTHBIX  CPEJICTB;  HAJCKHOCTBIO  IEPCOHAIIA,
00eCIIeYnBaIOIIETO npolecc MIEPEBO3KHU M1aCCaXHpPOB; HaJIe’KHOCTBIO
MepeBO30YHOro Tmpouecca. llepBble Ba COCTABISAIOMIMX YYUTHIBAIOTCS IPH
OMPENCICHUH KadyecTBa TPAHCIOPTHOTO OOCITY>KUBAaHUS B YacTH OLECHKHU
0€30IMMacHOCTH TIEPEBO30K, TaK KaK OE€30MMacHOCTh IMAaCCaXUPOB IPH TMEPEBO3KE
ONpPEAEHACTCS JAUHAMUYHOCTBIO HW3MEHEHUS YPOBHS JIOPOKHO-TPAHCHIOPTHBIX
npoucmiectBuil. Ha namenenne ypoBHsa [TII BauseTr HameKHOCTH NMEpCOHANA U
HAJICKHOCTh TEXHUYECKUX CpPEACTB. JlOJDKHBI OCYIIECTBISATHCSA: CBOEBPEMEHHOE
MPOXOXKJECHUE BOJUTEIISIMU MEIOCMOTpA; COOIIOJICHHE TpaBujia O JOMYyCKe K
yIOpaBieHHUIO aBToOycaMM BOJUTEIEH €O CTaKeM HE MeHee Tpex JIeT;
CBOCBPEMEHHOE M KauyeCTBEHHOE ocyuiecTtBieHrue TO W peMOHTa, €XETHEBHOE
TEXHUYECKOE OCBHUJICTEILCTBOBAHUE MOIBHKHOTO COCTaBa MEPE BBIITYCKOM €r0
Ha JuHUO. [lo3TOMYy mHpHM OIEHKE HAAEKHOCTH MBI MpPEJjaraéM HE CUYUTATh
HAJI)KHOCTU BOJUTENIEM U TPAHCHOPTHBIX CPEACTB (OHU YUMUTHIBAIOTCS B
nmokaszarejie 0e30MacHOCTH JBIJKCHHS), a YYHTBIBATh TOJBKO COIHAIBHYIO

COCTaBJISIIOLIYIO, T.€. OLIEHKY ¢ TOUKH 3pEHUS IOTPEOUTENEH.

2.TPAHCIIOPTHBIE YCJIYT'U B POCTOBE-HA-/IOHY

B PocroBckoii o00nacT maccaXXMpcKue aBTOMOOWIIBHBIE —IEPEBO3KHU
OCYIIECTBISAIOT 195 KpymHBIX TpPaHCHOPTHBIX NPEANPUATUH, MapK KOTOPBIX -
OKOJIO 2 TBIC. €IUHUI] MOABMKHOTO COCTaBa OOJIBIION U CpelHEed BMECTHUMOCTH:
1600 aBTOOYCOB, 191 TpomneitOyc, 175 TpamBaeB. Taxxe Ha MapuIpyTax paboTaroT
OKO0JIO 3,5 ThIC. aBTOOYCOB MaJioii M 0CO00 Majoil BMECTUMOCTH B DPEXKHUME

«MapIIPyTHOTO TAKCH.
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[To Tepputopum peruona mnpoxoauT 796 ropoackux wmapupyTtoB, 31 6
BHYTpHpPaWOHHBIX, Oosiee 500 MEXIYropoAHBIX W TPUTOPOAHBIX PETYIISIPHBIX
NACCAXUPCKUX  MapupyToB, OKkojdo 150  Meko0JIacTHBIX  MapUIpyTOB,
COCIUHSIONIMX  BCE  MYHULUIAIbHBIE  00pa3oBaHUs  peruoHa  oOmiei
MPOTSKEHHOCTHIO Oosiee 80 ThIC. KM. ABTOBOK3aJIbl M aBTOCTAHIIMKM OOBEAMHEHBI B
CAUHYIO CETh.

Ha naccaxxupckux Y TPY30BBIX aBTOTPAHCIOPTHBIX  MPEANPUITHIX
PocToBcko#t o6mactu 3aHsATO 0K0JIO 70 ThIC. YeNOBEK, YTO cocTaBiseT nmouTu 80%
OT YUCJICHHOCTH PabOTaOIIKX B TPAHCIIOPTHOM OTPACIN PETHOHA.

[Io wroram 2011 roma KOJWYECTBO TEPEBE3CHHBIX  MACCAKUPOB
aBTOMOOUJILHBIM TPAHCIIOPTOM COCTaBMIIO 366 MiH uen. (95,8% ot oOiero uncia
naccaxuporepeBo3ok). KoanyecTBO NEpeBE3eHHBIX TPY30B TPAHCHOPTHBIMU
npeanpustusamu peruona B 2011 rox yBenmuunacek Ha 1 6,7% u cocraBuino 38 MiH
TOHH.

Taxke TpaHCHOpTHBIMM npeanpustTusimMu pernoHa B 2011 romy 3a cuer
COOCTBEHHBIX CpeIcTB ObLI0 prodpeTero 106 aBTodycoB Ha o0uryo cymmy 149.9
MJIH py0. u 7 TposuieitdycoB Ha cymmy 21,6 MiH pyOnei. V3 Hux, npeanpusTusiMu
r. PocToBana-/lony - 56 aBT00ycoB u 7 TpoJIIeHOyCoB.

[IpuopurernbiM HampaBieHueM B 2012 romy sBIstOTCS OOHOBIICHUE
MOJBM)KHOTO COCTaBa, YTO IO3BOJUT YCKOPHUTH PAa3BUTHUE TPAHCHOPTHOMN
UHOPACTPYKTYPhI,  3HAYUTEIBHO  YAy4lmuTh  OUHAHCOBO-KOHOMHUYECKOE
COCTOSIHUE TPAHCIOPTHBIX MPEANPUSATUNA, YBETUYUTh HAJIOTOBBIC MOCTYILJICHUS B
OIOKETHl BCEX YPOBHEM, a Takke MO3BOJUT MOBBICUTH KaYECTBO TPAHCIOPTHOTO
0OCTy>KUBaHUS KUTENIeH MyHUITUTIATLHBIX 00pa30BaHUM.

MYVII MTK «PoctoBnaccaxuptpanc», np. Kuposckuii, 63.

B 1997 romy B pe3yinbrare CHUSHUS YETBIPEX aBTOTPAHCHOPTHBIX
NAaCCAUKUPCKUX  TPEANPUSTAA W MYHUIUNAIBHOTO  IPOU3BOJICTBEHHOTO
oObeauHeHus: «POCTOBINEKTPOTPAHCY, HAXOIUBIIUXCS B KPU3UCHOM (PUHAHCOBOM
MOJIOKEHUHM, OblTa 00pa3oBaHa MYHHIMMNAIbHAS TPAHCIOPTHAS KOMITAHHS

«PocroBnaccaxxupTtpanc». brarogapsi npogyMaHHONW 3KOHOMHYECKOW MOJIMTHKE,
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pa3paboTaHHON PYKOBOJCTBOM KOMIAHHH, M LEHTPATU3ALUU CPEICTB, CUTYyalUs
BCKOpPE  CTa0WIM3HpPOBANacCh, YTO TMO3BOJMJIO MPOU3BECTH  TEXHHUUECKOE
NEPEBOOPYKEHUE U PEKOHCTPYKIUIO MTPOU3BOJACTBEHHBIX MolHOcTeH. CTparerus
pa3BUTHS NpPEaNpHUATUs, pa3paboTaHHas ero pykooaurenem P.I'. CaHamoBbIM,
NO3BOJINJIA 3@ HECKOJIBKO JIET MOBBICUTH PErYJISPHOCTh JABHKEHHUS TOPOJICKOTIO
TPAHCIIOPTa, CHU3UTh MaTepUalbHbIE W TPYIOBBIE 3aTpaThl, 3HAYUTEIHHO
yIy4IIUTh KAauyeCTBO PEMOHTAa U TEXHHUYECKOTO OOCITyKHMBaHUA aBTOOYCOB,
YBEJIMYUTH BpeMsl padOThl MalllMH Ha ropojckux mapupyrax. [log pykoBoacTBoM
P.I'. CanamoBa B PoctoBe-Ha-JloHy Oblna co3maHa eAuHas MyHUIUNATIbHAsS
TPaHCIOPTHAsl  OTpacilb, VYCHEIIHO KOHKypUpyloImas ¢ KOMMEpPYECKUMHU
aBTOTPAHCIIOPTHBIMU MPEANPUATUIMHU.

B Hacrosimee BpeMs koMmmnaHusg «POCTOBMACCAKUPTPAHC» OOBEAUHSET TPHU
KPYNHBIX aBTOOYCHBIX NPEINPUITHS U CEPBUCHBIA LEHTP TEXHUYECKOTO
oOciyxuBaHus aBTOOycoB. B o01ell cinoxxHocTu Ha goporax PocroBa-Ha-JloHy u
npuropoga paboraror 386 aBT0O0ycoB, oOcaykuBaOMMX 60 MapuIpyTOB, B YUCIIE
KOTOPBIX 32 rOpoACKHX, 27 CaloBBIX U OAUH MEXAYTOPOIHBIM.

Jlns pelieHrs BceX BOMPOCOB PEMOHTA MOJIBHIKHOIO cocTaBa Ha 0aze MVYII
MTK «PocToBnaccaxupTpanc» ObUT CO3/1aH CEPBUCHBIN IIEHTP TEXHUYECKOTO
oOcy>KMBaHUsI aBTOOYCOB, JI€ATEIBHOCTh KOTOPOTO cepTudUIMpoBaHa IO
cucteme ['OCT P®, rme npousBoadarcs padOThl MO PEMOHTY HWMIIOPTHBIX
aBTOOYCOB M M3TOTOBJICHUIO JJIi HMX 3alacHbIX YacTeW, KOTOphIE MOJIb3YKOTCS
COpPOCOM U B Apyrux peruoHax. Kpome Toro, B HE€HTpE OKa3bIBAIOTCS YCIYTH IO
PEMOHTY UM TEXHMYECKOMY OOCIY>KMBAHUIO aBTOMOOWIIEH KOMMEPYECKUM
aBTOTPAHCIOPTHBIM TpeAnpusATusiM. B  nensx oOecnedeHHs HKOJIOTMYECKOM
0e30MacHOCTH ~ aBTOMOOMJIBHOTO — TPAHCIOpPTAa  CO3JaHa  aKKpEIUTOBaHHAas
Jabopatopus OXpaHbl TPYAA U OKPYKAIOIIEH Cpeibl.

B kommanum «PocroBmaccaxxupTpaHc» y JAENSIOT CaMO€ IPHUCTAbHOE
BHUMaHHe 0e30MacHOCTU ABMXKEeHMs. OCyIecTBIAETCS MOCTOSHHBIA KOHTPOJIb 32
paGoToii BoAuTeNel Ha JMHUM, YCTAHOBJIEHBI aBTOMATHYECKHEe MH(POPMATOPhI HA

aBToOycax IIEHTPAJIbHBIX palioHOB Topoja. Boautenn MyHUIMTATBLHOMN
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TPAHCIIOPTHON KOMITAHUM €KErOJJHO 3aHMMAIOT IMEpBbIE MeCTa B KOHKYpCax
po(hecCHOHATBFHOTO MacTEPCTBA.

Yenexu MYIT MTK «PocTtoBnaccaxxuptpaHcy ObUTHM OTMEUEHBI AUTLIOMaMU
Bcepoccnickoro KOOpAMHAMOHHOIO COBETA MO JIOTUCTUKE, TPaMOTaMU KOHKypca
«Bcepoccuiickasi ~ opraHu3aiisi  BBICOKOM  colMaIbHOM  3()(PEKTUBHOCTHY,
MOYETHBIM TPU30M 32 MHOTOJIETHEE COTPYAHUYECTBO M 3HAUMUTEIIbHBIA BKIJIAJ B
paboty MexyHnapoanoro anbsinca AJ/IM «bu3Hec-KOHCATTHUHTY.

dunuansl:

PMIITATII-2: yn. Opckas, 3,

PMIIATII-5: yn. ManuHoBCKOrO, 7,

PMIIATTII-6: yn. Jlo6poBoabsckoro, 25,

MVII «PoctoBckass TpancnopTHas koMmaHus». llpennpusitue sBisieTcs
CIMHCTBEHHBIM OMEPATOPOM TpaMBANHBIX MEPEBO30K B ropojie. OOcmykuBaeTcs 5
MapuipyToB. lleHTpansHoe neno: yin. 36-1 nueHus, 1. 3amagHoe nemno: yiI.
[Ipodcoroznas, 87.

OO0 «PTK Pycanrtpancy, yn. 20s muaus, 45. B 2002 romy s
BOCCTAHOBJIEHUSI CHCTEMBI TOPOJICKOTO 3JEKTPOTPAHCIIOpTa U  OOHOBJIEHUS
MOJBW)XKHOTO ~ COCTaBa  TpoJuleiibycHoro  mapka B PoctoBe-Ha-/{oHy
AJMUHHCTpaIUs TOpoja COBMECTHO ¢ MOCKOBCKoW kommanued OOO «Pycckuit
anekTpudeckuii Tpancnopt™ co3aanu npeanpustae OO0 «PTK Pycantpancy». 50
IPOLICHTOB BKJIaJ1a B ycTaBHOM KanuTai BHeCa0 MVYII «PocroBckas TpaHCcniopTHAA
kommaausi». B mepuon ¢ 2002 mo 2005 roasr 000 «PTK PycanTpance» momyduino
1o JIM3UHroBOM cxeme 30 HOBBIX TPOJUICHOYCOB OTEYECTBEHHOTO MPOU3BOJCTBA U
5 wummoptHbIX TposuieidycoB. OO0 «PTK Pycantpanc» ob6cmyxuBaer: 9
JNEUCTBYIOLIUX TPOJUICHOYCHBIX MapuIpyTOB MU 7 aBTOOYCHBIX MapHIpyTOB B
peXKUME MapIIPyTHOTO TAKCH.

OOO TK «PoctoB-ABTO», yi. Jlapuna, 45, ABisieTcss OAHUM U3 KPYITHEUIINX
npeanpuatuii PoctoBckoil 00JacTH, CHEUUATU3UPYIONIMMCS HAa OCYUIECTBICHUU
aBTOOYCHBIX TMACCAKHUPCKUX TEPEBO30K HA TOPOJACKUX  MEXKTYTOPOIHBIX

MapuipyTax a TakKe Ha OCYIIECTBICHUM TPOJUIEMOYCHBIX MAaCCaXKUPCKUX
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NepeBO3Kax Ha TOPOJICKMX MapUIpyTax.

Hcropuss 3TOM CpaBHUTEIBHO MOJOIOM, HO JWHAMMYHO Pa3BUBAIOLIECUCS
KoMmIaHuu Hadayack B 2001 romy, korma Ha TEPPUTOPUHU 3aKphITOro B 1998 romy
OKTs0pbCKOTO TpamMBaitHO-TpOJUIEHOyCcHOTO eno Obuta ocHoBaHa koMmmanusi 000
TK "PocToB-ABTO", M 3aKyIUieHHbIE €0 B ['O/uTaHAMM TPOJIIEHOYChl BIIEPBBIC
BBIIIUIM Ha 6-i TpOJUIeHOyCHBINH MapIIpyT.

3a mpouleAnye roibl NPeANpUATAE YTPOUIIO CBOM aKTUBBI, IPO BES MOJIHYIO
peKoHCTpyKIui0  OKTSIO0pbCKOro  TpaMBalHO-TpoJuleiOycHoro  jgemo  (Ha
TEPPUTOPHUH MPEANPUATHS CMOHTUPOBAHA HOBAsi KOHTAKTHAs TPOJUIEHOYCHAs CETh
IPOTSKEHHOCThIO 2,2 KM, 4YTO MO3BOJISIET B OyAyIIEM JTOBECTH YHMCIEHHOCTh
TposuielidycoB g0 100 eauHUI] U PEKOHCTPYHUPOBAHBI IPOU3BOJCTBEHHBIC
npodunakropuu miomaasio 4500 kB. M u3 8000 KB. M, UMEIOIIUXCS B HAJTUYUH) U
npuoOpeTss B 19 rommagHckux v 4 aBCTpUMCKUX TposuienOyca (Z1oyst 3aTpar Ha
TATOBYIO 3JIEKTPOIHEPTHUIO y 3TUX MamuH MeHee 11 % B moxomax oT ux paboThl),
aBTOOychl o0co00 masoro kiacca «Mersedes-Benz Sprinter» a Takxe 16
oenopycckux aBTo0ycoB O6obioro kiacca MA3-1 03 .065 no TM3UHroBOI cxeMme.

CeronHs KOMIIAHMS TEPEBO3HUT MACCAXKUPOB MO 1-My aBTOOyCHOMY M 4-M
MapuipyTam B peKHUME MapIIPyTHOTO TAKCH U BBITIOJIHAET 2% OT 00111eropoickoro
00BEMa MaccaXupCcKux MepeBo3ok. HezanelcTBOBaHHBIN pe3epB TEXHOIOTHYECKUX
MOIITHOCTEHN MpeAnpUsaTUs cocTaBsieT nopsiaka 70 Tposuieitdycos u 40 aBTo0yCOB.

OO0 TK «PoctoB-ABTO» 00CTyX)UuBaeT: 1 aBTOOyCHBIA MapuipyT u 4
aBTOOYCHBIX MapUIpyTa B PEKUME MAPLUIPYTHOTO TAKCH.

OAO PI'ATII-], nep. Texnonoruyeckuid, 6, o0ciyxuBaeT: 12 aBTOOYCHBIX
MapHIpyToB U 9 aBTOOYCHBIX MapIIPYTOB B PEKUME MAPIIPYTHOTO TaKCH:

3A0 ATII-3 "TpauccepBuc", yin. BaBunoBa, 58. ABTO-TpaHCHOpTHOE
npeanpusatie ropoaa PocrtoBa-Ha- [loHy sBisIeTCS OJHMM M3  BEIYIIHMX
NPEANPUATANA, OCYIIECTBISIOINX NACCAXKUPCKUE NEPEBO3KHU B Topoje. OCHOBaHO
5 okTa0ps 1959 roma kak ABTOoTpaHCmopTHOe Xo3siictBo M 12. 3a roasl
CYIIIECTBOBAHMSI TIPEANPUATHSI, KOJUIEKTUB aBT00a3pl Ne 12 BHeC CyIiecTBEHHBIN

BKJIad B IICPCBO3KU H&pO}IHO-XOBHﬁCTBeHHBIX Ipy3oB Ojis1 CTpPOUTCIbCTBA
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MPOMBITIUICHHBIX TPEANPUATANA W KYJIbTYpPHO OBITOBBIX OOBEKTOB B TOPOJE
PoctoBe-n a-Jlony u PocroBckoii oOnactu. B 1985 romy KomiekTUB
aBTOIPENNPUATHS BO3rJIaBWI reHepainbHbiM 1aupektop B.T. Kapaes. Ilox ero
PYKOBOJICTBOM MPEINPUATHE TPOU3BEIO PEKOHCTPYKIMIO MPOU3BOJACTBEHHON
0a3pl, HAIUIO pEIIEHHWE BOMPOCOB 3KOHOMUYECKOIO U COLMAIBHO-OBITOBOTO
xapaktepa. B 1996 romy mnpenmnpusarue ObLIO mnepenpo@riIMpoBaHO IS
OCYIIECTBJICHUST Taccaxupckux mepeBo3ok. Ceitwac ATII-3 - omHO M3 Bemymmx
OPEANPUATAA  TOpOAQ,  OCYIIECTBISIOMIMX  IEPEBO3KH  IMACCAKUPCKUM
TpaHcnopToM. WTor ero pabOThl Ha CETOAHSIIHUN JI€Hb - CBBINIC MATUIACCATH
MUJIJTHOHOB TTACCAKUPOB, NMEPEBE3EHHBIX TPAHCIIOPTOM MPEANPHUSITHS.

Ha Ttepputopum rapaxa pacmnojiokeHa acdaiabTUpOBaHas CTosHKa Ha 250
MecT, omaapio 3140 kB. MeTpoB. MiMeeTcst KOHTPOIBHO-IIPOYCKHOM MYHKT IS
TpaHcnopTa, 00opyaoBaHHbIN cMoTpoBoi siMoit (OTK).

PemonTHass Mactepckas — OpEANpUATUS HWMEET MPOU3BOACTBEHHBIEC 1€XA,
PAaCIlOJIOKEHHBIE B  KPBITBIX TpeX OOKcax: aKKyMYJSTOPHBIM, MEIHUIIKUM,
KY3HEYHBIN, arperaTHaIu, TOKapHBIN, TOILJIMBHBIM, CBapOYHBIN,
AIEKTPOMEXAHUYECKUM, WHCTPYMEHTAJIbHbIA, [IMHOMOHTAXKHBIM, MAaJIpPHbIN,
oraen raaBHoro mexanuka (OI'M). IIpou3BoacTBeHHas IJIOIIA[b MAaCTEPCKOM -
1050 xB.M. IMerOTCSI OCMOTPOBBIC KaHABBI ISl TIPOBEACHUS NMPOPUITAKTUUECKUX
peMoHTOB U ocMOTpoB (TO-1) u (TO-2) aBTomoOuseii. BBeneHo B cTpoit 3aKphITOE
MOMEIICHHE JJisi TMPOU3BOACTBA MPO(PHUIAKTUYECKUX PEMOHTOB U OCMOTPOB
aBTOOYCOB C 5 OCMOTPOBBIMU SIMAMHU.

[Ipennpustre oOCTyKUBACT KOJbIEBbIE MapmipyThl 94 m 96, mpoxopsiiue
4yepe3 BECh TOPOJI M COSIUHSIOIINE caMble OTIAIEHHBIE pailoHbl PocToBa-Ha-/[oHy
C KpyIMHEUIIIUM MPOMBIIIUICHHBIM TIpeAnpUsiTHEM ropojia «Pocrcenbmariem.

3a JMOCTUTHYTHIE BBICOKHE TPYNOBBIE ycmexu 0o0Jyiee JBYXCOT pPabOTHHKOB
ObLTM  HArpaKJAeHbl TOCYJAPCTBEHHBIMH HarpajaMu, TaKUMH KaK oOpJeHa
Tpynosoro Kpacnoro 3namenu, 3uak nnouera, opaeHa Cnassl [I u III creneneii.

OOO  «Penar-Tpanc».  Aprtonpennpusitue  «Penar-TpaHc»  cBOMUM

MIPOUCXOXKJIEHUEM O0053aHO aBTOMOOMJIBHOMY CIOPTY, @ Ha3BaHHEM - CBIHY
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pykoBoautens npeanpustus — . K. Mexrtuesa - Penary. B cepeaune 80-x ronos
KOMaHJIJa MOJIOJIbIX CIOPTCMEHOB KAaTETOPHH «MacTep» OObEIUHUIIACH B
aBTOTPAHCIIOPTHOE MPEANPUATHE O] Ha3BaHUeM «Poccush» uisi OCylIeCTBICHHS
MEXIYTOPOAHBIX W MEXIYHAPOIHBIX TPY30BBIX IEpPeBO30K. [lo3xke oHO OBLIO
neperuMeHoBaHo B «PeHar-TpaHc» M MOIy4YMIIO CTaTyC AEWCTBUTEIBHOTO YJICHA
Acconpanuyu  MEXIyHApOJHBIX  aBTOMOOWJIBHBIX mepeBo3uukoB ACMAIIL
[Ipenmpusitue  umeno  OONBLIOW  MapK  TPY30BBIX  aBTOMOOWJEH U
npeacTaBuTeNnbCTBA B ['epmannu, ['omtanaum, [losbire.

[Taccaxupckumu niepeBo3kamu  «Penar-TpaHc» Hayan 3aHUMAaTbCs B
ceperHe JeBSIHOCTBIX ro10B. Briocneacteun Obun ipuodpetensl akuuu PI° ATTI-
3 - crapeifiiero pOCTOBCKOTO MPEANPHUSATHS, HMEIONIEr0 MHOTOJIETHUN OIBIT
yCHEMHOU paboThl B cpepe Tpy30BbIX NEPEeBO30K. [Josiroe BpeMsi OHO 3aHMMAJIOCh
MEPEBO3KAMHU COLIMAIIBHO3HAYMMBIX TPY30B, & UMEHHO - NPOJYKTOB IMHTAHUS B
OONBHUIIBI, IIKOJBI, JETCKUE JOUIKOJbHBIE W JAPYrHMe MYyHHUIIUIAIbHBIC
yupexnaenusi. [locrenenno cmiamu HOBoro Biaaensiia npennpustue PIT ATII-3
ObLIO 00yCTpOEHO: OTPEMOHTUPOBAHBI aIMUHHUCTPATUBHBIE 3/1aHUS,
BOCCTAHOBJICHBI OCHOBHBIE (DYHKIIMOHAJIbHBIE CITY>KOBI.

K 2002 r. aBromo6miibnbiit mapk PI" ATII-3 «Penar-TpaHcy» yxe HacUUTHIBAI
270 enWHUL] TEXHUKU JUIsl OCYIIECTBIEHUS TOPOJCKUX, MEXKIYTOPOAHBIX
MACCAUKUPCKUX M MEXKAYHAPOIHBIX TPY30BbIX IMEPEBO30K HA E€BPONMEHCKUX U
azuarckux HampalieHusx. Cpenu Hux 60 Gosbiux aBToOycoB, 200 HBIX Takcu U
JIECSATh TPY30BbIX aBTOMOOMIEH. B Komnektuse Tpyauiaucek okoso 1 000 uenosek,
ObUTM HapaOOTaHbl COBPEMEHHBIE PEMOHTHAsI U CEPBUCHAsI 0a3bl, aBTOMaTUYECKAas
JTUCTieTYepeKas Ciryx0a, cucteMa KOHTPOJIS U yIPABJICHHUS.

B mapte 2011 r. OAO PI'ATII-3 «Penar-TpaHc» ObLIO MpeoOpa3oBaHO B
OOO TI'pynny komnanuii «Penat-TpaHcy.

[Taccaxupckue nepeBo3ku B PocrtoBe-Ha-/[oHy B 2012 r. BBINOJIHSIOT

takxe 3A0 AIIT-5, OO0 TK Tpanc-Dkcnpecc, ABTo-Cutu, ATII SAutapsl.
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3. KAUECTBO TPAHCIIOPTHBIX YCIIVI

AHanu3 nuTepaTypsbl 10 BOIPOCY KAYECTBA IMO3BOJISIET CAENIATH BBIBOJ O TOM,
YTO TIOHSTHE KadyecTBa B COBPEMEHHOU JMTEpaType TPaKTyeTcsl MO-pa3HOMy, a
IpeCcTaBlICHUEe 00 STOM KaTeropuu MEHSJIOCh B COOTBETCTBUM C Pa3BUTHEM
TEOpUH Ka4yeCTBa.

VY4yeHble BBIJCISIOT CIEIYIONIME OCHOBHBIE 3Talbl SBOJIOLMH TOHSATHUA
KauecTBa:  MPOBEPKA KAuyeCTBA M HCHBITAHUSA;, IOONEPAUUOHHBIA KOHTPOJIb
KauecTBa; cucreMa obOecrneuenuss kadectBa QA (60-e rozwl), mpoduiakThka
nedextoB; skoHOMHUKa kadecTBa (70-80-e romel), ympaBieHue kadectBoM QM,
MeToabl U cpenactBa  ympaieHus — kadectBom  (MCO 9000); BceoOuiee
ynpasienue kauyectBoM TQM (90-e roasi), coBepuieHcTBoBanue kadecta (MCO
9004); xauecTBoO JMr0ACH B Oynyuiem. Beigensercs cieayromas ITMHAMUKA YPOBHEH
kauectBa: 1950r. coorBercTBHE cTaHAapTy; 1960r. »sKcrulyartanmoHHas
npurogHoctb;, 1970r. daktuueckue TpeOoBaHus pbiHKa; 1980r. mo HacTosiee
BpEMs — CKPBITbIE TPEOOBaHUS MOTPEOUTENEH.

CuuTaercsi, 4YTO BIEpPBbIC KaTEropHsl KauecTBa ObliIa MOJABEPTHYTa aHAIU3Y
ApucroTeneM B 3 BEKE 0 H.3., OHA OTpaxkaja pa3lInuus MEKIy MpeIMEeTaMHU U
paccMarpuBaiach Kak CTENEHb COBEpIICHCTBOBaHMS uzfenuil. B 19 Beke ['erenb
OTIpeNIeNsil KaueCTBO KaK TOXKAECTBEHHYIO ¢ ObITHEM ompesesieHHoCcTh. KauecTBo
00BEKTa, KaK MPABUIIO, HE CBOJUTCS K OTAEIBHBIM €r0 CBOMCTBaM, a CBSI3aHO C
OOBEKTOM, KaK II€JIbIM, OXBaTblBasg €ro IOJHOCTbIO M HEOTACIMMO OT HEro.
[Myxapt OpuaaBajl KadyecTBY JBa AaclekTa: OOBEKTHBHBbIE (PU3MUYECKHE
XapaKTEPUCTUKU U CYOBEKTUBHYIO CTOPOHY — HAaCKOJBKO Bellb Xxopouia. Mcukasa
JlaJ CIEAYIOIIee OIpeNesIEHNEe: KaueCTBO — CBOMCTBO PEaJbHO YAOBIIETBOPSIOIIEE
notpebuteneil. A. @eiireHbaym MNOJYEPKUBAJ, YTO KAueCTBO O3HA4YaeT He
T4, a «ITYUYIIUH I UCTIONh30BaHUS MOTPEOUTENIEM 32 KOHKPETHYIO TICHY».
Jlxypan [[x. dbopmynupoBas KadecTBO KaK MPUTOTHOCTH JUISI WCIOJIB30BAHUS
(COOTBETCTBUSI HAa3HAYEHHUIO), CYOBEKTUBHAS CTOPOHA — KA4ECTBO €CTh CTEINEHb
yIOBJETBOPEHUs] TOTpeduTenel (s peaau3aluyd KadecTBa IPOU3BOJIUTEND

JIOJDKEH OB y3HaTh TpPeOOBaHUS TMOTPEOUTENST W CieiaTh CBOK IPOIYKIIHIO
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TaKo#, 4YTOOBl OHA yNOBJIETBOpsuIa ATUM TpeOoBaHusM). @. KpocOu omnpenemnsin
KayecTBO KaK COOTBETCTBUE TpeOOBaHMSM, KOTOpblE camMa  KOMIIaHUs
ycTtaHaBiauBaeTr st cBoel mnpoxaykuuu. ['OCT 15467-79 npaer cuenyromiee
OINpEJENICHUE: KAa4eCTBO MPOJYKIHH — 3TO COBOKYIHOCTH CBOMCTB NHPOIYKLUH,
OOyCJIOBIMBAIONIMX €€  MPUTOJHOCTh  YAOBIETBOPSATH  ONpPEIEICHHBIM
MOTPEOHOCTSIM B COOTBETCTBUU C €€ HazHaueHueM. B pabore IlpaBmuna [I.U.
IpeIaraeTcsi OLUEHUTh Mepy HPUTOJHOCTH MPOIYKLUHH, C 3TOW LEIbI0 MOJ
Ka4eCTBOM MPOAYKLIHMH T[MOHUMAETCA COBOKYINHOCTh CBOMCTB MNPOAYKLUH,
OOyCNOBIMBAIOIIUX €€  MNPUTOAHOCTH  YJOBJIETBOPSITH  OMPEIEICHHBIM
MOTPEOHOCTSIM B COOTBETCTBUM C €€ Ha3HAauY€HUEM IIpu  OOIIECTBEHHO
HEOOXOJMMBIX 3aTpaTax TpyJa Ha ee MPOU3BOACTBO U norpedisieHue. B 1986 roay
MexayHaponHoi opranuzanue mno cra"paptuzaunmun  MMCO 8420 Owuio
CTaHJAPTU3UPOBAHO CIEAYIOIIEE ONPEACICHUE KadecTBa: KadeCTBO — 3TO
COBOKYITHOCTb CBOMCTB M XapaKTEPUCTHUK MPOAYKTA UM YCIYTH, KOTOPAsi MPUIAET
UM CIOCOOHOCTH  YAOBJIETBOPATH OOYCIIOBJIEHHbIE WJIH MpPEANoJaracmbie
notpebHoctn. B pabore I'mnueBa A.B. mpuBoauTCs Ccleayroliee ONpeaeiICHHE:
KaueCTBO TMPOAYKIMM — OTO COBOKYHHOCTb CBOMCTB, OO€CHe4HMBaromas
YIIOBJIETBOPEHUE OIpPENEICHHON NOTPEOHOCTH TMpU €€ MCIOJIb30BAaHUHU IO
Ha3HaueHuto. KauecTBO Takke TPAKTYETCS KaK COBOKYIMHOCTH MOTPEOUTETHCKUX
CBOMCTB TOBapa, MO3BOJISIOIIAsS €MY BBIIOJHATH CBOU (DYHKIIMH.

B paborax WnbenkoBoit H.JI. xauecTBO ompenensieTcss ¢ TOYKA 3pEHUS
NOTpeOUTENsl, a MMEHHO KaK CTEMEHb YIOBJIETBOPEHUS €ro (moTpeduTerns)
TpeboBanuii. KauecTBo paccmaTpuBaeTcsi Kak KaTeropus, omnpeaelnsdromnas o0pas
KU3HHM, COLMAIBHYI0O M HKOHOMHYECKYK) OCHOBY JUIS YCHEIIHOIO pa3BUTHUSA
yesjoBeka M oOmiectBa. B pabore I'oHuapoBa A.B. moHsTHE KadueCTBO OTpa)kaeT
NO0OPOTHOCTD, IEHHOCTh, 3(P(EKTUBHOCTh MPOAYKTA WM YCIYTH [Tl IOTPEOUTEIS.
B pabore 3apoamna B. B. mpemmaraercs ompenenenuwe s GOpMUPOBAHUS
COLMAJIBHO OPUEHTUPOBAHHON PBIHOYHOW JKOHOMHKH, B KOTOPOW PEAIU3YIOTCS

WHTEPECHl CYOBEKTOB TPakKIaHCKOTO IpaBa, MPU STOM OMNpEIeSieHue KadyecTBa
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CTPOUTCS, WCXOJ W3 Te3Mca: KA4eCTBO — OTO CBOMCTBO, OOECIEYHBAIOIICE
COTJIaCOBaHME M PeaTN3alii0 HHTEPECOB CyOBEKTOB IPaXkIaHCKOTO MpaBa.

Mumva B.M. cuauraer Oojiee TIPEANOUYTUTEIBHOM W OTBEUarOIICH
COBPEMCHHBIM TPEJCTABICHUSIM O KadecTBe (POPMYIHPOBKY: KAa4eCTBO — ITO
OnpeAeIeHHass COBOKYITHOCTh CBOMCTB MPOAYKIHUHM WM YCIYTH, MOTEHIIMAIBHO
WU pEaJIbHO CIIOCOOHBIX B TOM WJIM WHOW MeEpe YJOBICTBOPATH TPeOyeMbIM
MOTPEOHOCTSIM MPU UX HKCMOJIb30BAHUU MO HA3HAYEHUIO, BKJIIOYAS YTHIM3AIMIO
WM YHUYTOXKEHHE. ABTOP OOBSCHICT MHOKECTBO CYIIECTBYIOMNX (POPMYITHUPOBOK
MpU OMNpPEJEICHUN TEePMHUHA «KAYECTBO» OJHOCTOPOHHUM IMOJXOJIOM K BOIPOCY
MOHMMAHUST PA3JIMUHBIX ACIEKTOB KayecTBa. BBIAEIAIOTCS CIEAYIONIME ACTEKThI
KadecTBa: (Quiaocopckue, couHalbHBIC, TEXHUYECKHE, HKOHOMHYECKHE U
MIPaBOBBIC, OHU TPEICTABIICHBI HA PUCYHKE 2.

HccnenoBanus mMoKa3bIBalOT, YTO B YCJIOBHUAX aIMUHUCTPATUBHO-KOMAaHIHOM
CHUCTEeMBI YIIPaBIICHHS Ipeo0safaio MOHMMaHHWE KayecTBa KaK COBOKYITHOCTH
CBOMCTB: OHO IUJIJAHUPOBAJIOCh, (OPMUPOBATIOCH, KOHTPOJUPOBAIOCH U
OIICHUBAJIOCh CaMHUM ITPOM3BOJIUTENIEM, MHTEPEChl IMOTPEOUTEICH OTXOAWIM Ha
BTOpOM IuaH. IloHATHE KadecTBa B PBIHOYHOM HSKOHOMHKE CBS3BIBAIOT HE C
HaJUYUeM TE€X WM HHBIX XapaKTEPUCTHUK MPOAYKIIMH, a C €ro CIOCOOHOCTHIO
YAOBJIETBOPUTH BO3HHUKIIHUE Yy TMOTpeOUTENs MOTpeOHOCTH. . JIEMUHT TIepBBHIM
onpenenus GopMmyny HOBOM Quiocopuu KadyecTBa: <«JIOBOJbHBIM 3aKa3uuK —
CTUMYJI JIFOOOM eI TCIIHHOCTI).

Takum 00pa3oM, OYEBHUJIHO, YTO B COBPEMEHHBIX YCIIOBHUSX KaTeropus
KadecTBa 00Jiee BHIPAXKEHO MPUOOPETAET COLMAIBHBIE ACTIEKThI, YTO O0YCIOBJICHO
M3MEHEHHEM OJKOHOMHMYECKOTO TMOTEHIMajga TOCyJapcTB ®  IpoliieMoi

() PEeKTUBHOTO UCTIOIB30BAHUSI CBOOOIHOTO BPEMEHHU YeIOBEKaA.
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ACIIEKTHI Ka4eCcTBa

A 4 v v
dunocodckue ComnuanbHbIe TEXHUYCCKHUE
HUCCICOAYIOTCA
e BHYTpPEHHE e OTHOIIEHIUE TEXHUYECKUE
3aKOHOMEPHOCTHU B
omnpeaeIeHHas CyOBEKTOB W/WIIH T — "
CYImIHOCTb 00I11eCTBA K IIPOSIBJICHUM:
00beKTa 00BEKTY
* o0BenuHCHHE ® paccMaTpHBaeTCsI * dusmyecknx
00BEKTOB B KaK KaTeropus, ® DJJICKTPOMEXAHU
COBOKYITHOCTh OTBEYaroIas HCCKUX
® BbIJICJICHHE 3aKOHaM Crpoca u ¢ HIpyrux
MHO’KECTBa PEII0KCHHUS, CBOMCTB
CBOMCTB 3aBUCUT OT HpeaAMCTOB
00BEKTa JI0XO0J/I0B
OTPEOUTENS U
T.II.
A 4
DKOHOMUYECKHE IIpaBoBbIE

® pE3yNbTAT MOTPEOJICHUS UITH
MOTPEOUTENHCKOM CTOMMOCTH
® B3aMMOCBS3b MPOM3BOJCTBA U

OTpeOJICHHS

e BhIpaboTka HT/]

® KayecCTBO BBICTYIAET KakK
COBOKYITHOCTh CBOWCTB,
OTBEYAIOIINX TPEOOBAHUSIM,
yctaHoBjeHHbIM B HT /]

PucyHOK 2 AcnekTsl KauecTBa

B psane nuTepaTypHbIX HMCTOYHUKOB KAdeCTBO pPAacCMaTpPUBAETCS Kak

COOTBETCTBHE TPEOOBaHUAM MOTPEOUTENEH, a MHOTAa Ka4eCTBO OOBSICHSAETCS Kak

MNPUIroAHOCTL K OKCILIyaTalluu. OI[HaKO HOI[O6HI)Iﬁ nmoaxoa K OIpCACICHUIO
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KayecTBa OTpakaeT TOJIbKO OJHY €ro CTOPOHY, 4YTO, KaK MpaBWIO, TpeOyeT
JOTIOJTHUTETHHBIX TTOSICHEHUH.

OxpenunoB B.B. orMeuaeT, 4To Ka4ecTBO MPOIYKIIMU MPEICTaBIsAET cOOOM
€€ CBOMCTBO (CIIOCOOHOCTH) YIOBIETBOPUTH MOTPEOHOCTH U  OXHUIAHMS
KOHKpeTHOro mnoTpedutens. [loTpeOHOCTh BO3HUKAET W3 HEYIOBJICTBOPEHHOCTH
TpeboBaHM 00111eCTBAa, HEOOXOAUMBIX JIJISI €T0 HOPMAJIbHOM KU3HENEATETbHOCTH,
Y HaIlpaBJI€Hbl HA YCTPAHEHUE 3TOW HEYJOBIETBOPEHHOCTH. PRIHOK OpMEHTHPOBaH
HE TMpPOCTO Ha YJOBJIETBOpPEHHE TNOTpeOHOCTe moTpeOutenedf, a Ha
YVAOBJIETBOPEHUE  CIpoca  NoKymarened  (IJIaTexecrnocoOHOro  crpoca),
BBITEKAIOIIIETO U3 UX MOTPEOHOCTEIA.

BaxHbIM B onpe/iesIeHUN KauyecTBa SIBIISIETCS:

- BO-TIEPBBIX, MHOT'OACIIEKTHOCTh M3y4aeMOM KaTeropuu;

- BO-BTOPBIX, HEOOXOJUMOCTh OTPAKEHHUS HE OTIEIBHBIX XapaKTEPUCTUK
MPOJYKIIUU, & UX KOMIUIEKCHOCTb;

- B-TPETbUX, OTPAKEHHE COLMAIBHOIO AacCHeKTa KayecTBa, KOTOPOE B
COBPEMEHHBIX YCIOBUSX JOHKHO OIIEHUBATHCS C TOUKH 3PEHUS TOTPEOUTENS;

- B-YCTBEPTHIX, BO3MOXKHOCTh OTPAKEHHUS TPABOBBIX AaCIEKTOB, TaK Kak
COOTBETCTBHE YCTaHOBJICHHBIM TpeOOBaAHUSIM MO3BOJISIET OIICHUTh
KOJIMYECTBEHHBIC XapaKTEPUCTUKU KaueCTBa;

- B-TIATBIX, HEOOXOJIUMOCThH IOCTOSHHOTO ITOBBIIIICHUSI KAa4eCTBa, JUISI YETO
HE0OXOMMO U3y4aTh U BBISBJISATH NOTCHIIMAIbHBIE TOTPEOHOCTH MOTpEOUTENEH.

Cyberto A.M. Takxke paccMaTpuBaeT KadyeCTBO MPOAYKIMU  Kak
MHOTOACIIEKTHYIO KaTEropuio, ONpeNeNisii CHUCTEMY CYKIEHHUW O KayecTBE IO
CIEAYIOIIMM BOCbMHU aCIEKTaM: CBOMCTBA, CHUCTEMHOCTH U CTPYKTYPHOCTH,
JTUHAMUYHOCTH,  ONPEJEICHHOCTH, BHEUIHEBHYTPEHHEH  OOYCJIOBIEHHOCTH,
crienupuKaIu, aKkCHOJIOTMYHOCTH U IIEHHOCTU. ABTOP OTMEYAET, YTO Ka4eCTBO
€CTh COBOKYITHOCTb CBOWCTB; HMepapXuyeckasi, TUHAMHUYECKas CHCTeMa CBOWCTB
WIM KayecTB 4YacTed OObeKTa; CYIIECTBEHHAs ONPEIEICeHHOCTh O0BEKTa,
BHYTPEHHHUM MOMEHT, BBIPAXKAIOIIMICA B 3aKOHOMEPHOW CBSI3U COCTABHBIX YaCTEM.

KagecTtBo —0cHOBa CymcCTBOBAaHUsA O6’b€KTa, HMECT ABOSAKYIO 06y0J’IOBJ’IeHHOCTB,
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pPacKphIBaEMyK0 4YE€pe3 CUCTEMY MOMEHTOB: CBOMCTBO, CTPYKTypa, CHCTEMa,
TpaHuIa, IEJIOCTHOCTh, OMNPEAENEHHOCTh, YCTOWYMBOCTh, H3MEHYUBOCTb,
KonuuecTBo.  KadectBo  00ycnoBiIMBaeT — CHEUU(PUYHOCTb,  LEIOCTHOCTD,
YHOPSAJOYEHHOCTh,  OINPEAEIIEHHOCTh, YCTOMYMBOCTH  0OBbekTa. KauecTBo
CO3/1aBa€MbIX OOILIECTBOM OOBEKTOB IIeHHO. KaTeropus kauecTBa CBs3aHa C
CUCTEMOM TEXHUKO-DKOHOMUYECKMX UM DJKOHOMUYECKMX MOHATHM KauecTBa
OPOAYKIMH, TPYAQ, T/I€ HEHHOCTh AKCIUTMIMPYETCA Yepe3 MOHSATHS MOJE3HOCTH,
HOTPEOUTEIBHON CTOUMOCTH U CTOUMOCTH.

Crnegyer coriacuThCs €O CIEAYIOIIMM ONpPEIEICHUEM KadyecTBa — 3TO
CTENEHb YJIOBJIETBOPEHUSI OOYCIIOBJIEHHBIX WJIM MPEANOJaraéMblXx MOTPEOHOCTEM
noTpeOUTENs; ITO KaTeropusi, omnpeaessromas oopas3 KU3HH, COLMAIBHYIO U
PKOHOMHUYECKYIO0 OCHOBY JJIS YCIIEUTHOTO pa3BUTHS YEJIOBEKA U OOIIECTBA.

B ycnoBusix pplHKa U KOHKYPEHLMHU Pa3BUThIE CTPAHbl MUPAa BOCIPUHUMAIOT
BBICOKOE KaUeCTBO KaK CTPATErMUE€CKUI UMIIEPATUB U CaMbIi 3HAYMMbIN UCTOYHHUK
HallMOHaNbHOrOo OorarcTtBa. KauecTBO BO MHOIOM ONpeneNsieT MNPEeCTHXK
rocyapcTBa, CIY>KUT OCHOBOH MJisi YAOBJIETBOPEHHUS MHOTPEOHOCTEM KaXKJIO0TO
YyeloBeKa U o0miecTBa B IEJIOM, SIBJISIETCS BaKHEWILIEH COCTaBIIAIOIICH
KOHKYPEHTOCTIOCOOHOCTH. TOJBKO HAa €ro OCHOBE MPEANPUATHE MOKET BBIKUTH B
YCIOBUSIX KOHKYPEHIIUH.

Takum 00pa3oM, MpeAcTaBIsSeTCS BIOJIHE OOBEKTUBHBIM, YTO JESTEIBHOCTD
[0 TIOBBIIICHHUIO M OOECHEYEHHI0 KAaueCTBA B YCJIOBHUSIX PHIHOYHBIX OTHOILIEHUH
JOJKHA OBITh MpUOpUTETHOW. OCHOBHYIO POJIb B MOBBIIICHUH KA4eCTBA JTOJDKHBI
UIrpaTh HYXIbl U TpeOOBaHUs MOTpeOUTENeil. DTO 3HAYMT, YTO MOTPEOUTEIH
SBJIIETCS. YYAaCTHUKOM IIpoLecca, OCYIIECTBISIEMOrO IPOU3BOAUTENEM, U
3aMHTEPECOBaH B KOHEYHOM pE3yNbTaTe, SBJSSCH TJABHBIM apOUTPOM B €ro
OLICHKE.

OcHOBHOW 3amauedl JIFOOOTO TIPOUBBOAMTENS SIBISETCS MaKCHUMAJIbHOE
BHUMaHHE K TpeOOBaHUSAM TMOTpeOUTENs] W O3HayaeT OOpr0y 3a KakI0To
notpedurens (peaabHO CYIIECTBYIOUIETO B JAHHBI MOMEHT U MOTEHILUAILHOIO).

HHOHHBI INEPBLIMHU OCO3HAJIW BAXKHOCTD JIYHHICTO IMOHUMAHUA HYXKI HOTp€6I/ITeJ'I${
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U HE0OXOMMOCTh CHCTEMAaTHYECKOTO MOAX0/Aa K aHaJIN3y €ro OKUJaHHM C LENbIO
BBISIBJICHUS CTETICHU WX BIMSHUS HA XapaKTEPUCTUKHU MPOAYKIIMU M OOCCIICUCHUS
MaKCUMaJbHOW IIEHHOCTU TMPOJyKTa [Jisi ToTpebutens. B cooTBeTcTBUU C
CErOAHSAIIHUMHA B3IJISIAMUM HAa KAayeCTBO, NMPOU3BOJAMUTEIH BCE CBOE€ BHHUMAHHUE
JOJDKEH YNIEeTSATh yIOBJIETBOPEHUIO 3alIPOCOB U MOXKETAHUMN MOTPEOUTEIIS.

[Tapagurma COBPEMEHHOIO MOHSATHUS KAauecTBa, MTOPOKICHHAS
[JIABEHCTBYIOUIEH POJIbIO TOTPEOUTENS, 3aKII0YAETCS B CIAEAYIOIIEM:

MPOLIECCHl  CYIIECTBYIOT, 4YTOOBI  YIOBJIETBOPSITH HYXIBl JIIOAEH W
NOTPEOHOCTH OOIIECTBA;

IIPOLIECCHI TIOJIE3HBI, €CIIM OHU JOOABIISAIOT LIEHHOCTD JUIS JIFOJIEH U 00ILECTBa;

YKEJIAHUS ¥ HY Kbl pa3JIMYHbI BO BPEMEHU U ITPOCTPAHCTBE;

MOTPEOHOCTH U MPOLECCHl UX YOBIECTBOPEHUSI MOTYT OBITh CMOJICTUPOBAHBI
U OTCJIEXKEHBI C HCTI0JIb30BAHUEM CTATUCTUUECKOTO aHAJIN3a;

Jdydiiasi MoOJedb Ipollecca YAOBIETBOPEHUsI TMOTpeOHOCTEe oOIecTBa
JIOJKHA OBITh MPUHATA PYKOBOJICTBOM MPHU HEMOCPEICTBEHHOM yYaCTHHU KaXKJIOTO
YJjieHa O0IIEeCTBA.

B cooTBeTcTBMM € 3TOW mapaaurMoil Jro0o0il mpoiecc sl yAOBIETBOPEHUS
HYK]I JIOJDKEH TApMOHUYHO YYHUTHIBATh KaK MHTEPECHI OOIIECTBA, TaK U MHTEPECHI
JHOJIEH, T.€. KaXKI0ro KOHKPETHOTO MHIWBUIyyMa obOImiecTBa. B aToit mapaaurme,
AaKIIEHT B TOHATHUM KayecTBa CMECTWICA B CTOPOHY COLHAIBHOTO AacCIEKTa,
BCJIEZICTBUE YETO TJIABEHCTBYIOIIYIO POJIb CTAJI UTPaTh MOTPEOUTENh MPOAYKIIUU U
YCIIYT.

B TO ke BpeMst [Jisl yIOBJIETBOPEHHS HYXJ OOIECTBAa B XOPOIIIEM KaueCTBE
yciyr ropojickoro naccaxupckoro tpancrnopta (I'TIT) tpebyercs xadecTBeHHas
IIEPEBO3KA MMACCAKUPOB, KOTOPAsI 3aBUCUT:

OT KayecTBa MaplIPyTHOM CETH, MPEAOCTABISIOMICH AOCTYIl B pPa3jIUYHbIC
MYHKTBI TOPOJIA;

OT KauyecTBa MPEJOCTABISIEMBIX K IIEPEBO3KE aBTOOYCOB;

OT Ka4ecTBa OpraHu3aIuy paboTel aBTOOYCOB Ha JIMHUU;

OT Ka4€CTBA OPraHru3aliii TEXHOJOIHMYCCKHUX ITPOUECCOB.
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KonudecTBo yciayr ropoACKOro naccakupckoro TpaHCIOpTa B COBPEMEHHBIX
YCIIOBHUSIX OrpaHUYMBAETCS CyMMOW BiOKeHHBbIX B cucremy [TIT cpencrts, ot
pasMepa KOTOpOM 3aBUCHT:

- INIOTHOCTh MAPUIPYTHOM CETU U €€ Pa3BUTHUE;

- KOJIMYECTBO aBTOOYCOB Ha pa3IMYHBIX MApUIPyTax M, CIIEJOBATEIbHO,
pa3Mep MHTEpBaJOB [BUKEHUS, CBS3aHHBIM C OXHUJaHueM aBToOyca, u
HATOJTHEHHE aBTOOYCOB, CBSI3aHHOE ¢ KOM(POPTHOCTHIO MEPEABIKEHUSI.

TaxuMm o0pa3om, yuuThIBasi Hy /bl JIIOJIeH U O0IIECTBA, JOHKHO OKa3bIBaThCS
00JBII0E KOJMYECTBO YCIYT TOPOJICKOr0 NacCCaKUPCKOro TPAHCIIOPTA, KOTOPOE OBl
YIOBJIETBOPSJIO HYXKIbI JIIOJIEd W OOIIECTBA HE TOJBKO B KOJHMYECTBE, HO U B
CTEIIEHU COOTBETCTBHsI JTaJOHY. M3MEHseTCs NpeacTaBiIeHUE O LEHHOCTH HE
TOJIBKO MPOAYKTA, HO U KaXKJIOI0 y4aCTHHKA IPOLEecca €ro co3lanus. AKIEHT Ha
noTpeduTeNsl 03Ha4YaeT HE TOJBKO €ro INIABEHCTBYIOIIYIO pOJIb B JIEATEIBLHOCTU
CUCTEMBI, HO U TOJY4YEHHE JTOCTOBEPHON MH(OPMALMM O HYKJAX U IMOMXKEITAHUAX
noTpeOuTeNs. YAOBIETBOPEHUE NOTPEOUTENS] B YCIOBHSX pbIHKA SBISETCS
NEPBOCTENEHHON 3anayeil 000l opraHuszaluy, HE3aBUCUMO OT €€ (HOpMBbI
COOCTBEHHOCTHU U Pa3MEPOB.

Omnpenenenue HyXJ MNOTPEOUTENs SBISETCS MEPBbIM IIaroM, KOTOPBIN
HEOOXOMMO HPEINPUHSTH AJI TOTO, YTOObI BKJIIOYHUTH MOTPEOUTENS] B MPOLIECC
CO3JaHMsI BBICOKOKAUYECTBEHHOro NpoaykTa. CpaBHeHUE (DYHKIMI MPOAYKTa, €ro
UCIIOJTHEHUSI W 1I€Hbl C HYXXJIaMU TOTPeOUTeNIs — OCHOBAa OLEHKM KadecTBa
npoaykra. KoMmaHus BBIIENSET CBOEro MOTPEOUTENS] M CTapaeTcs y3HaThb €ro
MHEHHE O KaueCTBE TOBapa, HA OCHOBAaHUHU KOTOPOIO C MOMOILBIO 0OpaTHOM CBA3M
IIPOU3BOJUT KOPPEKTHUPOBKY MapaMeTpOB KadyecTBa IPOAYKTA C LEJIbI0 €ro
YIIYUIIEHUS J151 UCTIOJIb30BaHUS.

W3BecTHBI 1Ba KaHAIa OOPAaTHOM CBS3U:

- oOpaTtHas CBs3b JJII KOPPEKTUPOBKM U YIy4IEHUS TOBapa IMpH
COIMOCTAaBJIEHUH €0 C aHAJTOTUYHBIMUA TOBAapaMH JAPYTUX MPOU3BOAUTEIEH;

- cOOp TaHHBIX U UHTEPIPETALMs OKUAAHUN MOTpeOuTENel, MPOBOAUMBIX 11O

0COOBIM KaHaiaM, KOTOpbIe 0OBIYHO KYPUPYIOT OTAEJNbI CObITa U MAPKETUHTA.
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Bb160p KOHKPETHOTO OJHOTO WJIM MHOTUX METOJOB 3aBHUCHUT B OCHOBHOM OT
BPEMEHH, CTOMMOCTH U CBOOOHBIX PECYPCOB.

ObecrnieueHre YpOBHS KauecTBa TOBAPOB W YCIYI B COOTBETCTBUH C
COBPEMEHHBIMU 3alpocaMH TMOTpeOuTeNed BO MHOTOM 3aBHUCUT OT YCIEIIHOTO
NepeyYHsl MOTPEOUTENBCKUX CBOMCTB TOBAPOB, METOJOB MX MU3MEPEHUSI U OICHKHU.
OneHka JOJDKHA OCYLIECTBISTHCA € MO3uuuid  noTpedutens. KagecTBo
MOTPEOUTENHCKUX CBOMCTB TOBAPOB U YCIYT B COBPEMEHHOW MHTEPIPETALNU YKE
HE SIBJISIETCS OOBEKTUBHBIM KPUTEPHUEM, & HOCUTENh KauecTBa — TOBAp WM yCIlyra
—  BOCHPHHHMAETCS  TMOTpeOHWTEeNeM Kak KOHIIGHTpaT TMOTPEOUTETbCKUX
npeanoyteHuil. ['apanramu B QOpMUPOBAHUM MOTPEOUTENHCKUX MPEANOYTEHUI
OOBEKTHBHO CIy)KaT JUIIb JBa YCIOBHUS: OE€30MAaCHOCTh IS JKU3HH H
MOATBEPKJACHUE CBOWCTB TOBapa, 3asBICHHBIX uU3roroButeneMm. Ho  mid
NOTPEOUTEIS ATU MapaMETPhI eIle He SBISIOTCS CHHOHMMAaMU KayecTBa, a CIy»KaT
JUIIb YCIOBUSAMH, HEOOXOJIUMBIMU U JIOCTATOYHBIMHU JUIsl OOIIEHUS C TOBapOM.
3aTpaTel TpyJa W BpPEMEHM Ha I[OJb30BAaHWE TOBAPOM WA YCIYIrOM U
YAOBJIETBOPEHHOCTh PE3YyJIbTaTaMH, ONPEACISAIOT 3MOLMOHAIBHOE COCTOSHUE
notpeduTens kak ncuxodusuonornueckuit 3pdekr. KauectBo miga morpedurens
MPOSIBJISIETCSL  MPEXKAE  BCEr0 B CO3JaHUM  JPYKECTBEHHOM  CpEXb,
00ecCIeuynBaroIIe BHICOKUI YPOBEHb MOTPEOUTEIHCKIUX CBOWCTB TOBAPOB U YCIIYT.

Takum o00pa3oM, ypOBEHb NOTPEOUTEIILCKUX CBONCTB B CYOBEKTUBHOM
MPOSIBJICHUH OTPEENIeT YPOBEHb (PYHKIIMOHAIBHOTO COCTOSHUS MOTpeOUTers,
€ro yJI0OBJIETBOPEHHOCTh MJIM HEYIOBJIETBOPEHHOCTH HAOOPOM TOBAPOB U YCIYT.

PaccMmoTpenune 3apy0eXHOrO M MEpPEAOBOrO0 OTEUECTBEHHOIO OIbITa [0
ONPEAECICHUIO TOHITUA KaudyecTBa MMPOAYKIMU IIO3BOJIAET CHENATh CIECAYIOLIME
BBIBOJIBI:

TJIaBHBIM B CO3JaHUM KAaYECTBEHHOW MPOIYKIIUU SIBIIICTCS €€ CIIOCOOHOCTH
0€3yCIIOBHO ¥ 2KOHOMHO YyJIOBJIETBOPSITH 3aIIPOCHI TOTPEOUTENS;

KayeCTBO CTAJI0O B LEHTP BCEM DJKOHOMHUYECKOM W MPOU3BOACTBEHHOM

NeATeTLHOCTH (PUPM, IPEANPUITUA U KOPTIOPAIIU;
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OJHUM U3 KpPUTEPUEB YPOBHA KauyecTBa TMPOIYKIUU SBISETCS €€
KOHKYPEHTOCTIOCOOHOCTB;

CHCTEMHO-KOMIUIEKCHBI TOJXOA K YIPABICHUIO KAayeCTBOM SIBIISAETCS
oOIIenpU3HaHHBIM, 3 (HEKTUBHBIM METOJIOM PEIICHUs IPOOJIeM KauecTBa,

JUIS CO3JJaHHS BBICOKOKAUECTBEHHOM MPOAYKIIMH KaK MUHUMYM HEOO0XOIUMBI
BBICOKUH TEXHUYECKUU YpPOBEHb IMPOU3BOJCTBA M BBICOKOKBAIU(UIIMPOBAHHBIC
KaJIpBI 110 IpoOJieMaM KayecTBa;

CYIIECTBYET UeTKasi, yCTOMYUBAs, OCIe0BaTEIbHAs IOJIUTUKA PYKOBOJICTBA
1o Mpo0yieMaM KauecTBa MPOAYKIIHUH;

BBICOKOE Ka4eCTBO HE MOXET OBITh JIO3YHIOM, TaK KaK OHO €CTh pe3yjbTar
Ka)KJIOJJHEBHOT'O TPyZAa BCEX U KaXKJIOT0 y4aCTHUKA MPOU3BOACTBEHHOIO Ipoliecca
OT PYKOBOJUTENS A0 paboyero.

VYnpaBieHne KadyecTBOM — MOCTOSIHHBIH, IITAHOMEPHBIN, I1eJIeyCTPEMIICHHBIH
OpoLecC BO3JACHCTBUS HAa BCEX YPOBHAX Ha (akToppl M  yCIIOBUS,
00ecreunBaOIUN CO3/IaHNE TTPOAYKIIMHA ONTHMAIBHOTO Ka4eCTBA.

Cuctema ynpaBieHHUsI KAYECTBOM — COBOKYITHOCTb YIIPABICHYECKHX OpPTaHOB
U OOBEKTOB yMpaBIEHUS, MEPOIIPHUATHI, METOJIOB M CPENICTB, HAMPABICHHBIX Ha
yCTaHOBJIEHHE, OOEeCNeYeHne U TMOAJIep)KaHHE BBICOKOIO YPOBHS KadecTBa
POIYKITUH.

Cucrema ynpaBiieHHs] KAYECTBOM BKIIIOUAET CIEAYIOMINE (PYHKIINU:

- (DYHKIIMH CTPATETUIECKOTO, TAKTUYECKOTO M OTIEPATHBHOTO YIIPABICHHUS;

- ()YHKIMU TPUHATHS PEUICHUH, YNPaBISIONIMX BO3JCHCTBUHN, aHalM3a W
yudeTa, "HPOPMaIIMOHHO-KOHTPOJIbHBIE;

- (QyHKIMM crienuanu3upOBaHHBIE W OOIIME I BCEX CTAAMN KHU3HEHHOTO
IIUKJIa IPOIYKITUH;

- GYHKOMM YOpaBICHHS TI0 HAYYHO-TEXHUYECKHM, ITPOU3BOJCTBEHHBIM,
IKOHOMHYECKUM H COLIUATBHBIM (PAKTOpaM M YCIOBHSIM.

DKOHOMHUCTHI BBIJCISAIOT IIECTh OCHOBHBIX MEPHUOAOB Pa3BUTHI yIPaBICHHUS

Ka4yCCTBOM.
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[lepBbiM 3Tanom (Ao 1963r.) sBHUIace cucTeMa TEXHUYECKOW pa3OpaKOBKU
IPOAYKIIMH, OCHOBHBIM IOKa3aTesIeM OLEHKH KOTOPOil OBLI MPOLEHT MOTEPh OT
Opaka.

Ha Btopom ostame (1963-1964rr.) BwimenseTcss cucrema 0e3neeKTHOTO
U3TOTOBJIEHUSI MPOAYKLHMU C OCHOBHBIM IIOKAa3aTEeM OLEHKU B BHJIE IPOLIEHTA
C/layyl MPOAYKLUU C IIEPBOTO NPEAbSIBICHUS.

Ha tpetsem stamne (1964-1971rr.) 6b11a pa3zpadortana cuctema KAHAPCIIN
(Ka4uecTBO, HA/IEKHOCTh, PECYPC C MEPBBIX M3/ENUI), OCHOBHBIM I10Ka3aTeJIeEM
OLICHKHM KOTOPOM SIBWJICSI KOMIUIEKCHBIN ITOKa3aTeIb Ka4eCcTBa TPYa.

Cnenytomuii  stan (1971-1976rr.) BHeApeHHE KOMIUIEKCHBIX CHCTEM
ynpasieHus kauectBoM (KC YK), oCcHOBHBIM moOKa3aTesieM OLEHKH KOTOPBIX ObLI
oA0TpacieBoi KO3(P(UIIMEHT KauecTBa.

C pasButueM pabOT 1O 3TOM cHCTEME KauecTBa CTajlM CO3/1aBaThCs
KOMIUIEKCHBIE aBTOMAaTU3MPOBAHHBIE CHCTEMBI yIpaBieHHUs KauecTBoM (1976-
1989rr.) c OCHOBHBIM MOKa3aTeJeM OIIEHKH B BUIE OTPACIEBOTO KOdPQHIMEHTa
KayecTBa.

[ecroit stanm  (1989-2002rr.) xapakTepu3yeTcsli MOSBICHUEM CUCTEM
kadectBa o MC HMCO 9000 u aBTOMAaTH3UPOBAHHBIX CHCTEM KayecTBa C
OCHOBHBIM IIOKa3aTeJeM OIEHKM B BHJAE YJOBJIETBOPEHUS MMOTpeOHOCTEN
noTpeOuTENeH.

CoBepemenHbIil 3Tan — BHeApeHue ctangaptoB MCO 14000 ¢ opuenTanueit
Ha DJKOJIOTMYECKYI0 O€30MacHOCTb W YCWICHHMsS BIMSHUS OOLIECTBA Ha
OpraHu3allid U y4eT OpPraHu3alUsIMU WHTEPECOB OOIIECTBA, HIMPOKOE Pa3BUTHE
IIPEMUH I10 KQYECTBY.

Takum 00pa3oMm, OYEBHUIHO, YTO TMOSABICHHE HOBBIX CHCTEM YIIPaBICHUS
KayecTBOM OOYCIIOBIMBAJIOCh PA3BUTHUEM IOHATUS KAaTETOPUHU «KAaueCTBO», a
COBpEMEHHBIE CHUCTEMbl YIIPaBJICHHUS KAaue€CTBOM BO BCEX OTPACISIX CTPOSITCS B
HACTOsIIIIEE BpeMsi B COOTBETCTBUM C YCHIIEHHEM aKIIeHTa Ha COLIMAJIbHbBIE
acrekThl kauecTBa. [loaTromy akTyanbHa paboTa MO COBEPIICHCTBOBAHUIO CHUCTEM

YIPaBJIEHUS KAYECTBOM.
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KputeprueM coBepiIEeHCTBOBaHMS YIpaBICHUS B cdepe YCIyr sBIsIeTCS
YPOBEHb YIOBIIETBOPEHHUSI MHOTOOOpPA3HBIX MOTPEOHOCTEH IO/ B HYKHBIX UM
ycayrax. Haumbonee »s¢ddekTuBHas aesATENbHOCTh, COMNIACYIOIIAS C  JTUM
KpUTEpUEM, JOCTUTACTCS, KOTJa YYUTHIBAIOTCS OCOOEHHOCTH YIPAaBJICHUS B
TaHHOH cdepe: TecHoe mepervieTeHrue (PyHKIUHM CO3[aHusl U peau3aluu yCiyT,
oOpasyloriee  €IuHBIA  MPOU3BOJACTBEHHBIM  MpOIECcC; HM3HAYaIbHBIM |
00s13aTeIbHBIM YCIIOBUEM IPOU3BOJICTBA SBISETCS HEMOCPEACTBEHHBIN KOHTAKT C
3aKa3uMKOM C LEeNbI0 H3Y4EHHUs CIpoca Ha YCIyrd, cOopa 3aka3oB, ydera
NOKEJTaHWM  3aKa3uMka. XapakTep TIpolecca OOCIyKUBaHHWS  HACEJICHUs
npenonpeaenseT oco0ble METOAbl M OPTraHU3AIMOHHBIE CTPYKTYpBI yIpaBICHUS
chepoit ycIyr.

Metonbl ympaBiaeHus: B cepe yciIyr — 3TO Crnocod UeneHanpaBIeHHOIO
BO3/ICICTBUS Ha cIyk0y cepBHCa M IMOTPEOUTENS C ILEJIbI0 BO3MOXKHO Ooiiee
HOJIHOTO U 3(()EKTUBHOTO yIOBIETBOPEHHMSI 3aIIPOCOB JIFOCH.

OcobOyro ocTpoTy mpobiemMa METOJIOB YIpaBieHUuss B cdepe ycuayr
npUoOpeTaeT B PHIHOYHBIX YCIIOBUSAX NPU MHOrooopaszuu (popM COOCTBEHHOCTH,
JUKBUJAIIMA MOHOIIOJIMK TPOW3BOAUTENCH, TepeopueHTau chepsl YCIyr Ha
pBIHOK moTpeduTens. Bospactaer pojib PJKOHOMUYECKUX METOJOB YIIPaBJICHUS,
KOTOpbl€  HEOOXOauMbl Uil ~ OOecleyeHUs]  HOPMAIbHBIX  YCIIOBUH
(GYHKIITMOHUPOBAHUS ACCOIMAIINI, COI030B, MPEANPHUITHI B HOBBIX YCIOBHSX.
CyIHOCTh SKOHOMHUYECKUX METOJOB YNPABICHHUS COCTOUT B TOM, YTOOBI IyTeM
KOCBEHHOTO BO3JICHCTBUS HAa DKOHOMHUYECKHE HHTEPECHl MOTPEOUTENS YCIyr H
pabOTHUKOB c(epbl yCIyr ¢ MOMOMIbIO IIEH, OIUIaThl TPpyAa, KpeauTa, IpuObLIH,
HAJIOTOB U JAPYTUX 3KOHOMHUYECKHX PbIYaroB co3/1aBaTh d(PPEKTUBHBIA MEXaHU3M
paboTel. TeM camMblM SKOHOMHYECKHE METOABl YIpPaBICHUS OCHOBBIBAIOTCS Ha
UCIIOJIb30BaHUU CTHUMYJIOB, TpPEAYCMaTPUBAIOIINX 3aUHTEPECOBAHHOCTH U
OTBETCTBEHHOCTh YMPAaBJIECHUYECKMX PAOOTHUKOB 3a MOCJIEICTBUS IMPUHUMAEMBbIX
pemeHnid. AJIMUHUCTPATUBHBI KOHTPOJb COCPEIOTAYMBACTCS HAa KOHEYHBIX

pe3ylibTarax O6CJ'Iy>KI/IBaHI/I}I HaCCJICHU:.
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AHanu3 TEOPETHYECKOr0 M MPAKTUYECKOTO OMNbITA YINPABIEHUS KaueCTBOM
yCIIyI' TOKa3bIBa€T, YTO TJIABHBIM B COBPEMEHHBIX VYCIOBHSX SBISETCA
HEOOXOJUMOCTh Pa3BUTUS CHUCTEMHOTO MOAXOAa INpU OOECHEUYEHHWU KauecTBa.
[lean m 3agauu B 00JIaCTH MOBBILIEHUS KAY€CTBA JOJDKHBI HAXOJUTHCA B LIEHTPE
HKOHOMUYECKOM MOJUTUKU Kaxaoro npeanpusatus. LlensMu uX neqareabHOCTH
JOJDKHBI  OBITh:  YZIOBJIETBOPEHHE 3allpOCOB M TPEOOBAHUN IOTPEOUTENEH;
JOCTH)KEHHE  O0XKHMJIaeMOro  IMOTpeOMTENeM  KadecTBa C  MHHHMAJIbHBIMU
U3JIEP)KKAMM; OKa3aHWE YCIYr [OTPEOUTENsIM B YCTAaHOBJICHHBIE CpPOKH.
OCHOBHBIM KpHUTEpUEM JOCTHKECHHS LieJed B OOJACTH KayecTBa CIEIYeT
PUHUMATh YAOBIETBOPEHUE TpeOOBaHUil noTpeduTeneil. CucTeMHOe yIpaBieHue
KayeCTBOM JOJDKHO OBITh OpPraHMYECKON COCTaBHOM YacThbl0 CHCTEMHOTO
YIPABJICHHS BCEM NPEINPUATUEM.

VYnpaiieHne Ka4eCTBOM MOKHO pa3JIeUTh Ha TpU (azbl:

IUIAHUPOBAHHUE,

KOHTpOJIb,

YJIy4IIEHHE KaueCcTBa, KOTOPbIE U3BECTHBI Kak Tpuiorus Jxypana.

[Ipouecc muIaHMpoBaHUs KayecTBa Kak mepBas (pasa ynmpaBieHHs KaueCTBOM
BKJIFOYAET INIAHUPOBAHUE CIIEYIOLIUX TaIlOB:

- HCIIOJIb30BAHHE BBIX0OJIA IPOLIECCA;

- TpeOoBaHUs TMOJB30BAaTENsl K Leau mpouecca (€ JOMYCTUMBIMHU
OTKJIOHEHUSIMHU);

- ro0aibHbBIC 11eNH 10 A(HPEKTUBHOCTH TIporiecca (M3IEPKKHU U BpeMs);

- pa3paboOTKHU TMpolecca: MOCIEI0BATENbHOCTh MPOBEIEHUS padoTHI,
nepcoHal, 00opya0BaHuE U paboyKe MPoLEeaypHI;

- UHJIUKATOPBI 3(PPEKTUBHOCTH;

- pa3paboTKa CUCTEMbI KOHTPOJISI.

[Tporiecc KOHTpOJISE KayecTBa, SIBISASICH 0a30i YIpaBi€HUS MPOLIECCOB,
BKJIIOYAET: OTCICKUBAHUE, 3aKI0Yaronieecs B (PUKCAMU MOKa3aHUN MHANKATOPOB
U CpPaBHEHHE MX C LEJIEBBIMM 3HAYEHUSAMH; KOHTPOJIb, 3aKIIOYAIOLIUNCA B

o0ecrieyeHnn CTaOWUJIBHOTO BBIXOJA HAa KOHTPOJUPYEMOM JTale IMpolecca IpH
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HEOXXKUJIAHHOM HM3MEHECHHM BXOJHBIX XapaKTEPUCTHUK WJIM PECYPCOB MPOLECCa;
CaMOKOHTPOJIb, KOTOPBIN BBIIIOJIHAIOT OIEPATOPHI MpoLecca.

[lonsitue BceoOIIEro KOHTPOJS KayecTBa —  MPEIJIOKEHO JIOKTOPOM
®eiirenbaymom B 1951r. Iloxg BceoOUMM KOHTpOJIEM KadecTBa OH MOHUMAET
TaKyl0 CUCTEMY, KOTOpasi O3BOJISIET PelIaTh MpoOieMy KayecTBa MPOAYKIIMH U €€
LEHBI B 3aBUCUMOCTH OT BBITOJbI TOTPEOUTENEH 1 MPONU3BOIUTENECH.

OneHkKa ypoBHSI KauecTBa OCYIIECTBISACTCS B 3 ATamna: MOJArOTOBUTEILHBIN,
OLICHOYHBIH, 3aKJIFOYUTEIIbHBIM.

Ha nmoarorosuresnHOM dTaImie:

v YCTAaHABJIMBAIOTCS LEIIH;

v OpPTraHU3YIOTCS U TUIAHUPYIOTCS pabOThI IO OIIEHKE KaueCTBa;

v OIpeeNsIeTCs BUM, CYOBEKThI U CPOKU IIPOBEICHUS OLIEHKH;

v OIPEEIIACTCS KIIacC U BUJ OLICHUBAEMOW NPOAYKLINH;

v ONPENEIATCA TPYyIIbl IIOKAa3aTeled B 3aBUCUMOCTH OT LEeH
OLICHKH;

v BbIOMpaeTCsl UCXOAHAsE HOMEHKJIaTypa MoKa3aTeseil B Kax/a0i rpymnime

(BO3MOYKHO MCIIOJIB30BaHUE «JIepEeBa LETIehH»);

v ompejieNisieTCsl METOJ BBIOOpa TMOKa3aTele B KaKIOM Tpymrme
(HampuMep, SKCTIEPTHBIA METO/);

v ONPEAEISAIOTCS OCHOBHBIE U JOTOJHUTEIBHBIC MMOKA3aTENN B KaXKI0U
rpynIe, yCTaHaBIUBAIOTCS CIIOCOOBI X MOJTYYCHUS;

v BBIOMPAIOTCST METOJbl  ONPENENCHUs: pPacCUYETHBIM, DKCIEPTHBINU,

COLMOJIOTUYECKUH, IKCIIEPUMEHTAIIbHBIM;

v OTIPEENSIIOTCA WCTOYHUKU TONydeHus: uHbopmaruu o 0a30BbIX
MOKa3aTesx;

v ONPENEIAIOTCI KPUTUUECKHE 3HAUYCHUSI TTOKa3aTeNe;

v OTpeNeNstoTCs (DAKTUISCKUE 3HAUCHUS TTOKA3aTENCH.

OneHouHBIN 3Tan. MeToa OLIEHKH BBHIOMpAeTCs B 3aBUCUMOCTH OT Iiejied u
XapakTepa peuaeMbix 3agad. Pacdyer ypoBHS KadyecTBa, COIIOCTABJICHUE

IMMOJYYCHHEIX PE3YJIbTAaTOB C OKUAACMBIMU.
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3axmounTenbHb 3Tan. OO0CHOBaHME PEKOMEHAALUN, KOTOPBIE SBISIOTCS
CJIIEICTBUEM aHAIM3a PE3YyJbTAaTOB OLCHKU. PelleHus neTanbHO aHaIU3UPYROTCH,
COIIOCTABIIICTCA C MPEAIIOIATaeMbIMU PELICHUSMHU, BBIICHSAIOTCS HOBBIE 3aa4d
JUISL IPUHATHSL PELLICHUM.

PaboThl 0 BceM 3Tanam pasAesstoTcs M0 UCIIONHUTENSAM U MOAPA3IEICHUSIM
npennpusitus. Coaep)kaHue HTanoB U 00beM paboOT Ha KaxaAOM U3 HHX
CYLIECTBEHHBIM 00pa30M HE 3aBHUCAT OT LIEJIN OLEHKH.

AJIFOpI/ITM OLCHKHN Ka4uCCTBa rokasarejen MMpCaACTaBJICH HAa PUCYHKC 3.

I_[eJ'IB OLICHKU YPOBHA Ka4YC€CTBa

A

. Bb160p HOMEHKIIATYPBI Be16op 6a30BbIX IMOKa3arelnei
moxaraTenen

OmnpeneneHue nokasaTesel KauecTa —>

A

\4

BLIGOp METOa OLICHKHU YPOBHS Ka4CCTBA

A

\ 4

ComnocraBieHue OLICHMBAEMBIX MMOKa3aTeNeH C 0a30BBIMH

'

OO0ocHOBaHHE PEKOMEHAAINH

A

IIpunsTHe pemennit

Pucynok 3 AnTOpUTM OIIEHKH KadecTBa

[Tpu mpoBedeHNM OLIGHKH OOYyCNABIMBACTCS: KaKWE MOKAa3aTeln KadecTBa
CllelyeT BBIOMpATh AJIi PACCMOTPEHMsSI, KAKUMU METOJaMHU U C KaKOW TOYHOCTBHIO
ONpEeNeNsATh UX 3HAueHUE, KaKhe CpeAcTBa Uil 3ITOr0 MOTPEOyIoTCs, Kak
00paboTaTh U B KaKOil (popMe MPEeACTaABUTh PE3YJIbTATHI OLICHKH.

Ha npaxTuke, npu olleHKEe KadecTBa TOBAapOB, pabOT U YCIYyT MCIONb3YIOTCS

nuepeHnnanbHbIi, KOMIUIEKCHBIM U CMEIIAHHBII METO/IBI.
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HuddepennnanbHblii METO OCYILIECTBISIETCS HA OCHOBE HEMOCPEICTBEHHOTO
CpPaBHEHHUS €JMHHYHBIX MOKa3aTesel KauecTBa OLIEHWBAEMOTO BUAA MPOIYKIIUU C
COOTBETCTBYIOIIMMH IMOKa3aTeNsIMU 0a30Boro o0pasiia, 3TajJoHa WU KOHKYPEHTA.

YPOBGHB Ka4CeCTBa OIIPCACIIACTCA:

SAP,

_| PR
(. 6as )
R
S AP — +1,mpu AP, =P, ., — P, 0 (I 1 IO3UTHBHBIX MOKa3aTessix)
" | =1, mpuAP, =P, .. — P, {0 (IpH HEraTHBHEIX MOKA3aTEINsX)

[Ipy STOM oOmpenensroT, JOCTUTAET JU KAadeCTBO OLIEHUBAEMOW YCIIyTH
KayecTBy 0a3oBoro oOpa3ma B 1LIEJIOM, KakhMe €IMHUYHBIE IO0Ka3aTeln
OLIEHUBAEMOH YCIYT'M MPEBOCXOAAT UM HE COOTBETCTBYIOT ITOKA3aTeNsIM KauecTBa
0a30BOro o0pasua, a Tak’kKe, HACKOJIbKO OTJIMYAIOTCS APYT OT Apyra aHaJOTMYHbIE
eIMHUYHbIE TIOKA3aTeNId CBOMCTB.

HuddepeHnnanbHplii METOJ] OIEHKM YPOBHS KauecTBa B IEPBYIO OYEpEb
KBaJTM()MKAIIMOHHBIA METOJl, KOTOPBIM TMO3BOJSET OICHUBATh YCIYTy MO TaKUM
KaTeropusiM KadecTBa, KaK «IIPEBOCXOAMT», «COOTBETCTBYET» WU «HE
COOTBETCTBYET» OMPEICICHHOMY YPOBHIO Ka4eCTBa aHAJOTHYHOM yciuyru. B 1o xe
Bpems npu auddepeHmalbHOM METO/I€ OLIEHKH KOJMYECTBEHHO OLICHUBAIOTCS
OTJICJIbHBIE CBOWMCTBA YCJIYTH, YTO TO3BOJISIET MPUHUMATh KOHKPETHBIC PEIICHUS
10 YIPaBIEHUIO KAYECTBOM JaHHOW yCIyTH.

KoMriiekcHbIE  METOJT  OILIEHKM YpOBHS ~ KauecTBa IpeaycMaTpuBaeT
HCTIOJIb30BaHNE KOMILIEKCHOTO (0000IIIEHHOI0) IOKa3aTelsl KauyeCcTBa. DTOT METO
NPUMEHSETCS B CIy4yasix, KOrJla OKa3bIBaeTCs 1e1eco00pa3HbIM YPOBEHb KauecTBa
BBIPA3UTh TOJBKO OAHUM 4HciIoM. HeoOxoaumocTh 00beIMHEHUSI COBOKYITHOCTH
CIMHUYHBIX TOKa3aTelell C 1elabl0 TOJy4YeHUs OJHOTO  KOMILIEKCHOTO
OTIPEAETSAETCS YACTO MPAKTUUECKUMHU 3a/1a4aMH.

KommiexkcHplli ToKazaTenb KadecTBa yciayr (paboT) ¢ HCIHOJIb30BaHUEM
apu(pMETHYECKOTO crocoda ycpeaHeHUs
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K:i(ch XKi),

roe (i — I-i guddepeHIManbHbIA  [MOKa3aTe)lb KavyecTBa; Ki — BECOBBIC
KO3 PHUIMEHTHI 1-TO TMOKa3aTesss KauecTBa, NMPH YCIOBHH, YTO UX CyMMa paBHa
CIUHULIE.

KowmrmiekcHplli moka3arens KadecTBa yciyr (paboT) ¢ HCMOIb30BaHUEM

T€OMETPUIECKOTO Ccriocoda yCpeTHeHUs

[{:]}_[gil(i

[Ipu oreHke CJIO0KHOM MNPOAYKIIMH, WUMEIOIIEeH OOJBIIYI0 HOMEHKIATYpPY
MOKa3aTeNied  KayecTBa, NPUMEHAETCS OJHOBPEMEHHO M  E€OUHUYHBIA U
KOMIUICKCHBIE II0Ka3aTelId KauyecTBa, T.€. HCIIOJb3YETCSd CMEIIaHHBIA METO/I.
CylHOCTh CMEMIAHHOTO METOJA U MOCIEA0BATEIbHOCTD JACHCTBUI: BCE WM YaCTh
CIUHUYHBIX TIOKa3aTelied KadecTBa OOBEOUHSIIOT B TPYIIYy, JJs KOTOPBIX
OTIPEJIEISIIOT TPYNINOBON (KOMIUIEKCHBIN) mokazatesb. O0beIMHEHNE eAMHUIHBIX
MOoKa3aTesiel B IPyNbl MPOU3BOAUTCS B 3aBUCUMOCTH OT LIEJIM OLIEHKH KadyecTBa.
Haunbonee 3HaurMble U XapakTEepHbIE €AMHUYHBIC TTOKA3aTEIN MOKHO B TPYIIIIBI HE
BKJIIOYAIOT, 4 paCCMaTPUBAIOT UX HAPAIY C TPYIIIOBBIMH.

YucneHHble 3HaU€HUS MOJYUYCHHBIX TPYNIOBBIX (KOMIUJIEKCHBIX) TTOKa3aTesen
U CaMOCTOSITEJIbHO YUYHUTHIBAEMBIX EIMHUYHBIX TIOKa3aTeled COIMOCTaBIISIOT
COOTBETCTBYIOIIEMY 0a30BOMYy  [OKa3aTeiato, T.€. MPUMEHSIOT MPUHIUI
nuddepeHnanTbHOr0 METOIa OLIEHKH YPOBHS KaueCTBa yCIYyTH.

OueHka ypoBHSI KayecTBa OCYILECTBIISIETCS HAa OCHOBE CPEIHEB3BEIICHHOTO
apuPMETHIECKOTO WIH TEOMETPUUECKOTO MTOKA3ATEIS.

YPOBCHB KadyeCcTBa CMCIIaHHBIM ME€TOI0M
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K= 4 B; Xi(qi XKi):Z_:(IBJ xI',),

i
T p
_ d]
K=11r.",
=1

rne 7 — 4YHWCIO TPyNI IOKa3aTeyield KadecTBa; Nj — YHCIO IMOKa3aTele
KauecTBa B |-ii rpymme; fj — mapameTp BECOMOCTH j-H TpyHIbl HOKa3aTenen
Ka4yecTBa.

CyOBeKkToM OLICHKM KayecTBa IIEPEBO30OK B CHUCTEME TOPOACKOrO
NACCAKUPCKOTO TPAHCIIOpTa SBISIOTCS mNaccaxupsl. lloatomy omnpenenenue
YPOBHSI KauecTBa MEPEBO3KH, OIIEHUBAETCA Kak 3P(PEKT KaYeCTBEHHbIX N3MEHEHUI

B CUCTEMC I'OPOACKOTI'O ITACCAKHUPCKOI'O TPAHCIIOPTA C TOUKH 3PCHUA ITaACCAKHUPOB.

4, KOHKYPEHTOCIIOCOBHOCTDB TPAHCITIOPTHBIX YCJIVT

KadectBo mpomykuum — 3TO HE TPOCTO MpodiieMa  OTAENbHBIX
IIPOU3BOAMTEIIEH, 3TO OOIIEHAMOHATIbHAS MPO0OJIEMa KauecTBa KU3HU HACEIECHUS.
KauecTBeHHast MPOIYKIUA — 3TO KOHKYPEHTOCIOCOOHAs MPOAYKIIUS, KOTOpas B
CBOIO ouepenb 00ecrneyrBaeT KOHKYPEHTOCHOCOOHOCTh MpPENNpUsATHI, dYTO
OKa3bIBACT MOJIOKUTETHHOE BIMSHUE HA PAa3BUTHE SKOHOMHKH B 11esioM. [Ipobiema
KauecTBa M, CJIEIOBATEIIbHO, KOHKYPEHTOCIIOCOOHOCTH SIBJISIETCSL OMPEACIISAIONICH B
pa3BuTUU cTpad Mupa. OHa uUMeeT TIoOadbHBIA XapakTep, TaK Kak, ¢ OJIHOU
CTOPOHBI, OTIPEACIIICT MHOTHE aCIIEKThl SKOHOMUYECKON M COITUATBbHOU TTOJIUTUKH
CTpaH, a C JPYroil — KacaeTcss MHTEPECOB BCEX T'PaKJaH, BBHICTYMAIONIUX B POJIH
noTpeOuTeNeH.

Crnpoc Ha yCIyrH KOHKPETHOW KOMITAHUU OTIPEJESETCS KauyeCTBOM ee
pabotel. CenoBaTenbHO, Ka4eCTBO SBIIACTCS BaXHBIM MHCTPYMEHTOM B O0pHOE 32
peIHKH cObITa.  VIMEHHO KadecTBO 00€cleynBaeT KOHKYpPEHTOCIIOCOOHOCTD
npoaykiuu. [I[puMennuTensHO K peIHKY B Poccun MOKHO OTMETHTh MHTEHCHUBHOE

pa3BUTHE KOHKYPEHIIMU C MpeodiagaHueM HEIEHOBBIX (DaKTOPOB, a PHIHOYHBIC
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NO3ULMNA TPOAYKLUUHU 3aBUCAT OT KadyecTBa. KOHKypEeHTHOE JaBi€HHE 3aCTaBIsET
POM3BOAUTENEH paciupsTh HAOOp YCIYT, COBEPILIEHCTBOBAaTh MX KAadyeCTBO U
0oJee MOJTHO YYUTHIBATh 3aMPOCHl OTPEOUTECH.

KoHKypeHTOCTIOCOOHOCTH MIPEAIPUATHS, 3aBUCUT oT
KOHKYPEHTOCIIOCOOHOCTH ~ COBOKYNMHOCTH  BBIMIYCKAEMOM UM TPOJYKIUH,
OKa3bIBa€MbIX YCJIYr, NpUOBUIM MPEANPUSTHS, [OJU PHIHKA, OXBaYCHHOU
NPOAYKUMEH NPEINpHUsATUS, YAOBIECTBOPEHHOCTH NOTPEOUTENEH, MOKYNATEIbHON
CIIOCOOHOCTH MOTpeOuTENEH.

AHanu3 paboT, MOCBSIIEHHBIX OIIEHKE KOHKYPEHTOCIOCOOHOCTH MPOIYKIIMU
MOKa3aJl, YTO HET YETKOM CHUCTEMbl MOKa3aTejed KOHKYPEHTOCIOCOOHOCTH.
VYyeHble BBIICISIOT Pa3IMYHOE KOJIMYECTBO M HOMEHKIATYpY (AKTOpPOB U HX
BECOMOCTh, HO a0COJIIOTHO BCE BBIIETSIOT KAYECTBO OCHOBHBIM M3 MPEMJIOKEHHBIX
(akTOpOB OLIEHKM M TOBBIIIEHUS KOHKypeHTocmocoOHocTu. Hampuwmep,
npodeccop B. M. Mummn ykassiBaeT, uTo «BbicOkOe KayecTBO MPOAYKIMH U
YCIAyT  SBJSIETCSI CaMOM  BECOMOM  COCTABIAIOLICH, OMNPEACISAIONIEd  UX
KOHKYPEHTOCTIOCOOHOCTB.

B kaudectBe (PaKTOpOB KOHKYPEHTOCIOCOOHOCTHM MPOAYKIMH YYEHbBIE
BBIJIEJISIIOT:

- Ka4€eCTBO;

- SKOHOMUYHOCTb;

- Ha3HayeHHe (M0JIE3HOCTh) MPOIYKIUH;

- LIeHa MPOIYKIINH;

- 3aTpaThl B IIpoliecce MPUoOpEeTeHHs U TOTPeOICHuS;

- KQ4eCTBO CEPBHUCA;

- KQUeCTBO YIPABJICHHS MPOLECCAMU;

- TapaHTUH;

- CEpBUCHOE OOCITYKHBaHUE;

- aBTOPUTET MPOU3BOIUTETIS;

- CPOKH IIOCTaBKH;

- IOCeNnpoAaKHOE 00CTyKUBAHUE;
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- nH(pOpMAITMOHHAS TTOIJIEPIKKA U3IETTUI Ha BCEM )KU3HEHHOM ITUKIIE;

KoHkypeHTOCTIOCOOHOCTH MPOAYKIIUU u3MepsieTcs CTEIEHbBIO
YAOBJIETBOPEHHOCTH, MPUBEPKEHHOCTH M JIOSTIBHOCTH 3aKa3UMKOB W BIAJCIIBIIEB
MPOAYKIIUH.

Heo6xoaumo oTMETUTh, YTO, BBIACISS OTPAaHUYEHHOE KOJIMYECTBO (PAKTOpOB
KOHKYPEHTOCTIOCOOHOCTH, MHOTHE UCCIIEIOBATENN YKa3bIBAIOT HA HEOOXOJIUMOCTh
YYUTHIBATH TaK)Ke (HETOBApHBIC) (haKTOPHI:

- peKJIaMHas JeATeIbHOCTh OCTABIIUKA, €70 IPECTHK;

- IpeyIaraeMblil YpOBEHb TEXHHUECKOTO OOCITYKUBaHHUS,

- HOBH3HA MPOAYKTA;

- 0COOCHHOCTH TIOTpeOUTENEH

u Jp.

Kauanuna JI.H. xpome kadecTBa ¥ 1I€HBI BhIIETSAET (HAKTOPHI, ONpEesieMbIe
KOHKYPEHTHOM Cpeaoi:

- Mepa NMPUBJICKATESIBHOCTU MPOAYKIIUU JIJIsI TIOTPEOUTENS;

- CTETIECHb YOBIIETBOPEHUS TPeOOBaHUI MOTPEOUTENEH;

- MPUOPUTETHOCTD MPEBABIISIEMBIX TPEOOBAHUIA;

- TMHAMUYHBIN XapakTep KOHKYPEHTOCIIOCOOHOCTH.

[ToTpebutenss MHTEPECYIOT CBOMCTBA, XapaKTEPHU3YIOIMIME MPOAYKIUIO WU
YCIIyTy Ha BCEX CTaJUAX UX KU3HEHHOTO 1HKiIa. KOHKypeHTOCmOCOOHOCTh POAYKIUU
U YCITyT 11e1IeCO00pa3Ho OMpeessiTh Ha OCHOBE (hOPMHUPOBAHMS TPYMI ToKa3aTesen
KauecTBa.

TexHudyeckue TMOKazaTead 3aBUCSIT OT  KAUECTBEHHBIX  XapaKTEPUCTHUK
KOHKPETHOM MPOIYKIIHH.

Opranu3alMOHHO-YKOHOMUYECKUE TIOKA3aTe/I: CKUIKU MPU MPOJIAXKE, BEITUUUHBI
U CPOKH IIJIATEXKEH, COOTBETCTBHE KauyeCTBa MPOIYKIIMH YPOBHIO MOTPEOUTENEH;
HaJIMYUe TOBAPHBIX 3HAKOB, CEPTHU(PUKATOB COOTBETCTBHS HA MPOIYKIIUIO, HATUIHE
cepTUdHUKATOB HAa CHUCTEMY KauecTBa, OINEPATUBHOCTh, HAJEKHOCTh M Ka4e€CTBO
CepBHCa, TMOCIEMPONAXKHOTO  OOCITY>KMBaHUsS, OTKPBITOCTh H  JOCTYITHOCTh

MH(POPMALIMK O KaYeCTBE MPOAYKIIMM HA BCEX CTA/IUAX €€ )KU3HEHHOTO IIUKIA U Ap.
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ColMaIbHO-TICHXOTIOTMYECKUE  TTOKA3ATENN MO3BOJISIIOT KOJIMYECTBEHHO OIICHUTH:
TOTOBHOCTh M3TOTOBHTENECH (IIPOJABIIOB) OKa3aTh IOMOIIb B MPUOOPETCHUU
MIPOIYKITUH, KOMIIETCHIIMIO U HaJIeKHOCTh M3TOTOBHUTENEH (ITPOJABIIOB); YMEHUE U
KEJTaHWE BOWTH B TIOJIOKEHHWE TMOTpeOUTENel; BEXKIMBOCTh HU3TOTOBUTENEH
(MpOJIaBIIOB); PEIyTalMI0 TMPOJYKIIMHM, M3BECTHOCTH 00 o0BeMax Ipojiax
OPOAYKIIMA, O HAJIMYUM W peIyTaluu CepTU(PUKATOB COOTBETCTBUSA, CHUCTEM
YIOpaBJICHUSI KayeCTBOM, TOBAapHBIX 3HAKOB M MApOK; CPOKH HAXOXKICHUS U
W3BECTHOCTH TMPOJYKIIMM Ha pPBIHKAX; HWH(MOPMHUPOBAHHOCTh IOTpPEOUTENICH O
CBOEBPEMEHHOCTH OOHOBJICHUS MPOAYKIIUU U JIP.

Uccnenosarenu, 3aHuUMaBIIMECs MpoOJieMamMu BbIOOpA JIOTUCTUYECKUX
MOCPETHUKOB B KAaueCTBE KPUTEpHUs BBHIOOpA MOCPEIHHUKA HKCIEPTHBIM METOJIOM
OTMEYaroT peHTHHT (aHrJ. rating — orneHka).

Kputepun o1ieHKH IEpEeBO3YUKOB:

- KQ4€CTBO MPOAYKIIUH (TOBAPOB U YCIIYT);

- U3JICPIKKU;

- o0111ee BpeMsl IOCTaBKH;

- HaJIS)KHOCTh (CTAOMIIBHOCTh BPEMEHH);

- TEXHUYECKHUE U CEPBUCHBIE BO3MOKHOCTH;

- IOCTYITHOCT;

- 0€30MaCHOCTB;

- HaJIS)KHOCTh BPEMEHHU JIOCTABKU;

- Tapu( 3a MepeBoO3KY,

- (puHaHCOBas CTAOMIIBHOCTD,

- HAJeKHOCTh TMOCTaBOK (0Os3aTeNbCcTBA IO CpPOKAaM, aACCOPTUMEHTY,
KOMIUICKTAllUH, KAYECTBY U KOJUYECTBY MPOAYKIIUH);

- BCTIOMOTaTeJIbHbIE KPUTEPUH (yAAJICHHOCTh MOCTABIIMKA OT MOTpeOUuTes,
CPOKHM BBINIOJIHEHUSI 3aKa30B, HAJIMYUE PE3EPBHBIX MOIIHOCTEH, OpraHu3aius
yIpaBJieHUs] KAYeCTBOM Y MOCTABIIMKA, ICUXOJOTHYECKUH KIMMAaT Yy MOCTaBIIUKA,
CIIOCOOHOCTh ~ 00€CTIeUnTh TIOCTaBKYy B TEYEHHE BCETO CpPOKa  CIIY>KObI

MOCTaBJISIEMOT0 000pyAOBaHUSs, PUHAHCOBOE MOJIOKEHHUE MMOCTABUIUKA);
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- HaJIM4Ue TOMOJIHUTEIBHOTO 000pY10BaHUS;

- YaCTOTa CEPBHUCA;

- HaJIM4YMe JIOMOJIHUTEIbHBIX YCIIYT;

- KBaJIM(pUKAIIHsI TIEpCOHANA;

- FOTOBHOCTb MEPEBO3YMKA K MEPEroBopaM 00 U3MEHEHUHU CEPBUCA,;

- TOTOBHOCTb CXEM MapIlIpyTHU3al[uU IEPEBO30K;

- CEpBUC Ha JIMHNH;

- IpolieIypa 3aKa3a TPaHCTIOPTUPOBKHY;

- KQUeCTBO OPraHu3alyi NpoAaX TPAHCIIOPTHBIX YCIYT;

- crieruaibHoe 000pyI0BaHUE.

B. C. JlykuHCKkui cpeau mMokazaTeiel OIEHKU KOHKYPEHTOCIIOCOOHOCTH
BBIJICIISICT: KaYECTBO MPOAYKIMHU TOCTaBIIMKA (3HAYMMOCTh Kputepus — 0,389),
HAJISKHOCTh TOCTAaBOK (3HauuMoOcTh kputepus — 0,236), 1eHa MNpOayKIUU
nocTaBIMKa (3HauuMOCTh Kputepus — 0,143), BpeMs HCIOJIHEHHUS 3aKasa,
(MHaHCOBOE MOJIOKEHHE, PEMyTalus B CBOEH OTpACiM, COOTBETCTBHE MPOAYKIIMH
crtangaptam 1SO 9000.

byrko W.W., CutHukoB B. Bwigensitor  cieayromue  (haKTOpsI
KOHKYPEHTOCIIOCOOHOCTH TPAHCIOPTHBIX YCIYT: JOCTYHHOCTb TPAaHCIIOPTHBIX
CPEACTB U HAIMYKE Yy TPAHCHOPTHBIX KOMIAHUNA TEXHUYECKUX U TEXHOJIOTHUYECKUX
pe3epBoB; mnepuod (YHKUIMOHUPOBAHUS W 3aBUCHMOCTh OT KIMMAaTUYECKHX
YCIIOBU; TOYHOCTHh BBIMOJHEHUSI TpaduKa JBMKEHHUS U COTVIACOBAHHOCTH C
pacnucaHueM APYTHX BUJOB TPAHCIOPTAa; OOBEM YCIYr, OKa3blBAEMBIX B MYTH
cie0BaHus; KOM(POpTaOeIbHOCTh, CKOPOCTh U OE€30MacHOCTh (0€3aBapUilHOCTB)
MEePEMEILICHHS;  NPOBEAEHUWE  PEKJIaMHBIX  KaMIAHWUMd  TPaHCIOPTHBIMU
OpraHu3alysIMH; SJKOHOMUYECKHE BOIIPOCHI B KOHKYPEHTHON O0phOeE.

['maBHBIM (paKTOpPOM, OMPEACIAIONIMM KOHKYPEHTOCTIOCOOHOCTh MPOAYKTA,
Ka4uecTBO OTMETWIN 59 % ONpOIIEHHBIX MEHEIKEPOB aMEPUKAHCKUX KOMIIAHUU.
PecrioHZeHThl BBIACIMIN TaKXKe CICAYIOIIUE KPUTEPUU OLCHKU: OpraHu3alus
cObITa; IIeHa MPOYKTA; HOBU3HA MPOAYKTA; TEXHOJIOTHYECKUN ypoBeHb. CTETEeHb

NOAACP KKK BBIACJICHHBIX KPUTCPUCB, BbIpAXCHHAdA B J0JIC OT IIPOLCHTA
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onpotnieHHbIX coctaBmia — 42%, 40%, 19% u 13 % cooTBETCTBEHHO.

Onpoc MEHEKEPOB POCCUUCKUX KOMIIAHWM MOKa3ajl, YTO OCHOBHBIM
bakTopoM, ONpPENEeNSIONUM KOHKYPEHTOCHIOCOOHOCTh, 64,2 % OINpOIIEHHbIX
BBIJICIMIIN KadecTBO Tpoaykra. [Ipu pamkupoBannu (GakTOpOB, OMPEACISTIONINX
BBIOOp MOCTABIIMKA, HAa IEPBOM MECTE — Ka4eCTBO MPOJYKTa, Jajiee Mo YObIBAHUIO
BAKHOCTH  PACIOJOXKWINCH  CIEAYIOIIHE  KPUTEPUU:  IOCIENPOJIAKHOE
oOCTy’)KMBaHHUE; TEXHOJOTUYECKHA YPOBEHb MPOAYKTA; HOBHM3HA MPOIYKTA; IICHA,
CBSI3U C MMOCTaBIIMKOM; YHUKAIbHOCTb U3/ICIIHUA.

[Ipodeccop P. A. DarxyTnuHOB, HCCIEAys 3HAYMMOCTh KadecTBa B
KOHKYPEHTOCTIOCOOHOCTH YKa3bIBAE€T, UYTO «3HAYMMOCTH (DAKTOPOB JOCTHKEHUS
KOHKYPEHTOCIIOCOOHOCTU TOBapa — KayecTBa, LIEHbI, KauecTBa CEpBUCA, 3aTpaT y
noTpeouTeNnsT — JOJbKHAa ObITh MpUMEpPHO crhenyromen: 4:3:2:1, 1. e. mpu
bopMHpOBaHUU CTpaTeTUd MPHUOPUTET JIOJDKEH OBITh OTHaH 00ECIeUEHUIO
kadecTBa». [lo pesynbratam HCCleIOBaHUM, MPOBEICHHBIX CHEIUAIUCTAMH Ha
OCHOBE OIPOCOB MOTpeduTenel, kauecTBo 3aHuMaeT ot 50 g0 70% «BecoMOCTH
BCEX IOKa3aTesiel KOHKYPEHTOCIIOCOOHOCTH. AHAIU3UPYsl COOTHOIICHHE «IIeHa-
KaueCTBO», MOKyIMaTeId M 3aKa34UKH MPU MNPOYUX PABHBIX YCJIOBUSX OTIAIOT
MPEANOYTECHUE KAUYECTBY.

KadecTBO — 3TO COBOKYITHOCTh OOBEKTUBHO MPUCYIIMX MPOAYKIIUU CBOWCTB
U XapaKTEPUCTHK, YPOBEHb WJIM BapUaHT KOTOPHIX (popMUpyeETCS MOCTaBIIUKAMU
IpU CO3MaHUU TMPOAYKUHUHU C LEIbI0 YAOBJIETBOPEHUS CYIIECTBYIOUIUX U
NOTEHIMAIbHBIX TOTpeOHOCTEeH. C MO3ULIKUU MOTPEOUTEN ST KAUECTBO U3IEIHS — ITO
CTENEHb YyJOBJIETBOpEeHHs ero TpeOoBaHuil. CerogHsAIHUN NOTPEOUTEND:
MPU3HAET MPUOPUTET 32 KAUECTBOM, a IIEHA 3aHUMAET BTOPOE MECTO; IPEABIBISAECT
pekiaManuy Ha Je(eKThl; TpeOyeT MOCTOSHHOIO YJy4IlEHUs KadecTBa; TpeOyer
oOecrieueHus Ka4yecTBa M YYTKO pearupyer Ha U3MEHEHHUS B TEXHOJIOTHYECKOM
MPOIIECCEe; y9acTBYeT B OOECIEUYCHUN KA4eCTBA; B UTOTE SBJISICTCS IPUBEPIKEHIIEM
MPOIYKIHHU, €CIH KAYECTBO €0 YJOBJIETBOPSET.

[IpobOnema kauecTBa akTyajabHa JJII BCEX TOBAPOB M yciyr. Pabora 1o

OKa3aHMIO YCIYT, IPEICTaBIIIET COOON COBOKYITHOCTh (PYHKIIMH U BUIOB
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JESITEIIbHOCTH BCEX MOJCUCTEM MPEANPHUATH, 00€CIIeYNBAIOLINX CBA3b
«IPEANPUATHE-TIOTPEOUTENb» B pa3pese KaKI0ro MaTepUagIbHOTO U
MH(POPMALIMOHHOTO IOTOKA O MMOKA3aTeIsIM HOMEHKJIATyphl, Ka4ecTBa,
KOJIMYECTBA, LICHBI, MECTA U BPEMEHH MMOCTABIIIEMON MTPOIYKIIUN B COOTBETCTBUU C
TpeOOBaHUSAMU PHIHKA.

Crenuguka ynpaBieHUs OpraHU3alUsIMHU, OKa3bIBAIOUIMMU YCIYTH, aKTUBHO
uzydaercsi ¢ 60-70-x romoB XX Beka. Cnernmanucrtamu pa3paboTaH psin
KOHLEMIIHH, OJyYNBIIUX IPAKTUYECKOE IPUMEHEHHUE B Cepe yCIayT, B TOM YHCIIe
IIPU YIIPABJIECHUU KaYECTBOM YCIIYT.

Opuentanuss Ha mnOTpeOUTeNss — OCHOBA 3()(PEKTUBHOCTU YIPaABICHUS
KauyeCTBOM, KOI'JIa:

- TPONYKUHS WM YCIYTM TMOSBISIIOTCA B OTBET Ha BO3HHUKAIOLIUE
HOTPEOHOCTH U 0’KUJAHUS IOTPEOUTENEH;

- COTPYIHUKH JIEMOHCTPUPYIOT, 4YTO BBICIIMN IPUOPUTET I HHUX —
BBIIIOJIHEHHE 3alPOCOB, NOTPEOHOCTEN U 0XKUIAHUM TOTpeOUTENEH;

- K@XKIbpI COTPYJHMK OCO3HAaeT CBOM BKJIAJ, CBOK 3HAYMMOCTb U CBS3b C
KOHEYHBIMH MPOAYKTAMH U YCIyTaMHU.

["apantamMu B (hOpMHPOBAHUU MOTPEOUTETHCKUX MPEATOUYTEHUNH 0OHEKTUBHO
CIIy’>KaT JIMUIb J1BA YCJIOBUS: O€30MAaCHOCTh ISl )KU3HU U TOJATBEPKICHUE CBOMCTB
NPOYKILHMHU, 3asiBJICHHBIX M3rotoBuresieM. Ho mig moTpeOutesns 3T mapameTpbl
elle He SBISIOTCS CHUHOHMMAaMHM KauecTBa, a CIyXaT JUIIb YCIOBUSIMH,
HEOOXOJAMMBIMU U JIOCTATOYHBIMU I npuoOperenus. KauecTBo aist moTpeduTens
MPOSIBIIICTCSI B CO3J@HUU JPY>KECTBEHHON Cpelibl, 00eCHeUrBaIONIC BBICOKUN
YPOBEHb MOTPEOUTENHLCKUX CBOMCTB TOBApPOB M yCIYT. Y POBEHb MOTPEOUTENBCKIX
CBOMCTB OMNpeaeisieT YpoBeHb (YHKIHMOHAIBHOTO COCTOSIHUS MOTPEOUTENs, €ro
YIOBJIETBOPEHHOCTh UJIM HEYIOBJIETBOPEHHOCTD YCIIyraMHu.

VYCTaHOBJIEHUE COBOKYIHOCTH KA4€CTBEHHBIX IApaMETPOB MPOAYKUUHA —
UCXOJIHBI TYHKT OLEHKH €ro KOHKYPEHTOCIOCOOHOCTH. YUTOOB MNpoayKuus
IpeCcTaBisiia MHTEpEC ISl MOKYIaTeNsl, OHa JO0JbKHA 00J1afaTh ONpeleeHHBIMU

napaMmeTpaMmu. Y CJIOBUEM MPUOOPETEHUS MPOTYKIIMH SBJISIETCS COOTBETCTBUE ITUX
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apaMeTPOB OCHOBHBIM  XapaKTEPUCTHUKAaM  yAOBJIETBOPEHHOW MOTPEOHOCTH
nokymnarens. [lorpedburens ocymiecTBiseT BbIOOp MNPOAYKLMH, YCTaHABIMBAET
OTJIMYUTENbHBIE MPU3HAKY, XapaKTEpU3YyIOIIHE €€ MpeBOCXoAcTBO. lIpnobOpertas
IPOIYKIHIO, IOKYIAaTeIb OLIEHUBAET €€ MPUBJIEKATEIbHOCTh, BO3MOXXHYIO CTENIEHb
YIIOBJIETBOPEHUs] CBOEH MOTPEOHOCTH M CBOIO TOTOBHOCTh HECTH 3aTpaTshl,
CBSI3aHHBIE C €€ NPUOOPETEeHWEM M HUCIOJIb30BaHUEM. /[l TOBBILICHUS
KOHKYPEHTOCIIOCOOHOCTH ~ KOMIIAaHUSIM ~ HEOOXOAMMO 3aBOCBBIBATH  JJOBEpHE
noTrpedureneil: obecneuuTh HUX JOSIBHOCTh, CHOPMHUPOBATH IOJOKUTEIbHBIN
UMUK KOMIIAHUH.

B yci0oBUSIX OTKpBITOrO 1Jii KOHKYPEHUUU PhIHKA NOTPEOUTENN CBOOOHBI B
BbIOOpPE TOCTaBIIMKAa YCIYTHM, [O3TOMY OpraHM3aliH, MPeIOCTaBIIAIONINE
TPAHCIOPTHBIE YCIYTH JOJHKHBI IOCTOSTHHO padOTaTh HaJ| MOBBIIIEHHEM KayeCTBa.
Cucrema KIMEHTCKOTO CEpBHCA, MpHUMEHsEMble HH(OPMAalMOHHbIE pEIICHUs,
TEXHOJIOTMYecKoe O00OpyAOBaHHE, KOMIETEHIIMH IepcoHala JOJDKHBI OBITh
HalpaBJ€Hbl Ha TIOJHOE VYJOBJIETBOPEHUE MOTPEOHOCTEH 3aKa3uMKOB U
COOTBETCTBOBATh MX OXUAaHMWSIM. B Hacrosiee BpeMss MHOTHE MOTpeOUTENH
CTpEMATCS TMOKyHaThb TaKyl MPOIYKIHUIO, KOTOpas HMMEET BBICOKOE KadeCTBO H,
IJIaBHOE, MOJHOCTBIO YJOBJETBOpsET MX TpeboBaHusM. llpu 3tom motpeOutenw,
TOTOBBI 3aIUIaTUTh Ha 25% OOJbLIe CIOKUBIICHCS LIEHBI 3a MPOIYKILHUIO, KAUYECTBO
KoTopoi npespimaeT Ha 10-15%. [1o3ToMy B MPOMBIIIIIEHHO Pa3BUTHIX TOCYAAPCTBAX
CIPOC HAa TMPOAYKIMIO 3aBUCHT HE CTOJIBKO OT LEHBl Ha HEE, CKOJIBKO OT €€
KAQUECTBEHHOI'O YPOBHS M KOHKYPEHTOCHOCOOHOCTH. B Slmonumn pykoBoautenu pupm
rOBOPAT, YTO KOMIAHUS, KOTOpas HE 3aTpayuMBaeT YCUJIUS Ha YIpaBJIECHUE
KauyeCTBOM, HE UMEET MPABO HA CYILIECTBOBAHUE.

OCHOBY KOHKYPEHTOCIIOCOOHOCTH TPOIYKIMU 3aKJIaJbIBACT YIpPaBICHUE
KayecTBOM, HaIlpaBJICHHOE Ha JOCTH)KEHHE TpeOyemMoro KadecTBa, oOecreuuBas
(G ()EKTUBHOCT, MEHEIKMEHTa, TaK Kak dS(PQPEKTUBHBIA MEHEIKMEHT — JTO
palMoHaNbHas OpraHu3anus padoT W yMeloe YNpaBlieHWE, HaIlpaBiICHHOE Ha
CO3/IaHME  KOHKYPEHTOCHOCOOHON MpOAYKIMH U  YAOBIETBOPEHHE  BCEX

3aMHTEPECOBAHHBIX CTOPOH. JIEHCTBYHONIMM Ha MPEANPUATHH KOMIUIEKCOM
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MEpONPUSITUN, HAMPABJICHHBIX HA CO3JaHUE MPOAYKTa WM OKa3aHUE YCIYTH,
COOTBETCTBYIOIIMX OMNPEACIICHHbIM TPEOOBAHUSIM U CTaHJIAapTaM SIBJISIETCS
CUCTEMa KayecTBa. BHeapeHuWe W COBEPIIEHCTBOBAHME CHUCTEMBI KAadyecTBA U
IPOLIECCOB BHYTPU HEE OOECHEYMBAIOT COOTBETCTBHE JICUCTBYIOIIMM U
OKUJIAa€MBbIM TPEOOBAHUSIM pPBIHKA, TapaHTUU €€ OE30MacCHOCTH ISl HACEJICHUS U
OKpY)KalOIIEH  Cpelbl, KOHTPOJHUPYEMOM  TOCYJapCTBEHHBIMU  OpraHaMH,
KOHKYPEHTOCIOCOOHOCTH U BBICOKOTO YPOBHS CEPBUCA.

CerogHss B MHpE€ CYIIECTBYET MHOIO PA3IUYHBIX MOJXOJO0B K MOCTPOCHUIO
cuctem Menemkmenta (MCO 9000, TOM, TSP, Lean Production, Moxenb
copepmieHcTBoBaHMs EFQM wm T1.1.). Kak moka3piBaeT CTaTHCTHKA BEIYIIUX
KOHCAJITHUHTOBBIX KOMMaHWii, Haubosiee wu3BecTHO TmocTtpoenne CMK B
cootBeTcTBHM cO cTtaHmapramu MCO 9001.

Konnenuus coBpemenHoit Bepcun cranaaproB MCO 9001 ocHoBana Ha
MPOLIECCHOM TOJIX0JIE, COTJIACHO KOTOpOMY paboTa MpeArnpusiTus OMUCHIBACTCS B
BUJIC Psifa B3aUMOCBSI3aHHBIX IPOILIECCOB. YTPABISISE UMHU 4Y€pe3 MOHUTOPUHT U
KOPPEKTUPOBKY, MPEANPUITHE COBEPIIEHCTBYET CBOKO AesATeNbHOCTh. bomee 900
THIC. KOMMEPUYECKHUX OpraHu3alliii M KPYHHBIX TOCYAapPCTBEHHBIX CTPYKTYP
SAnonun, AsBcrpanuu, ®PpaHuuM U Jp. UCHOIB3YIOT B CBOEH JIE€ATEIBHOCTH
MEHEI)KMEHT KayecTBa, HA OCHOBE HCIOJIb30BAaHMS MPUHIIUIIOB, 3aJI0KEHHBIX B
crangaprax MCO.

Cranpapt MCO 9001 umeer crneayromnme JOCTOUHCTBA:

- TIOBBIIIAET AUCIUIUIMHY, TaK Kak TpeOOBaHMs, UCMIOJb3yeMbIe IS ayIuTa
TPEThEN CTOPOHBI, 3aCTABIIAIOT MOCTOSSHHO aHAIM3UPOBATh CUCTEMY KaueCTBa;

- 3aKJIaJIbIBAET OCHOBY I J(PGEKTUBHOM CHUCTEMBI KayecTBa 3a CYET
TpeOOBaHMI:  HEOOXOAMMOCTM  TOHMMaHuUg  TpeOOBaHUM  MOTpeOUTENS;
YBEPEHHOCTH B BO3MOXKHOCTSIX HAJIMUYWSA JIIOJICH, CIIOCOOHBIX JeiaTh padoTy,
BIUSIONIYI0O HA KA4eCTBO, HAIWYHUS OOOpYIOBaHMS, BCIIOMOTATEIbHBIX BHJIOB
JEATeIIbHOCTH, HEOOXOJUMBIX JUIS BBITIOJIHEHUS TPEOOBAaHUM K TPOIYKIIUH;
YBEPEHHOCTH B BBISIBJICHUHM MPOOJIEM U IPUHSATUU MEP 10 UX PEIICHUIO;

- YBEPEHHOCTH NOTPEOUTENEH B TOM, YTO OPraHU3alUHU, CEPTU(PUIUPOBABIINE
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cuctemy kadectBa Ha coorBerctBue MCO 9001, BbIIycKarOT NPOAYKLMIO WM
IPEIOCTABIISAIOT YCIYTH BHICOKOTO KauecTBa.

Kak cnenyer u3 dunocopuun TQM, kauecTBO BKIIOUAET B ce0s Ocs3aeMble U
HEOCs3acMble  OIIYIIEHUS TOKYIaTeNs, CBA3aHHBIE C XapaKTepUCTUKAMU
NPOAYKIIMM M YCIIYT, a Takke OOYCIIOBICHHBIE KaueCTBOM IPOIECCOB. XOPOIIIO
copMUpOBaHHAS U CTPYKTYPHUPOBAaHHAS CHCTEMa KadyecTBa SIBISETCS HAIACKHBIM
CPEICTBOM B JIeJI€ ONTUMM3AINH U YIIPABICHHUS KAY€CTBOM.

OpueHTHpOM OOIIEro HampaBJICHUS, BBISBICHHUS POJIM U MeCTa KauecTBa B
NESTENIbHOCTH TPEANpUATUs SBJSETCS TOMUTHKAa B oOjacTu KadectBa. Bcee
JCHCTBUS yMpaBICHUS] KAa4eCTBOM OCYIIECTBISIIOTCS HAa OCHOBE CIEAYIOIINX
byHKIIMIA:

- IPOTHO3UPOBAHUS OTPEOHOCTEH 1 KayecTBa MPOAYKIIUH;

- IJTAHUPOBAHUS TIOBBIIIIEHHUS Ka4eCTBA MPOAYKIIHH;

- OIIpeieNIeHUs HOPMATUBOB U TPEOOBAHUH K KaueCTBY MIPOIYKIIUU;

- aTTECTAIMU MPOAYKIINH 110 KaTETOPUAM KauecTBa;

- pa3pabOTKHU M HAJIAXKUBAHUSI IPOU3BOJICTBA MTPOTYKIIUH;

- TEXHOJIOTHYECKOT0 00ECIIeUeHUs KauecTBa MPOAYKIIUH;

- MaTEepUATIbHO-TEXHUUECKOTr0 00eCIeUeHusI KauyecTBa MPOAYyKLUH;

- OpraHM3aluy B3aMMOOTHOIICHWA IO KadyeCTBY MPOIYKIHUU MEXKITY
NOTPeOUTEIMH, MOCTABIIUKAMH U U3TOTOBUTEISIMH MPOTYKIUH;

- oOecrieyeHHs CTaOMIIbHOCTH 3aIlJIaHUPOBAHHOTO YPOBHSI KaueCTBa;

- CTUMYJTUPOBAHUS MOBBIIICHHUS Ka4eCTBA MPOYKIIHIH;

- KOHTPOJISI Ka4eCTBa U MCTIBITAHUH MPOTYKITUH;

- BHYTPHUIIPOU3BOJICTBEHHOTO y4YeTa M OTYETHOCTH 10 KaU€CTBY IPOAYKIIMH;

- TEXHHUKO-DKOHOMHUYECKOTO aHaJHN3a YIyUIICHUs MPOIYKIIIH;

- IPaBOBOI0 00ECIIEYeHHsI YIIPABICHUSI KaYeCTBOM MPOIYKIIHH;

- UH()OPMALIMOHHOTO 00eCIIeYeHHsI YIIPABIICHUS! KaYeCTBOM MPOIYKITHH.

AHanu3 ToOKa3zaJ, YTO OpTraHM3all{, BEAYIIHE TIOJUTHKY TOBBIIICHHS
KauecTBa MPOAYKIIMH M YCIYT, HUCIOJB3YIOT IS JTOCTHKEHHUS TOCTABICHHBIX

uesneil OoNbIION apceHam METOJI0OB, HWHCTPYMEHTOB, CpPEIACTB M METOJ0B
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yIpaBJIECHUS] KAYE€CTBOM:

- IPUYMHHO-CJICJICTBEHHBIE TUArPAMMBI;

- cTpaTu(UKaIs JaHHBIX;

- KOHTPOJIbHBIE JIUCTHI;

- TUCTOTPaMMBl;

- TMarpaMMbl paccesiHus;

- ananus [lapero;

- KOHTPOJIbHBIE KAPTHI.

Hcnonb3yroTes Takke ClAEAYIOIINE TPAJAULIMOHHBIE CTATUCTHYECKUE METObI
YIPABJICHHE KAYECTBOM:

- HacTpoWKa U BepuduKaIys Nporecca;

- BBIOOPOYHBIN TPUEMOYHBIN KOHTPOJIb;

- INIAHUPOBAHUE HKCTIIEPUMEHTOB.

OTH MeToAbl [0Ka3ald CBOK LIEHHOCTh IPH AHAJIU3€ CYIIECTBYIOIINX
MPOLIECCOB ISl U3YUYEHHSI UX BOBMOXKHOCTEN M IPYTUX XapaKTEPUCTHUK.

Kpome TOro, MCmonb3yroTCs HOBBIE METOJbI, KOTOpble 3(h(HOEKTUBHBI MpU
pa3pabOTKe KOHLENUMA UM TEeHEpalbHbIX UAEH, Tak Kak 00ecrnedynBaroT
CTPYKTYPUPOBAHHBIN MOAXO/ K PEIICHUIO MPOOIIeM:

- JdarpaMMa CpOACTBAa — METOJOB CTUMYJIMPOBAaHUS TBOpYECTBA U
MPUBHECEHUS YMOPSAJOUYEHHOCTH B MPOIECC MO3TOBOrO IITypMa, IMO3BOJSET
WCIIOJIb30BaTh Pa3HbIC UJIEH;

- JAuarpaMma OTHOIIEHUW — BBISBJSIET MPUYUHBI U CIEJICTBUSL MPOOJIEM,
NyTEM CBS3BIBAaHUS MHOXECTBa (DaKTOPOB, CHOCOOCTBYIOUIMX BO3HUKHOBEHHIO
po0JieMbl, TO3BOJISIET YBUAETH TO, YTO HAXOAUTCS MO YTPO30H;

- IPEBOBHUJIHAS TUarpamMmMa — pa3OuBaeT MpoOsieMbl Ha O00Jiee MEIKUE YacTH,
UCIIOJIb3YysI CUCTEMY BETBIICHHUSI, TIPU ITOM BO3HUKAET Hanbosee BEPHBIM MYyTh €€
pelLIeHus;

- KapTa mpoliecca BeIpaObOTKH pereHus (process decision program chart —
PDPC) mone3Ha mpu OILIEHKE BCEX AJIbTEPHATUBHBIX PEIICHUH I HAXOXKICHUS

JIy4IEro;
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- CTpEJIOBHJIHAS JMarpaMMa TI03BOJISIET OTOOpaXxaTb ¥ IUTAHUPOBATH
MHOTOBAapHAHTHBIC 33/1a4M, MOJIE3HA, KOTJA HYXHO paCIpENeINTh PECypChl B
IPOEKTE, TJIe YIaCTBYIOT HECKOJIbKO OT/EJIOB;

- MaTpuU4Has JUarpaMMa TMOKa3bIBaeT B3aUMOOTHOIICHUS MEXKAY TPYIaMH
UH(OpMaIINH, BBIABISET B3aUMOCBA3aHHbBIE (DAKTOPHI, TOKA3bIBasl, KAaK U3MEHEHHE
OJHOTO (haKTOpa BIUSET HA OCTAJIBHBIC;

- aHaJM3 MATPUYHBIX JAHHBIX KOJMYECTBEHHO BBIPAKACT B3aWMOCBSI3aHHBIC
(bakTOpHI, BHISBICHHBIE ITPH MTOMOIIXA MAaTPUYHOU JHATrPAMMBI.

C Uenpl0 TMOBBILEHUS KadecTBa YCIOYr LEIecoo0pa3HO NPHUMEHSTh
oenumapkunar (benchmarking) — meton cpaBHenust cebs ¢ yummmu. [IpakTuka
CBHJIETEIILCTBYET, YTO BHICOKUI YPOBEHb KOHKYPEHTOCIIOCOOHOCTH MPOIYKIIMU Ha
MHUpPOBOM PBIHKE MOXXHO JOCTHYh COBMECTHBIMH YCHIUSIMH TIPaBUTEIIbCTBA,
OOIIIECTBEHHBIX OpraHW3alUi, 3aWHTEPECOBAHHBIX KOMIIAHUN C y4E€TOM MHEHUS
noTpeOuTenss 0 KadecTBe MpOoAyKuuu. IlpuMepom Takoro coTpyIHUYECTBA U
OJHNM W3 HHCTPYMEHTOB TIPOMAraHAbl JIy4lIero OIbITa MPUMECHEHUS
COBPEMEHHBIX METOJIOB YIPABICHHS U JAOCTHKEHHSI BBICOKOTO YPOBHS KauecTBa
NPOAYKIIUH SIBISICTCS €KETOJHOE MPOBEJACHUE KOHKYPCOB KadecTBa MPOYKIIHH
(ToBapoB, paboT, yciyr).

['maBHast 1eNIb KOHKYPCOB — IMPHUBIIEYEHUE MIMPOKOTO Kpyra MpennpusTuii K
HAIIMOHAJILHOMY JIBM)KCHHUIO 3a BBICOKOE KA4eCTBO U KOHKYPEHTOCIIOCOOHOCTH
NPOAYKIIMM HAa OCHOBE HCIIOJIB30BAHMSI COBPEMEHHBIX METOIOB YIPABICHUS
KadecTBOM.  [IpennpusTusi-y4acTHUKA KOHKypCca MOTYT COIOCTaBHTH CBOIO
NPOAYKIUIO C KOHKYPEHTaMH, UCTIOIh30BATh BHEIIHIOK OICHKY M KOHCYJIbTAIIHH
KBaJM(HUIIMPOBAHHBIX IKCIEPTOB OTHOCUTEIILHO TMOBBIIICHUS YPOBHS KayecTBa
npoaykiuu. [IpoBeneHUe KOHKYPCOB CIIOCOOCTBYET pPa3BUTHIO TOCYIApCTB,
3alIiTe MpaB MOTPEOUTENs, TMOBBIIMICHHIO Ka4yecTBa OTCUECTBEHHON MPOIYKIIHH,
YKPEIUICHHUIO0 SKOHOMUYECKON TMO3UIINH CTPaH, a Harpaisl 3a modeay B KOHKypcax
(GOpMHUPYIOT HAIMOHAIBHYIO TMOJIMTHUKY B cdepe KadecTBa. Takas NpaKTHUKa
cymiectByeT Bo BceM mupe: «IIpu3 Dasapaca Jlemunra» (The Deming Application

Prize) B SImonun, «IIpemus Mankonsma bonnpumkay (Malcolm Baldrige National
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Quality Award — MBA) B CIIA, «EBpormetickast mpemus 3a kadectBo» (European
Quality Award — EQA), IIpu3 «3a BBICOKOE Ka4ecTBO Ha MHPOBOM YpPOBHE)
Bcemupnoro kiyba mnpennpuHumarteneit, mnpu3 «3omotod ['modyc» donna
conerictBus BocToky, npu3 «3oioTast 3Be34a 3a kadecTBo» Kiyba MeHemkepoB
TOProBiM (B HEro Bxondat npeactasutenu 120 crpan), [Ipemus [IpaBurensctBa PO
B obnactu kauectBa, «100 myummx toBapoB Poccum», «Poccuiickas Mapkay,
«Bcepoccuiickas mapka (Il Teicsuenerue). 3nak kadectBa XXI| Beka», «100
Jy4dlIUX TOBapoB YKpauHbl», HanuonanpHass aBuannonHas lIpemus «Kpbuibs
Poccnn» um psan apyrux.

Ouenka kadecTBa JEATENbHOCTH KommnaHui Ha I[Ipemuro 3. Jlemunra
OCYILECTBIISIETCS 110 HAIIPABIICHUSIM:

- ITIOJINTHUKA B 00JIaCTH KAayeCTBa,

- OpraHu3alys U ynpaBJieHUE,

- YpOBEHb 00pa30BaHusl MIEPCOHATIA,

- cOOp ¥ UCNOJIb30BaHUE MH(OPMALIUK O Ka4eCTBE,

- aHanu3 paboTHI,

- CTaHAapTU3aAIUS,

- OpraHu3aius KOHTPOJI,

- obecIieyeHNe KayecTna,

- pe3ynbTaThl B 00JIaCTH Ka4eCTBa,

- IUIAHKPOBAHUE KAu€eCTBa.

Mopens Makosibma bonapuika COCTOUT U3 IBYX OJIOKOB:

- oOecrieueHne pe3ynbTaToB;

- pe3yJIbTaTBhL.

OneHKa y4acTHUKOB MPOBOAUTCS MO 32 mMoKaszaTessiM, CIPYIIUPOBAHHBIM T10
CEMU HAMPABJICHUSIM:

- PYKOBOJICTBO Ka4€CTBOM;

- “HQOpMaIUs U aHAJIU3;

- CTPATErUYECKOE TUIAHUPOBAHUE KAUeCTBa;

- IICTIOJTb30BAHUE JIFOJICKUX PECYPCOB;
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- o0ecrieueHne KauyecTBa NPOAYKIUH U YCIIYT;

- TOCTUTHYTBIC PE3yIbTaThl B 00JIACTH Ka4eCTBA;

- YIOBJIETBOPEHUE TOTPEOUTENEH.

EBpomnelickas npemusi 0 KayecTBY MPHUCYKAACTCSA MO Pe3yibTaTaM OILECHKHU
NpeAnpuATUi 1o Kkputepusm «Mogenu fnenoBoro coBepiieHcTBa EFQMy:

- INJIEPCTBO PYKOBOAUTENEH;

- MOBBIIICHHE KBATU(PUKAIIUU TIEPCOHAA U €r0 BOBJICUCHHE B PabOTY;

- IPUHSATUE CTPATETUU U MOJIMTUKH YCIICIIHOTO PAa3BUTHS NIPEATPUITHUS;

- B3aMMOBBITOJIHbIE TAPTHEPCKHUE OTHOILICHHUSI C TOCTABIIUKAMU;

- IOTPEOUTENSAMHU U JaKE C KOHKYPEHTaMU, €CJIM 3TO BBITOJHO )i OU3HEca,

- YIIPaBJICHHUE C UCIOJIb30BAHUEM IIPOLIECCHOTO MOAX0/A;

- YIOBJIETBOPEHUE NIEPCOHAIIA TIPEANIPUSATHUS;

- OPUEHTAIIMS Ha YJOBJIETBOPEHUE OTPEOUTENEH;

- BO3JICHCTBUE HA OOLIECTBO, PE3yJIbTaThl OM3HECA.

Mopens npemun IlpaBurensctBa PO B o0nacTu KauecTBa COCTOMUT U3 JIBYX
OJIOKOB:

- BO3MOXXHOCTH (pOJIb PYKOBOJCTBAa B OpraHU3alMK padOT, UCIOJIb30BAHUE
MOTEeHIMaNa PaOOTHUKOB, IUIAHUPOBAaHUE B OOJACTH KayecTBa, PAIlMOHAIBLHOE
WCITI0JIb30BAHUE PECYPCOB, YIIPABICHUE MPOIECCAMU);

- pe3ynbTarhl (yAOBJIETBOPEHHOCTh MEPCOHANa pabOTOW B OpraHHU3aluH,
YIOBIETBOPEHHOCTh TOTPEOUTENICH, BIMSHUE OpraHM3alMi Ha OOIIECTBO,
pe3yabTaThl pabOThl OPTaHU3ALINH ).

Ha xonkypce «100 myumux ToBapoB Poccrm» OIIEHKY KauecTBa MPOU3BOASAT
110 KPUTEPUSM:

- YpPOBEHb MOTPEOUTEIHCKUX CBOWCTB B CpPAaBHEHUU C OTCUYECTBEHHBIMU
aHaJoraMu | 3apyOeKHBIMH aHAJIOTAMU,

- YPOBEHb COIUATILHON KOHKYPEHTOCITOCOOHOCTH Ha POCCUUCKOM PBIHKE;

- HaJIM4ME/OTCYTCTBHME  TMPETEH3Ml  CO  CTOPOHBI  MOTpeOUTENeH,
roCyJJapCTBEHHBIX KOHTPOJIUPYIOIINX OPraHOB, 3aKyTOYHBIX OpraHU3aIui;

- IOJIOXKUTENbHAS peaKUsl MOTpeOuTENeH, 3aKyIOUYHbIX OpraHu3aIui;
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- J10JISl UCTIOJIb30BAaHUS POCCUIICKOTO U PETMOHAIBHOTO ChIPhSl U MAaTEPUAJIOB;

- YpOBEHb CTaOMIBLHOCTH MOKa3aTesiel KauecTBa;

- ypoBeHb 3(PGEKTUBHOCTH MapPKETUHIOBOM MOJINTUKH, YIPABICHUS
KOHKYPEHTOCHOCOOHOCTHIO;

- TA3aiH MPOAYKIUU.

B 1999 r. 6puta pazpaborana mporpamma-kKoHkypc «Poccuiickas mapka». B
2000 r. OblIa y4pekJaeHa HalMOHaJbHAas NporpaMmma-KoHKypc «Bcepoccuiickas
Mapka (Il TeicsueneTue)», HampaBieHHas Ha TPOJBHKEHHE KadeCTBEHHBIX
TOBApOB, YCIYTr U MEPEAOBBIX TEXHOJIOTHM HA POCCHUMCKUN PBIHOK WU PEUICHUA
npoOjeM ee HHTEerpalud B MHUPOBOW pbIHOK. KpoMe TpaaullMOHHBIX LieJieH,
nporpaMMa HaleJIeHa Ha BBEJEHHE B O0O0OpPOT 3HaKa KadyecTBa POCCHUMCKHUX
TOBapoB, ycayr u TexHojorui «Bcepoccuiickas mapka (Il Teicauenerue). 3Hak
kauecTtBa XXI| Bekay.

CooTHOILIEHNE KPUTEPUEB BHYTPEHHETO W BHEIIHETO XapakKTepa COCTaBISET
npuMepHo 45 u 55 % COOTBETCTBEHHO. AHaln3 CTENEHU BIUSHHUS OLEHKHU
YIIOBJIETBOPEHHOCTH  MOTpeOuTeneid B KpUTEpUAX TPEMUN  KadecTBa,
NpEeACTAaBICHHBIA B Tabiuie 1 mokasan, BBICOKYIO 3HAYMMOCTb OLIEHKH 3TOrO
dakTopa 11 OpraHu3aIMiA.

HanmonanbsHble IpeMun o Ka4eCTBY yUpekIeHbI Takke B BenukoOpuranum,
[IBennn, ®panunu, Gunnsaaauu, Jlanuu, Hopseruu u psne Ipyrux crpas.

Pacmmpsiercss npakTuka NpoBEAEHUS OTPACIEBBIX TPEMUM IO KAYECTBY.

TpeOoBaHMEM CETOIHAIIHETO BPEMEHH SIBISIETCS HEOOXOIMMO BHEIPEHUS
NOTPEOUTENBCKON OLIEHKHU B CUCTEMY MEHEI)KMEHTA KauecTBa KoMnaHuu. BaxkHoe
yCIOBUE TPHU OLEHKE KauecTBa MPOAYKIMH — aJleKBaTHOe (HOpPMUPOBAHHE
MaTpUIbl TPEANOYTEHUN MONb30BaTeNeH I MojaydyeHus uHpopmanuu o0 ux

TpeOOBAHUSIX.
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Tabmuma 1 — Jlons pa3nuyHBIX KpUTEpHEB B OOIICH OLIEHKE KayecTBa

MPOAYKIIMU U YCIYT, PEACTABICHHbIX Ha [IpemMun 1o kauecTBy

Hons
Hons YAOBJIETBOPEHHOC
Jons BHEIHEro
IIpemus BHYTPEHHETO TH IOTpeduTenei
xapakrepa, %o
xapaxrepa, % (% ot obei
OIICHKH )
EBpomneiickas  mpemus 110
50 50 20
KaueCTBY
[Ipemuss umenn Mankoabma
56 44 25
bonapumxa (CLLIA)
IIpemus lIpaBurensctBa PO B
55 45 18
o0JacTu KauecTna.

B pamMkax ymnpaBlIeHHMsT KadeCTBOM OIIPEACIAIOTCS IIOKA3aTely KayecTBa
IPOJYKTa, HOMEHKJIATypa 3THX MTOKa3aTelleu.

[loTpebutensckas OLEHKAa KauecTBa MPOJYKTa BBICTYNAET KakK IOKa3aTelb
OLICHKH pE3ynbTaTOB KJIFOUEBBIX OM3HEC-TIPOLIECCOB. [Iporpamma
COBEPILIECHCTBOBAHMUSI CHCTEM KauyecTBa CTPOMTCS HA OCHOBE OIPEACICHHUS
HECOOTBETCTBUS >KETaeMON W pearbHOM 3((HEKTUBHOCTH HCCIEAYEMbIX OM3HEC-
MPOLIECCOB.

Cucrema KkayecTBa YCIAyr HeoOXoIuMa JUIsl CO3JaHusl U TOAJAEPKaHUA
YBEPEHHOCTH Y NMOTPEOUTENSI B CHOCOOHOCTH OpPraHU3alMU MPEAOCTaBISATh YCIyTH
TpeOyemoro kauectBa. Opranuzauuu, wumeroume 3PGOEKTUBHYIO CHCTEMY
KayecTBa, JOKa3bIBalOT, 4YTO OHHM CIOCOOHBI JEp)KaTh IOJ KOHTPOJEM BCE
(GakTophl, BIUAIOIIME HA KAa4yeCTBO YCIYr, MOIYT JOCTHYb U TMOCTOSHHO
NOJJIEP)KUBATH TPEOYyEMBI YPOBEHb KaU€CTBA YCIYT MPU ONTUMAJIbHBIX 3aTpaTax.

Vposenr paszputus ITIT umeer, mo MHEHHIO OOJBIIMHCTBA aBTOPOB,
3aHMMarouMxcst  BompocaMu  3((EKTUBHOCTH  €ro  (YyHKIMOHUPOBAHUS,
OJTHOBPEMEHHO HIKOHOMMYECKOE U COLMAJIbHOE 3HAYEHHE B WX EIUHCTBE H
B3aMMOCBA3HU. K SKOHOMHUYECKUM MOCIEICTBUSAM OTHOCUTCS 3D (PEKT, moTyueHHBIN
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3a CYET CHWXKEHHsI MOTepu padodero BpPEMEHHM B OTPACisAX MAaTEepHAbHOTO
MIPOM3BOJICTBA U HEMPOU3BOACTBEHHON cepe M3-3a yMEHbILECHUS OMO3JaHUi Ha
paboTy, pocTa MPOU3BOAUTEILHOCTH OONIECTBEHHOTO TPY/a, MOBBIIICHUS
KauecTBa MPOAYKLIHMH  BCIEACTBUE CHWXKEHUS TPAHCHOPTHOM  yCTalOCTH
TPYISALIUXCS,, SKOHOMUU PACXOJI0OB Ha Pa3BUTUE COLUAIBLHON MHOPACTPYKTYPHI B
pe3yJibTaTe MOBBIIIEHUS YPOBHS €€ KOHIEHTpauuu. K connalibHbIM MOCIEACTBUAM
COBEPIIICHCTBOBAHUSI OOCTYXKMUBAaHUS HACENICHUS MACCAKUPCKUMHU TIEPEBO3KaAMHU
OTHOCST: PAaCIIMPEHUE BO3MOXKHOCTEW MJis IMOJIb30BaHUSA YCIYTraMH KYyJIbTYpPHO-
IIPOCBETUTENIBHBIX YUPEXKICHUI; YBEJIMYEHUE PEKPEAMOHHBIX BO3MOKHOCTEN
HACEJIEHUS; YIIyUILIEHUs 340POBbS JTHOJEH U JIp.

Ha npoTsikeHrnr MHOTHX JECATUIIETUH IJIaBHBIM B 00pbOe 3a 3(pPeKkTUBHOCTD
ycIIyr ObUIO CHU)KEHHE HM3AEPKEK — DKOHOMHS pabodyero BPEMEHH, MAaTE€pUasOB.
['maBHBIM IyTeM NOBBIIIEHUS 3()()EKTUBHOCTU OTHBIHE CTAHOBUTCS OIEPEKAIOIINI
pPOCT KauecTBa, IOJE3HBIX IApaMETPOB OKa3bIBAEMBIX YCIYr [0 CPAaBHEHHUIO C

YBEIMUYECHHEM U3JIEpKeK. Pe3ynbTaTel paboThl cepbl yCIyr MOKa3aHbl HA PUCYHKE

4.

Pesynbratsl cepbl
ycayr

OxoHoMuueckuit ekt CouuanbHbii 3P PexT: [Tonutnyeckuit 3pPexr:

(pe3ynbTar):
KonnuecTBO 1 KauecTBO
yciyr; duHaHCOBBIE

DKOHOMHS CBOOOIHOTO
BpCMeHI/I HaCCJICHUA,
Pa3Burtue paboTHHKA, €TO

Hactpoenne
KOJUIEKTHBA; OTHOILIICHHE
K JIe]1y, K IIOJIUTUYECKON

IIoKasaTeiin CEMbHU, KOJVICKTHBaA KHU3HU
Pucynok 4 PesynbTaThl paboThl chephl yciayr
Heobxoaumo OTMETHTBH, YTO TpaHCHOPT — OTO, Mpexkae Bcero cdepa

NPEIOCTABIECHUSI YCIYyr MOTPEOUTENI0, B POJIM KOTOPOTO BBICTYHAET IMACCAXKHUP.
Ecnu oueHuThs ycinyru TpaHCIOpPTA C TOYKU 3PEHUSI PBIHKA, TO TPAHCHOPTHOE

NpeAnpusaTHe MPOAAET CBOM yCIyTH NEPEeBO3KH naccaxupam. [laccaxxupsl, B CBOIO
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ouepesib, MOKYMAKT 3TOT TOBap — MEPEMEIIECHHE 3a YCTAaHOBJICHHYIO IUIATY, TO
ecTb Tapu( OmIaThl Mpoe3aa. 3HAUUT, MACCAKUP KakK MOKyHaTelb MPeIbsABIsSET
onpejieieHHble TpeOOBaHMA K KadecTBy ToBapa - ycnyru. CregoBaTelnbHO,
KAueCTBO MPEAOCTABIIEMbIX ABTOTPAHCIIOPTHBIMH  MNPEINPHUATUAMUA  YCIYT
MEePEeBO30YHOIO Tpoliecca ompeesieT B O0NbIIed CTENEHW caM YYaCTHUK 3TOTO
nporecca — mnaccaxup. [loaTomy mnpu ompenesieHMHM U OLEHKE KayeCTBEHHBIX
MoKa3aresyiel mpouecca NePeBO3KU MaCCaXKUPOB HEOOXOMMO YUUTHIBATH B KaKOU
CTENIEHU OHU CIOCOOHBI YJOBJIETBOPUTH OINPEICICHHYIO MOTPEOHOCTh B
COOTBETCTBHHM C €€ Ha3HAYECHHEM.

B coBpeMeHHBIX YCIOBHMSX KaTeropus KadecTBa 0ojee BBIPaXKEHO
npuoOpeTaeT  COLMAJBHBIE  acCleKThl, YTO  OOYCIOBJIEHO  H3MEHEHHEM
HPKOHOMHUYECKOTO TOTEHIHAJAa TOCYAapCcTB M NpoldiaeMoil  3(PQPEeKTUBHOrO
UCIIOJIb30BaHUsl CBOOOHOTO BPEMEHH YEJIOBEKA.

Tak >xe TpaHCHOpPT SIBJSIETCST BCEOOLIMM CPEICTBOM TpPyAa M OTHOCUTCS K
oOmemMy cpeAcTBy Mpou3BoACTBa. llepeMelnias akTUBHBIE CJIOW HacelIEHUs
TPaHCIOPT OCYIIECTBISIET QYHKIMIO pa3zenenus Tpyaa. Ha peiHke y TpaHcnopra
nBosikas GyHKIMs. Bo-nepBbIX, TpaHCHIOPT MPEACTABISAET COOOM YacTh pPbIHKA, BO-
BTOPBIX, CYOBEKT pblHKA. [Ipoaykimeil aBTOMOOMIBHOTO TPAHCIOPTa, Kak
OTMEYaJIOCh PAHHEE, SIBJIIETCS MEPEBO3KA MTACCAXKUPOB, IIPU ITOM HEJIB3S1 OTIEIUTh
yCIIYTy OT MPOLECCa, TPAHCHOPTHYIO YCIYTY HENb3s HAKOMUTh WM CO3JaTh €€
3amacel, IO3TOMY Ha TPAHCIOPTHOM MPENNPUSATHU  CO3LAIOTCA  PE3EpPBbI
(mpoBO3HAas CIIOCOOHOCTH, MPOIYCKHAsi CIOCOOHOCTH), BOSHUKAET HEOOXOAUMOCTh
COOJIIOJIEHUSI ~ COBPEMEHHBIX  TpeOOBaHMM K  TEPEBO3KH  MAaCCaXKHUPOB,
CJIEIOBATEIIBHO, U YIIYUILICHHs KA4eCTBA NPOLECCa IEPEBO3KH ITACCAKUPOB.

[TockonbKy maccaxup SBISETCA HE TOJbKO MOTpPEOUTENIeM Mpouecca
MEePEBO3KH, HO M pabOveil CHIION JIsl APYTUX MPEANPUATHH, GUPM U YIPEKICHUH,
TO PKOHOMMUS 3aTpaT BPEMEHU Ha MEpPEIBUKEHUE, OKUJIAHHE TPAHCIIOPTa UMEIOT
NEPBOCTENEHHBIA XapaKTep, TaK KakK MO3BOJISIIOT MACCAKUPY C HAMMEHBIIUMU
(UHAHCOBBIMU 3aTpaTaMu  TPHOBITh B TYHKT HA3HAYCHUS B HAWUMEHBIIHMA

MPOMEXYTOK  BpemMeHH. ClienyeT TakXke Y4YWUTBIBATh  IICUXOJOTHYECKHUE,
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PKOHOMHUYECKHE, MPaBOBbIE ACHEKThl MpoLEcca MEPEBO3KHM  MaCCaXUPOB.
[Taccaxxup, HE MMEIOMMUNA JUYHOIO CPEACTBA MEPEABMKEHUS, BBIHYKIEH
II0JIb30BAThCS yCIyraMy aBTOTPAaHCIOPTHBIX Npeanpusatuid. [laccaxxup Ha noe3nky
B TPAHCIIOPTE TPATHUT MPU BOCBMHU 4acOBOM paboueM aHe oT 6% 10 15% pabouero
BpeMeHH. [lo MHEHMIO MHOTMX IICHXOJOrOB OT NEPEMELICHUS B TPaHCIOPTE
4eJI0OBEK B OOJIBIIMHCTBE CIy4aeB IOy4aeT HETaTUBHBIE SMOLIMH, MEHSETCS €ro
IICUXUYECKOE COCTOSIHHE, CHWXXAETCS €ro TPYAOCHOCOOHOCTb. JTO, B CBOIKO
ouepeqb, BIMUAET Ha MPOU3BOAUTEIBHOCTh MPEANPUATUS, (DUPMBL, TJI€ YEJIOBEK
paboTaeT. OMOLMOHAIBHOE COCTOSHUME paboyero ckasbplBaeTcsi Ha paboTe ¢
KOJUIETaMH, KJIMEHTAMH, BO3HUKAeT Npo0ieMa HECBOEBPEMEHHOI'O pelIeHUS
IIOCTABJICHHBIX 3a/a4, IMOBBIIIAETCS BEPOSATHOCTH IMPOU3BOJCTBEHHOI'O PUCKA IS
xu3Hu. Ilpu 3TOoM mpeamnpuATHe, OpraHu3aluUs HauMHaeT paboTaTh
HeA(P(EKTUBHO, TEPSET YPOBEHb NPOU3BOAUTEIBLHOCTU U, KaK CIIEJCTBUE 3TOMY,
IpUOBLIb, T0XOAbI €r0 CHUKAIOTCA.

OKOHOMUSI BPEMEHM IACCA)KUPOB HA MOJIB30BAHME TPAHCIIOPTHOM CHCTEMOM
COINOCTABIIICTCA C 3aTparTaMM Ha €€ JOCTWKEHHe. [l 3TOro MCHoJIb3yrT
CTOMMOCTHYIO OLEHKY HENMpPOU3BOJUTENBHBIX MOTEPh BPEMEHU MACCAXUPOB Ha
nepeBKEHUE. B nuTepaType OnMCaHbl pas3IMYHbIE METOMABI IOIYYEHUS 3TOMN
OLICHKH U TPEJIJIOKEHBI Pa3HbIE €€ YPOBHHU:

— C YYETOM pPOCTa JIOMOJHHUTEIbHOIO HAIIMOHAJIBHOTO J10XOJa WM YUCTOU
OPOAYKIMHM BBHUy OOpallleHHs YacTU COIKOHOMIIEHHOTO BPEMEHHM Ha YBEIMUYEHHUE
BPEMEHU MTPOU3BOAUTEIBLHOTO TPY/A;

- HUCXOJs U3 CpeIHEH 3apab0THOM TIIATHI;

— MCXO/Isl U3 pa3HUILbl TApU(OB U 3aTpaT BpEMEHU Ha OOBIYHOM U CKOPOCTHOM
BU/JIE TPAHCIIOPTA;

- Ha OCHOBC IICUXOJIOTHYCCKHUX OLCHOK, IdaBACMBIX ITaCCaKUPaMHU.
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5. OHEHKA YPOBHA KAYECTBA I'PY30BbBIX ITEPEBO30K

YYacTHUKH CUCTEMBI JOCTaBKHU IPY30B

OnHoit U3 ocoOeHHOCTEH 3a7]auu BBIOOpa CUCTEMBI IOCTaBKH IPY30B SIBISETCS
ee MHOrOBapHMaHTHOCTb. B  Hacrosmiee Bpems Bo3pacTaeT KOJIMYECTBO
npeanpusTHii (poBaiiiepoB), MPUHUMAIOLINX y4YacTHE B IPOLECCEe TOCTABKU
Ipy30B. DTO YBEIUYUBAET KOJUUYECTBO BO3MOKHBIX BAPMAHTOB IIOCTABKU IPY30B.

«/locTtaBka rpy30B» - MOHATHE, UCTOJB3YIOLIEECS I OMUCAHUS KOMIUIEKCa
OIepaluii, BBIIOIHAEMBIX TOCIE MPEIOCTABICHHUS MPOIYKIIMHA K MEPEBO3KE H JI0
HOJY4YEeHUs €€ NOTPEeOUTENeM, WIH CeIyIomel CTauu 1ocie NPOU3BOJACTBA, €CIIU
OTH OIEpalyH SIBISIOTCS TPOAODKEHHEM TPOM3BOJACTBA. JTHU  ONEpalvu
BKJIFOYAIOT JIOCTABKY MAaTE€pUaloB, CKJIAJUPOBAHUE U XPAHEHUE, YMAKOBKY U
arperupoBaHue, a TaKXKe MEPEBO3KY JIOOBIM BHAOM TpaHcmoprta. Cioja BXOIAT
TaK)K€ COINpPSDKEHHBIE ONEpaluy, TaKue, Kak BbIOOp MaplpyTa, pa3padboTka
rpadpuka ABwKEeHHd U T.A. llenbio 3TuUX omepanuil sBISETCA HCKIIOUYEHUE
TEPPUTOPUANBHOTO pa3phiBa MEXKAYy IMPOU3BOJACTBOM U moTpeduteneM. OHu
JOJDKHBI 00€crieunBaTh HaJEKHYIO JOCTaBKY I'py30B OT MecTa IpPOM3BOJCTBA K
MecTaM MOTpeOIeHUsI.

TpaHCOPTHO-TEXHONOTMYECKUH MPOLECC COCTOUT M3 IOCIEI0BATEIbHOCTH
BBITIOJIHEHMSI TIEPEUUCIICHHBIX OMepaluil MpelCTaBIsieT co00W €IUHYI0 CHUCTEMY
JIOCTaBKM TPY30B, OCHOBHOW IIENBI0 KOTOPOW SIBIISIETCS  YJOBJIETBOPECHHE
TpeOOBaHUIl, NPEIBABIAEMBIX KIMEHTOM K cucteme jgoctaBku. Ilpu
OCYIIIECTBICHNN KOHKPETHOTO 3aKa3a Ha JOCTaBKY OMNepaTopbl (UPMBI JOJHKHBI
OTPENECTUTh CXEeMy JOCTaBKH, CIHCOK HEOOXOAWMBIX TPAHCHOPTHBIX |
HETPAHCIOPTHBIX OMNEpalMidi U CIHMCOK MOJPSAHBIX MPEeNNpUITHI-y4aCTHUKOB
CHCTEMBI IOCTaBKU. B mporiecce M0CTaBKM KaX bl YYaCTHUK CHCTEMBI BBITTOJTHSET
JIMILb HECKOJIBKO OIEpaluii B COOTBETCTBUU C UX BO3MOXKHOCTBIO (JIMLEH3US, BU]L
U MECTO neATe’abHOCTH). OCHOBHBIMH YYaCTHHUKAMHU CHUCTEMBbI BBIOOpA CHUCTEMBbI
JIOCTAaBKH TPY30B SIBIISIOTCS YKCIICIUTOPHI, TIEPEBO3YMKH, CKITABI U T.II.

OKcneauTopel. YYacTBysSh B IEPEBO30YHOM IPOLIECCE, Pa3IUYHbIE BHUbI

TpaHCIIOpPTa B3aUMOJICUCTBYIOT M JIONOJHSIOT Jpyr JApyra. BeinonHeHue
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IIEPEeBO30YHOIO Mpolecca JOKHO 0a3upoBaThCs HAa COTIacCOBAaHHOM paboTe Bcex
YYaCTHUKOB MEPEBO30YHOIO MPOLIEcca, BKIOYas KaK TPAaHCIIOPTHBIE OpraHU3aIuH,
TaK M TPy300THpaBUTENECH U Tpy3omoiydareiei, U oOecrnednBaTh COKpalleHHE
BPEMEHH TPOCTOS MOJBHKHOTO COCTaBa B MYHKTaX MEpEeBAJIKHU. TpaHCHOPTHHIN
npolecc BKIIOYAeT HE TOJBKO IEpeMElIeHHe TPYy30B OT OTIPABHUTEIS [0
Hojy4yareias, HO W  BBINOJHEHHE IOTPY304YHO-PA3TPy30YHBIX  paboT u
AKCIEANIIMOHHOE oOchyxuBaHue. [Ipum 3TOM »dKCEAWTOpP BBICTYHAET Kak
¢usnueckoe WM IOPUIMYECKOE JUIO, KOTOpOE IO TOPYYEHHUIO JAPYrHX
buznyeckux WM IOPUAMYECKHUX  JIMI[  OCYHIECTBISAECT MOCPEIHUYECKYIO
nestenbHOCTh TpU TPAHCTIOPTUPOBAHUM TPY30B KaK BHYTPH CTpPaHBI, TaK U 3a €€
npenenaMu MO0 O  TOPYYEHHUIO  BBINIEYKA3aHHBIX JIMI]  OCYIIECTBIISET
TPAHCTIOPTUPOBAHME OT CBOEr0 HMEHM M BBINOJHAET BCE HEOOXOIMMBIC
BCIIOMOTaTeNIbHbIE ~Olepaluu. T[paHCIOPTHO-IKCIEAUTOPCKOE OOCITyKUBAHUE
SBJIIETCS. COCTaBHOM 4YacThlO E€IUHOrO0 Tpolecca JABIKEHHMS TIpy3a OT
IIPOU3BOAUTEIISA K IOTPEOUTEITIO.

DKCHeaIuTOppl MOTYT CTaTh TJIaBHBIM OpPraHU3aTOPOM IEPEBO30YHOIO
mporecca U 00€CTeYnTh CBOEBPEMEHHYIO IMEPEBO3KY TPY30B C HAMMEHBIIUMHU
3aTpaTaMM 1O MPUHIUIY «OT ABEPHU A0 JIBEPU», T.€. OT CKJIaJa OTIPAaBUTENS 10
IyHKTa NOTpeOsieHus: ToBapa, 0e3 yyacTus MpoJaBlia IOKYIaTeNs, COASHCTBYS 3a
CUYeT OTOr0 YCKOPEHUI0 000pauMBaeMOCTH KaluTala MPOMBIIUICHHBIX HWIIH
TOPrOBBIX MPEANPUATHI, a TakKe pPalUOHAIBHOMY HCIOJIb30BAaHUIO CPENICTB
TPaHCHOPTA.

OKCHEeIUTOphl TPUHMMAIOT y4YacTHE B TIEPEBO3KaxX TNpU 3aKIIOYECHUU
JIOTOBOPOB KYIUIU-TIPOAQKU U ONPENENAIOT YCJIOBHUS TOCTaBKH, COAECUCTBYIOT
BBIMOJIHEHUIO TPOILEAYp TaMOXEHHOTo O(OpPMIIEHUS TPYy30B, OCYIIECTBJICHHUIO
pacueToB 3a JOCTaBKYy TIpy30B, OQGOPMIISIIOT MEPEeBO30YHBIE JIOKYMEHTHI U
SBIISIIOTCA JUISL IEPEBO3UMKA (PU3UUECKUM JIUIIOM IIPH MOIYUYECHUS IPy3a.

TpaHCOPTHO-IKCIIEAUTOPCKUE ~ TPEANPHUITHS  JODKHBI  TPEICTAaBIATH
NOTPEOUTEISIM KOMIUIEKC TOTOJHUTENBHBIX U BCIOMOTAaTENbHBIX TPaHCIOPTHBIX

onepariuii, 6€3 KOTOPHIX OCHOBHOM MpOIIECC MEPEBO3KM HE MOXKET HM HaudaThCs,
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TaK KaK TPpy3 JOJDKEH OBITh JOCTABJICH OT OTIPABUTENS K MECTy IO TPY3KH H
MOTPY>KEH, HHU 3aBEPIIUTHCS, IMOCKOJIBKY TPY3 JODKEH OBITh BBITPYXKEH WU
MIEPETPYKEH U JJOCTABJICH K TIOJTy4aTeJIIo.

Komriekc  ycnmyr, KOTOpBIM — JMOJDKHBI — MPEACTABIATH  TPAHCIIOPTHO-
AKCIIEIUTOPCKUE TPEIMPHUATHS, MOKHO MOAPA3ICIUTh Ha ABE TPYIIIIHL:

1) Yeayru koMMepUecKO-IpaBOBOIO XapaKTepa:

- BBIOOp PAIMOHAIIBHOTO MO CKOPOCTH, yIOOCTBY M CTOMMOCTH TEPEBO3KH
rpy3a BHJIa TPAHCIIOPTa,

- paboTa Cc MoMydaTesIMH W OTHPABUTEIISIMHU 10 Pa3bsICHEHUIO UM YCIIOBUH
MOCTABOK, COJICHCTBHE B KAIBKYJIMPOBAHWY KOHEYHOW IIEHBI TOBApa,

- 3aKJIFOYCHUE JJOTOBOPOB C MTEPEBO3UMKAMH,

- TOJy4YeHHWE OT TMIePEBO3UYMKOB KOMMEPUYECKMX U JPYTHX aKToB 00
oOHapyXeHHBIX JedeKxTax MNpHOBIBIIEr0 Irpy3a MJisg TOro, 4YTOOBI OOECICUYHTH
I'PY30BJIQJICNIbITy BO3MOXKHOCTh Ha OCHOBAaHUH ATUX aKTOB MPEIbIBIATH MPETCH3UN
¥ TIOJIYy4YUTh BO3MEIIEHHE (OT MEpPEeBO3YMKA, OTHPABUTENS WM IMOCTABIIUKA) 3a
NPUYUHEHHBIN yIIepo,

- TMPOW3BOACTBO PACYeTOB C TPAHCHOPTHBIMH  MPEANPHATHIMUA U
rpy30BIajeNbliaMu (MMOCPeIHUYECKAsl IeITebHOCTH),

- BBITMIOJIHEHHE CTPAXOBBIX ONEpaIiii 10 MOPYICHUIO TPY30BIIaJICIIbIICB;

2) Ycnyru onepaTtuBHO-NPOU3BOJCTBEHHOTO XapaKTepa:

- MOJI00P U KOMIUICKTAIIUS TPY30B MEIKHUX OTIPABOK B KPYIMHYIO MAPTHIO,

- JIOCTaBKa Tpy3a OT CKJIaJa OTIPABUTENSA 0 MECTa TMOTPY3KH WM TYHKTa
TIepPEeBaJIKY, a B MyHKTAX MEPEBAIKH OT CKJIaJa OJHOTO BHJA TPAHCIIOPTA Ha CKIIAT
Apyroro,

- MpYeM T'PY30B B MyHKTE Ha3HAYCHHS OT MEPEBO3UNKA, MPOBEPKA KOJUIECTBA
MECT, Beca Ipy3a, COCTOSHUSI €r0 Tapbl U YMAKOBKH, B Cllydae HEOOXOJIUMOCTH
MPOBEpKa Ka4eCTBA CaMOTO Tpy3a C MIPUBJICUCHUEM COOTBETCTBYIOITUX IKCIIEPTOB,

- OpraHu3amnys IOTPYy309HO-PA3TPY30YHBIX PabOT B IMYyHKTaX TOTPY3KH W
BBITPY3KH, a TAK)KE B ITYHKTaX MEPEBAJIKHU,

- I0CTaBKa Ipy3a OT CKJlaJia IICPCBO34YMKaA Ha CKJIA/ ITOJIydaTcIAd,
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- CKJIAIUPOBAHUE U XPaHEHNE TPYy30B C MOMEHTA UX MpHeMa MepeBO3YNKa WU
JI0 BBIJIAYH TPY30TOTydaTeNIo,

- COIIPOBOXKCHUE TPY30B B IIPOLIECCE TPAHCTIOPTUPOBKH,

- KpeIUIeHNe TPY30B Ha TPAHCTIOPTHBIX CPEICTBAaX U T.II.,

- paccopTUpOBKAa KPYIHBIX MAapTUW Ipy30B Ha Oo0jiee MEJIKUE IO copTam,
pasMmepam u T.1I.,

- MapKUPOBKA W TIEPEMaPKUPOBKA, YITAKOBKA WITH TIEPEYITaKOBKa,

- PEMOHT Tapkhl,

- o0opynoBaHME TOJBWKHOTO COCTaBa [JIsi TEPEBO3KH CIEHU(DUUECKUX
TPY30B.

Cxuan. 3HaueHHEe CKIIaJIOB B MOCJIEIHEE BPEeMsl 3HAYUTEIHHO BO3PACTaeT KaK C
TOYKHU 3PEHHS TOPTOBBIX, TAK M TEXHOJOTHYCCKUX 3a7ad. ITO OOBICHICTCS TEM,
YTO 3aTpaThbl Ha CKJIAJUPOBAHHME CTAHOBSITCS Bce 0oJjiee 3HAYMMBIMU B OOIIEH
[EMoYKe 00pa30BaHUs CTOUMOCTH TOBAPOB.

OCHOBHBIMH TIPHUYMHAMH, 3aCTABJIONIUMU TPEANPUATHS TMPUOETaTh K
CKJIQJIUPOBAHUIO SIBIISIFOTCSI:

- KOOpJWHAIIMS ¥ BBIPABHUBAHHUE CIPOCAa W TPEIJIOKCHUS 32 CUET CO3TaHUS
CKJIAJCKUX CTPaXxOBBIX W CE30HHBIX 3aMacoB TOTOBOM MPOAYKIIMU B
pacnpenenuTEIbHON CETH;

- YMEHBIIIEHNE JJOTUCTHICCKUX 3aTpaT B IPOU3BOICTBE M TPAHCIIOPTHPOBKE 3a
cuer JYUIIETO WCITIOJIb30BAHUS MIPOU3BOICTBEHHBIX MOIITHOCTEH,
TEXHOJIOTHYECKOT0 000PYyI0BaHMUSI, TEPEBO30K I'PY30B SIKOHOMUYHBIMH MAPTHSIMH;

- YIOBJICTBOPCHHE TOTPEOHOCTEH YIpaBICHUS OMNEparusaIMu, TaK Kak
CKJIQJMPOBAHUE MOXKET SIBISTHCS YaCThIO TPOU3BOJICTBEHHOTO MPOIECCa;

- yJOydllleHWe TMOTPEOUTEIbCKOro chpoca 3a cueT Oojee ObICTpOro
pearupoBaHus Ha CIIPOC;

- CO3JIaHHE YCJIOBHM 1Jisi BHeApeHUs Y(D(PEKTUBHBIX CTpaTeruii CObITa TOTOBOM

MPO/TYKIIHMH;
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- JIOCTH>KEHHE SKOHOMHH Ha MpPEIBapUTENbHBIX 3aKylKax Mo 0osee HU3KUM
[IEHaM U CKJIaJUPOBAHHMM .3aMACOB MaTEPHAIBHBIX PECypCOB, HEOOXOIUMBIX IS
o0ecrnieueHus: IPOU3BOJCTBEHHOIO IIPOIIECCa;

- 0oJyiee MIMPOKOE MOKPBITUE OIpEAeTCHHON Treorpaduyueckoil Teppuropuu
PBIHKa;

- TMOKOCTh B OCBOEHUU HOBBIX CEKTOPOB PBIHKA.

IlepeBo3unk. Ilpm oOcCymIeCcTBIEHMHM TEPEBO3KHM TIPY30B IEPEBO3UHMKHU
BBITNOJIHSIOT CJIEAYIOIINE OTIEepaliy;

- IIOJIy4eHHE 3aKa3a OT TpYy30BJIAJENbLa WIM OPraHu3aTropa CUCTEMBI
JIOCTAaBKH;

- 3aKJIFOYECHHE JI0TOBOPOB C I'PY30BJIAAEIBIEM WIM OPraHU3aTOPOM CHCTEMBI
JIOCTaBKH;

- COCTABJICHUE MapLIPyTa JOCTAaBKH U PEXUMA JIBUKCHUS;

- BBIOOp THINA TMOJABM)KHOTO COCTaBa M OINpPEACICHUE ONTUMAIbHOIO
KOJIMYECTBA TPAHCIIOPTHBIX CPEJICTB;

- BBIIIOJIHEHUE HAaYaJIbHBIX ONEpaluid y Tpy300TIpaBUTeNnel (IpueM rpysa y
IPY300TOPABUTENS:  B3BEIIMBAaHUE, IUIOMOMPOBaHHWE, YKIAgKa TPYy30B IO
HA3HAYEHHUIO, IPUEM I10 KAYECTBY U KOJIMYECTBY HT.IL.);

- TOrpy3Ka rpy3a Ha IOABWXKHOM COCTaB B IYHKTax OTIPAaBICHUS WU
neperenka nojymnpuiiena ¢ rpy3om (0KUIaHHe MOTPY3KH rpy3a, MAaHEBPUPOBAHUE
MOJIBM>KHOT'O COCTaBa B ITyHKTAX MOTPY3KH, BHIITOIHEHUE OTPY3KH HA MOJBHKHOU
COCTaB);

- TaMOXEHHOE O(OpMJIEHHUE U JIOCMOTP IPH BbIE3/I€ U3 CTpaHbl (OKUJaHUE
JOCMOTpa,  JTOCMOTP  NIE€PEBO3UMBIX  TIPYy30B  TaMOXXEHHbIMM  OpraHaMH,
npocTaBiieHue mTammna «I'py3 TaMOXEHHBIN, MOMJIEKUT AOCTAaBKE B TAMOMKHIOY,
OTMETKa O HaJIOKEHHBIX MIIOMOax, MpocTaBieHue mTamna «Beimyck paspenien»);

- TaMOXXEHHOE O(QOpPMIICHHE U JTIOCMOTpP NPU BbE3JI€ B CTpaHy HAa3HAUYCHUS
(rpy3bl TOJIHOCTHIO OQOPMIISIIOTCS HA BHYTPEHHEW TaMOXKHE, JOCMOTp TIpY30B

OCYILECTBIISIETCS TAMOKEHHBIMH OPraHaMU CTPaHbl HA3HAYEHUS );
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- TIEpeMENIEHHE TPY30B MOJIBUKHBIM COCTABOM OT MYHKTOB OTHPABJIEHUS 10
MyHKTOB HA3HAYCHUS;

- obecrnieueHre 0€30MaCHOCTU JBWKEHHUS Ha JIMHUM, 00ECIeueHHE KadecTBa
NEPEBO30K I'PY30B: COXPAHHOCTh U CBOEBPEMEHHOCTbD JIOCTABKH;

- “H(GOPMHUPOBAHUE TPY30BIAIEIblIa HIIK OPraHU3aTOPa CUCTEMbI IOCTABKH O
XO0/JI€ OCYIIECTBJICHUS IEPEBO3KU U O HEMPEJIBUICHHBIX CUTYaIUsX;

- BBITPY3Ka TPY30B C MOABWKHOIO COCTaBa, B NMyHKTaX HA3HAUYCHUS WM
OTIIETIKA TOJIyIpHIleNa C TPy30oM (OXKUIaHUE BHITPY3KH I'py3a, MaHEBPUPOBAHHE
aBTOMOOMJILHOTO TPAHCTIOPTA B MYHKTE BHITPY3KH, BHITIOJHEHUE BBHITPY3KHU TPy3a C
MOJABUYKHOTO COCTaBA);

- BBINIOJIHEHHE KOHEYHBIX OIlepanui y Tpy3omnoiydarened (cmada rpysa
rpy3omnojiyyaTeasiM MO  Ka4eCcTBY M KOJUYECTBY,  BHYTPHUCKIIAJICKas
TPaHCIIOPTUPOBKA TPy3a);

- OCYLIECTBJIICHHUE KOHEUYHBIX ONEpaMidi y TPaHCIOPTHOTO MPEAIPUSATHUS
(mosyyeHue JOKYMEHTOB O CAaye rpy3a, pacyeT 3a JOCTaBKy rpys3a).

Opranuzatop TpaHCHOPTHOrO mpouecca. [MaBHasg poyib OpraHu3aropa
DKCIIEIUTOPA U ONeparopa MEXIyHapOJHOW TIEpEeBO3KM WIM olepaTropa
TPaHCTIOPTHO-JIOTUCTHYECKOW (DUPMBI TPAHCIIOPTHOTO TMpoIlecca 3aKII0YaeTcs B
MIPOCKTUPOBAHUM TIPOIleCcCa JOCTABKUA M KOOPAMHAIMK paOOThl BCEX YYAaCTHUKOB
CUCTEMBbI. JTO OCBOOOXKIA€T TPY300TIIPABUTENICH U Tpy30moiyyaTesaei oT pador,
CBSI3aHHBIX C JOCTaBKOW. OpraHu3atop TPaHCIOPTHOTO IMPOLECCA BBIMOJHSIET
CIIeAYIONINE 3a/1aui U (PYHKIUU:

- PUEM 3asiBOK Ha JIOCTABKY I'Py30B U OKa3aHUE JOMOJHUTEIbHBIX YCIIYT;

- “HQOPMUPOBAHUE KIMEHTOB O MPAaBWJIaX U YCIOBUSAX JOCTAaBKHU, O TOPSJIKE
OIUIaThl 3a JOCTABKY, O IMpaBUJIax PacyeTOB C MEPEBO3UMKAMHM M CAHKIUSAX TMPHU
HEeCOOJTI0/ICHUN WJTH HEBBITIOJHEHUH YCIIOBUH JJOTOBOPA;

- o(hopMIIEHHE TOTOBOPOB U TOBAPHO-TPAHCTIOPTHOM JTOKYMEHTAIINU;

- OKa3aHue KOHCYJbTAIIMI 10 BOIIPOCaM, CBSI3aHHBIM C TIEPEBO3KAMHU TPY30B U

tapudamu;
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- pa3paboTKa CHUCTEMBI JOCTAaBKH [JIsl BBINIOJHEHUS 3akKa3a, T.e, BBHIOOp
YYaCTHUKOB CHCTEMBI: TE€PEBO3UYMKOB, SKCIEIUTOPOB, CKIAI0B, CTPaXOBBIX
OpraHu3alui 1 T.1.;

-  uHpOpMHUpOBAaHME TMOTpeOUTENEed O MecTe HaxOXICHHS Tpy3a U
BBITIOJIHEHUH CONYTCTBYIOIIMX YCIIYT;

- TMPEJUIOKEHUE YCIYyT MOTPeOUTENsIM U OpraHu3zanus ux 3PEGEeKTUBHOTO
BBITIOJTHEHMS,

- cbop, 00paboTKa MHGPOPMAILIMK U TIepeaya yYaCTHUKAM CHCTEMbI JTIOCTaBKU
OPEJIOKEHU O  JOMOJHUTEIBHBIX  yCIyrax, TpeOyembIXx MOTpeOuTeneM,
W3MEHEHUH HOPMATHBHBIX JIOKYMEHTOB U TEXHOJIOTHHU ITPOIIECCca JOCTaBKU B HENSIX
YCKOPEHUS BBIIIOJHEHUS YCIYT M MOBBIIIEHUSI YPOBHSI MX KauecTBa, UCKIIOUYEHUE
OTPaHUYEHUH B YCIOBHUSX JOCTaBKH, 3aCTaBISIONIMX KIMEHTa 0Opamarbes K
yciyraM ApyTrux BUJIOB TPAHCIIOPTA;

- KOOpJAUHAIMsI pabOThl yUaCTHUKOB CUCTEMBI J1IOCTaBKH;

- OTCIIC)KUBAHHUE IBUKCHUS TPY30B;

-UH()OPMHUPOBAHUE KIMEHTA O HEOOXOIMMOCTH U3MEHEHHUS YCIIOBUU J10CTaBKU
1o (popc-MaKOPHBIM 0OCTOSTENIHCTBAM U MPUHSATUE COTJIACOBAHHBIX PEIICHMUIA;

- COIJIACOBAHUE YCIIOBUH BBINIOJHEHUS 3aKIIOYEHHBIX JOTOBOPOB IIpU
HEOOXOMMOCTH IPUBJICUEHUSI IPYTUX MOJIpa3esIeHUH;

- (hopmupoBanue HEOOXOIUMBIX POPM OTUETHOCTH.

Ponp  opraHuzaTopa TpPaHCHOPTHOIO  MpoLEecca MOTYT  BBIIOJHATH
OKCIEAUTOPHl WO  HMH()OPMAIMOHHO-TIOCPETHUYECKHEe  mpennpusaTus. s
JOCTHKEHHST BBICOKOH A(D(PEKTUBHOCTH OpPraHU3ally JOCTAaBKH Ba)XKHO HATMYHE
XOpOIIMX CBSA3€M W  OMEpaTUBHOW CHUCTEMBI TepeAaud U 00paboTKu
WHPOPMAIIMOHHBIX TOTOKOB. B mociennee Bpems JOCTIXKEHHS B 00JacTu
KOMMYHHKAIMN U HHPOPMATUKU (CUCTEMbI CITyTHUKOBOM HaBUTAIlMH, MOOUIIbHAS
CBS3b, WHTEpHET © T.J.) [JAIOT BO3MOXHOCTH TMOJYYUTh HEOOXOIUMYIO
uHPOpMAIIMI0O B pEaTbHOM MaciiTabe BPEeMEHH, YTO CYIIECTBEHHO oO0Jyierdaet

ACATCIIbHOCTD OpraHmu3aTtopa JOCTaBKHU.
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[Ipu ocymiecTBieHUM 3aKa3a OT TPY300TIpaBUTENEH (UpMa HUrpaeT pob
OpraHusaropa mporecca A0CTaBKH, MOJ0HUpasi Y4aCTHUKOB MpOLecca JOCTaBKH U
KOOPAMHHUPYST WX paboTy, W TPH ITOM HECET OTBETCTBEHHOCTh TIEpe]
TPY300TIIPaBUTENISIMA M BCEMH yYaCTHUKaMU CUCTeMBbl. B ciyyae BBINONTHEHUSA
3aKa3a JIPYTUMH TPAHCIOPTHBIMH MPEANPHUATHAMH (UpMa JHUIIb UTPAET POJb
MOJIPSITYMKA U HECET OTBETCTBEHHOCTH TOJIBKO 3a CBOIO paboTy.

[TapameTpsl OLICHKH YPOBHS KaueCTBa CUCTEMBI IOCTaBKU TPY30B

KauecTBO TpaHCIOPTHOTO OOCIY)KUBaHHUS XapaKTePU3YyeTCs HE TOJIBKO
SKOHOMHUYHOCTBIO JOCTABKHU. 3¢ HeKTUBHOCTH (bYHKIIMOHUPOBAHUS
noTpeduTesneil TpaHCIOPTHBIX YCIIYT 3aBUCHUT OT BEJIWYUHBI Tapuda Ha JOCTABKY,
TaK OT TAKUX ACIEKTOB KauecTBa JOCTaBKH, KaK CBOEBPEMEHHOCTb, COXPAaHHOCTb U
np. Ha mnpaktuke mnpu BbIOOpE BapHaHTa JIOCTaBKM TPYy300TIPABUTENN U
Ipy30M0IydyaTesid YacTO YUUTHIBAIOT JIMILb OCHOBHYIO YaCTh PACX0/I0B, CBSI3aHHBIX
C JIOCTaBKOW, TpaHCHOpPTHbIE M3JEpKKU. OCTallbHblE pacxojbl, 00yCIOBICHHbIE
HEJOCTAaTOYHBIM YPOBHEM KauecTBa JOCTaBKM, YYHTHIBAIOTCA OOBIYHO Kak
U3JIEP)KKM OCHOBHOTO MNPOM3BOACTBA. TakuM oOpa3oM, (PaKTUYECKOE BIIMSHUE
TpaHcTopTa Ha 3PPEKTUBHOCTH OCHOBHOTO MPOU3BOJICTBA 3HAYUTEIBHO OOJBIIIE,
YeM 3TO CIEAYET U3 CYMMBbI TPAHCIIOPTHBIX U3JIEPIKEK.

B coBepuieHCTBOBaHMM YpOBHS KayecTBa CHUCTEMBbl JOCTaBKH TI'PY30B
3aWHTEPECOBaHbl HE TOJBKO TMOTPEOUTENN TPAHCHOPTHBIX YCIAYT, Yy KOTOPBIX
BEJIMKA JI0JII TPAHCIOPTHBIX PACXOJ0B B CTOMMOCTH MX MPOAYKLHH, HO U T€, Y
KOTOPBIX 3Ta J0JsI HE BEJIHMKA, HO M3-3a2 HEJJOCTATOYHO BHICOKOTO YPOBHS KauecTBa
JIOCTaBKH HM3ACPKKU 3HAYUTEIbHBI (HEBO3MOXXHOCTh MpPUMEHEHUST dPPEKTUBHBIX
IPOU3BOJCTBEHHBIX TEXHOJIOTUH, HEOOXOUMOCTh XpaHEHUs OOJBIINX 3aMacoB U
T.1..). st Toro, 4yToOBl BHIOpATh CUCTEMY JOCTAaBKH T'Py30B, 0OECIIEUMBAIOIIYIO
BBICOKHI YPOBEHb MNPEAOCTAaBICHHOIO OOCITY>KMBAaHUS, HY)KHO BBISIBUTH: KakKue
UMEHHO TpeOOBaHUSl y KJIMEHTA, MPEabsABISEMblE K CHUCTEME JOCTaBKH, U C
MOMOIIBI0 KaKMX MapamMeTpOB MOTPEOUTENb OIEHUBACT CTETICHb YAOBIETBOPEHUS
aTux TpeboBanuii? Co BpeMeHEM MEHSIOTCS TpeOOBaHUS TMOTPEOUTENECH,

COOTBCTCTBCHHO MCHICTCA H Tpe6yeMaﬂ CTCIICHb HX YIOBJICTBOPCHMUA. O,Z[H&KO
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Uit o0ecriedeHns MOJHOTHI PEIICHUs 33aJauld BbIOOpa HEOOXOAMMO BBISIBUTH BCE
BO3MOJXKHBIE TPEOOBAHUSA MOTPEOUTETECH.

Jist  3TOro HEOOXOJIMMO TMOCTOSIHHOE OTCJICKMBAaHUE HW3MEHEHUH B
TpeOOBaHUSAX TOTpeOWTENnell W  HUCHOJb30BAaHUE TaKUX  METOAOB, Kak
aHKETUPOBAHUE, CTPYKTYPUPOBAHHBIE MHTEPBBIO, (POKYCHPOBAHUE HAa OTAEIbHBIX
rpynnax u T.J. KpoMe HempephlBHOTO U3Y4YEHHUsS 3alpocoB MOTpeOuTesei
HEOOXOJMM ¥ MOHUTOPHHT U3MEHSIOIINXCS PHIHOYHBIX (DAaKTOPOB.

CxeMa NOTOKOB HEOOXOAMMOW HMH(OpMAIMU U METOAOB €€ MOJIyYeHHs MPHU
onpeieneHny TpeOOoBaHUI MOTpeOHuTeNneil K ypOBHIO KadecTBa TPAHCIIOPTHOTO
00CITyKUBAHUSI:

1) BHyTpeHHsAss wuHpopMmanus, ©0a30id KOTOpOH SBISETCS CTaTHCTHUKA
pa3nuuHBIX (PYHKIIMOHAIBHBIX TMOAPA3IEICHHA TPAHCIOPTHOTO TMPEANPUATHS
(oTHen MapKeTHHra, OTAEN JIOTUCTUKH, (PMHAHCOBBIN OTJEI U T.IL.);

2) BHewmHAd HHpopMmanus, ¢opMupyeMas HMCTOYHUKAMHM TPaHCIOPTHOTO
oOciykuBaHus ((pUPMBI, UCIOIB3YIOUIUME TPAHCIOPTHBIE YCIYTH, BBICTYIIAIOIINE
KaK KJIMEHThl, W MPEANpUATUS, OKAa3bIBAIOIINE TPAHCIOPTHBIE YCIyTH, T.€.
KOHKYPEHThI) W HETPAHCHOPTHBIMU HCTOYHUKAMHU (HAYYHO-HCCIIEIOBATEIHCKHE
OpraHu3ali, MapKETUHIOBbIE OpraHU3alii, FOCY1apCTBEHHbIE OpraHbl U T.11.).

Heobxoaumo 3ameTuTh, 4TO TpeOOBaHHS MOTpeOUTENEH K TPAHCHOPTHOMY
o0CITy)XHBaHUIO (DOPMHUPYIOTCS HE TOJIHKO B 3aBUCUMOCTH 'OT JUHAMHUKHU Pa3BUTHS
Ou3Heca caMbIX MOTpeOUTeNel TpaHCHOPTa, HO'M OT Pa3BUTUSA COIPSIKEHHBIX
obyacteil (9KoJIOTHS, CBS3b, MHPOPMATHKA, CTPOUTEILCTBO MyTeH COOOIICHUS U

aBTOJIOPOT, -aBTOMOOHIIECTPOCHUE, TPAHCIIOPTHOE MAITUHOCTPOCHHE U "T. II.).

70



Cxema ompenesnenust TpeOOBaHUH K YPOBHIO Ka4ecTBa TPAHCTIOPTHOTO

o0Ocmy>KUBaHUs

HapaMeIpLI CHUCTCMBI Ka4€CTBa JOCTAaBKU I'PY30B
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[lena. ®akTop 1IEHBI WK 3aTpaT HA TPAHCIOPTHOE OOCITY)KMBAHUE SBIISICTCS
3HAUYMMBIM [ OOJIBIIMHCTBA MOTpEeOUTENIEH; TaK Kak HampsMyI0 OIpeaesser
BEJIMUMHY MPUOBLTH. Pacxoabl Ha 1OCTaBKY TPy30B COCTABISIOT /IS OOJNBIINHCTBA
NPEANPUATANA OCHOBHYIO, YaCTh C€0€CTOMMOCTH I'PY30B. Y MEHBIIICHUE BEIMUYUHbI
3aTpaT Ha JOCTaBKYy 3a CUET PAIlMOHAJIBLHOTO BHIOOpa BapHaHTa JOCTABKUA MOKET
JaTh MOTPEOUTENIAM CYIIECTBEHHYIO SKOHOMUIO. B 3TO# CBSI3U BapHaHTHI TOCTaBKU
Ipy30B OTOMpAIOTCS MpEXJAEe BCEro Mo IeHOBOoMY Kpureputo. Ilpu sTom yacrto
IIPEANOYTEHUE OTAAECTCSA BapUaHTy C MUHMMAJIbHOM LIEHOW WJIM BapUAHTY C LIEHOM,
BEJIMYMHA KOTOPOU JICKHUT B JIOITYCTUMBIX MpeEaenax.

Ilenpr HA yciiyru JOCTaBKHM T'PY30B 4acCTO YCTAaHABJIMBAIOTCS HAa OCHOBE KaK
3aTpart, HEOOXOAUMBIX JJIsSl BHITIOJTHEHUSI TPAHCTIOPTHBIX ONEpaIuii; Tak U 1EHOBOM
MOJIMTUKHU. 3aTpaTbl Ha BBIMOJHEHUE JOCTABKH MOTYT OBITh OINpE/eICHbBI
IPOTHO3UPOBAHUEM 110 AHAJIOTUU U MIOCTATEUHON KAJIBKYJISLIMEN BCEX 3aTpart.

[IporHo3upoBanre MO AaHAJOTMM WJIM MO PETPOCIEKTUBHBIM JIAHHBIM
MPUMEHSIETCS, €CJIU, TT0JI00HAs TOCTaBKa YK€ OCYIIECTBIICHA (aHAJIOTUYHBIE BUJIbI
yCIIyT, KOJIMYECTBO, MECTO M T.JA.), IDTO TMPOCTOM cmocod, He TpeOyromuit
JETAIBHOTO aHali3a COCTABIMIOLIMX CTOMMOCTH. lIpuMeHeHne naHHOro merozaa
1[EJIeCO00pa3HO TPU MPEABAPUTEIHHON OIICHKE BapHAHTOB JOCTABKH, KOTJa
KOJIMYECTBO BO3MOKHBIX BAPHUAHTOB JOCTATOYHO BEIIMKO.

Merton nmocTaTeiHON KaJdbKYJISIIMM BCEX 3aTpaT ropasao CIoKHee U TpeOyer
anpUOPHOTO 3HAHUSI CTPYKTYPhl Ce0ECTOMMOCTH TPAHCIOPTHBIX omepainuil. B To
XK€ BpEeMs 3TOT METOJ O00€CHeuMBaeT BBICOKYIO JIOCTOBEPHOCTh PE3YJIbTATOB
pacuera. PexomeHayercs HMCHOIB30BAaTh JIaHHBIM CIOCOO B TOM Ciy4ae, Korna
dakTop 1EHBI WIpaeT BaXHYI POJIb NPU MPUHATHUM OOILIETO0 PEIICHUS U
KOJINYECTBO CPAaBHUBAEMbBIX BAPUAHTOB MaJIo.

Hanexxnocts. B coBpeMeHHBIX YCIOBHSIX 0CO0O€ 3HAuY€HHE MPHOOpeTaeT
KaTeropusi HaJeXKHOCTU JocTaBKU. Kak M3BeCTHO, M100ast JOrUCTUYECKas CUCTEMA
XapakTepU3yeTcsi TOW WIM WHOM CTENeHbl0 HaaekHOCTH. [lpu obecneduenunn

TpeOyeMOro ypOBHSI HAJIG)KHOCTU (PYHKIIMOHUPOBAHUS CHUCTEMbI JIOCTABKHU
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TPy30I0oIydaTeii CMOTYT TUIAHHPOBATh TIOCTaBKA B ONTHMAIBHBIX O0BEMax,
ONpENENATh TOYHBIE pa3sMepbl CTPaxoBbIX 3amacoB. OTcroga BBITEKAET
aKTyaJbHOCTh  pEIICHHUS  3aJadyd  TOYHOIO  ONPEACIICHHS  HAaJIe)KHOCTU
GYHKIIMOHUPOBAHUS CUCTEMBI JOCTABKH.

Kak mnoxka3piBaeT aHanu3 JIUTEPATYPHbIX HMCTOYHHUKOB, CYIIECTBYIOT
pa3MyHble  METOJAbl  OMNPEACNCHHMsS]  HAIEKHOCTH  (DYHKIIMOHUPOBAHUS
jgoructuyeckux cucreM. OCHOBHasg mpoOiiemMa 3aKiIo4yaeTcss B IOUCKE TaKHX
nokasareyieid, C TMOMOIIbI0 KOTOPBIX MOHO ObUIO OBl OIEHUTh YPOBEHB
HAJCKHOCTH (PYHKIIMOHUPOBAHUS Tpollecca AOCTaBKU. Haae:KHOCTh OCTaBKU
ABJISIETCS CJIOKHBIM KOMILUIEKCHBIM MapaMeTpoM. MccrnenoBanus nokas3pIBarOT, YTO
HanOoJiee BaXKHBIMU TapaMeTpaMU, YUYUTHIBAEMBIMU IPU OLIEHKE HaJICKHOCTHU
CUCTEMBI JOCTaBKH, SBIISIIOTCS CBOEBPEMEHHOCTh, COXPAHHOCTb, YPOBEHb PHCKA,
COBMECTUMOCTbH CUCTEMBI, UMUK YYaCTHUKOB CUCTEMBI U T.I.

CBoeBpeMeHHOCTh. B03MOXKHOCTH oOecredeHusi JOCTaBKM I'Py30B B TOYHO
Ha3HAYEHHBIA CPOK CBUJICTEIILCTBYET O JOCTATOYHOM HAJEKHOCTH BBIOpAHHOMU
cucTeMbl JocTaBku. ObecrieueHre CBOEBPEMEHHOM JOCTaBKU TPYy30B IO3BOJIET
n30exKaTh JOMOIHUTENBHBIX 3aTPaT HA BHIIIOJIHEHUE TAKUX ONEpalnil, Kak:

*XpaHEHHUE  JONOJHUTEIBHBIX  3allacoB Yy  IPY300TIIPAaBUTEICH WU
IPy30I10Iy4daTesen;

*MMMOOUITM3ALIMS TONOJIHUTEIBHBIX TOBAaPHO-MATEPUATIBHBIX LEHHOCTEW W3
cdepsl MPOU3BOJICTBA HA TIEPUO] XPAHEHUS U JOCTABKU;

*COJICp>)KAHKME JIOMOJIHUTEIBHBIX CPEACTB M OOOpYJOBaHUS MOTPY3KH M
pasrpys3Ku;

*HCIIOJIb30BAaHUE KJIMEHTOM 0ojiee JOPOrMX BHJIOB TPAHCIOPTAa C LEJbIO
MPENOTBPALIECHUS OCTAHOBKU ITPOU3BOICTBEHHOTO MPOLECCA;

*IPUMEHEHHE MEHEE HKOHOMMYHBIX TEXHOJOTHUYECKUX IMPOLECCOB WIIH
CHW)KCHHUE WHTEHCHBHOCTH WX TMPOTEKAHUS Y TPY300THPABUTEICH W/WIH
Ipy30I01y4daTesne u Jap.

Kpome TOro, CBOEBPEMEHHOCTH JOCTaBKM MPEAOCTABIAECT KJIMEHTaM

CYmCCTBCHHLIC KOHKYPCHTHBIC IIPCUMYIICCTBA HA PBIHKE cObITa TOBApPOB.
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Jnsa  obecrnieueHus: CHHXPOHHOCTHM BCEX IMPOLIECCOB TPYy30BIAJENICH U
YYaCTHUKM CHUCTEMBI JOCTaBKM 3aMHTEPECOBAHbl B 3HAYMTEIBHO MEHBIIEH
HEONPEEICHHOCTH CPOKOB JOCTAaBKU Ipy30B. HecBoeBpeMeHHas JOCTaBKa Ipy30B
MOKET TOBJIEYb 3HAYUTENbHBbIE YOBITKM KJIMEHTa B BUAE NMOTEPHU 3aKa30B M3-32
OTPaHUYEHHOIO0 BPEMEHM OOCITYXMBAaHUS WJIM TMOTEPU dYacTH JA0XOoJa H3-3a
UCIIOPYEHHBIX I'py30B. [I03TOMYy mnpH 3aKIFOYEHHH TOTOBOPOB JOCTAaBKU KIIMEHT
4acTo TpeOyeT TOCTaBKH «TOYHO B 3a/IaHHBIN CPOK» ITyTEM YKa3aHHs TPeOyeMOro
UHTEpBajla BPEMEHM JIOCTAaBKM WA BEJIWYUHBl JOIYCTUMOIO OIO3JaHUs.
TpeOoBaHHE TOCTaBKM B MUHUMAJBHBIM CPOK MOXKET OBITh IPEIBSBIIECH B CIy4ae,
KOI/Ia BO3HUKAeT HEOOXOJMMOCTh CpPOYHOM [JOCTaBKM TIpy3a B YCIOBHUAX
OTPaHUYEHHOCTU MO BPEMEHM OCYUIECTBIIEHHS JOCTAaBKH (HampuUMep, B Cilyyae
JOCTaBKU CKOPOIIOPTSIIUXCS TPY30B).

CoxpanHocTh. BaxkHbIM ycioBueM BbIOOpa BapuaHTa .JOCTaBKU SIBISIETCA
napaMerp oOecreyeHHs COXpPaHHOCTU Ipy30B npu jgoctaBke. llorepu rpysa,
CBS3aHHBIE C €ro Kpaxed Wih (PU3UYECKUM U MOpPAJbHBIM YCTapeBaHUEM IIpH
IIEPEBO3KE M COXPAHCHUM, CKa3bIBAIOTCS B KOHEYHOM WTOIE€ Ha €ro LEHE.
OCOoOEHHO 3TO OTHOCUTCS K CKOpPONOPTAILIEHCA  CENbCKOXO3SMCTBEHHON
OPOAYKIHMH. YPOBEHb COXPAHHOCTH MO KOJMYECTBY MOKET OBITh BBIPAXKEH uepe3
OPOLEHT TPy30B, TMOTEPSHHBIX MpPH JOCTaBKE, OT OOILEro KOJIMYecTBa
JIOCTABJICHHBIX TPY30B. AHAJOTMYHBIM 00pa3oM HCHOJB3YyeTCsS IMOKa3aTelb
OpOLEHTa TpPYy30B, HCIOPYEHHBIX TPU JOCTAaBKE, OT OOILIEro KOJIMYecTBa
JOCTABJICHHBIX T'PY30B I ONPENEIICHUs] YPOBHS COXPAHHOCTH MO KadecTBy. B
3aBUCUMOCTH OT HEHHOCTH I'PYy30B YCTAHABIMBAIOTCA HOPMATUBBI UX MOTEPHU (UEM
JIOPOKE TPY3bl, TEM HUXKE JOMYyCTUMBIN MPOLEHT UX noTepu). OOBIYHO MPOLIEHT

IIOTEPH HE NOJDKEH IpeBbIATh 1%.

CoxpanHocth 1m0 KonumdectBY = OO0BeM NOTepsSHHBIX Tpy3oB / OOmmit o0bem
JIOCTaBJICHHBIX TPY30B

CoxpaHHOCTb 10 KadecTBY = O0beM UCTIOPYCHHBIX TPy30B / OOmmuii 00beM T0CTaBIECHHBIX
rpy30B
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Puck. I'py3sl MoOryr ObUIb MOBPEXIEHB TMPH TPAHCHOPTHUPOBAHUM,
HEINPaBUIBHOM CKJIQJIMPOBAHUMU, MPU BBIIOJHEHUH IOTPY304YHO-PA3rpy30YHBIX
paboT, HEOPEKHOCTH, MOTYT OBITh HANpaBIEHbI HE MO aApecy, a TO U MPOCTO
yKpazaeHbl. Bo3Hukaer mpoOiemMa KOMIIEHCAlMH YOBITKOB MO BHHE TPAaHCIIOPTHOM
opranuzanuu. Takue KOMIEHCAIMOHHBIE TIPOLETYPbl POPMUPYIOTCS B pe3yibTaTe
CTpaxOBaHUSI.

Cmpaxosanue ectb Takas ¢dopma TOProBian (HUHAHCOBBEIMHU YCIyraMH,
MOCPEJICTBOM KOTOPBIX OJIHA W3 CTOPOH 3allUIIaeT ceds oT yiepda, KOTOpbIi
MO>KET BO3HUKHYTh B PE3YJIbTATE TOYHO OTOBOPEHHBIX COOBITHH.

CrpaxoBaHue Tpy30B TNPEACTaBIsA€T COOOM  COBOKYNMHOCTh  BHUJOB
CTpaxOBaHHUs, MPEAYCMATPUBAIOIIUX OOSI3aHHOCTU CTPAXOBIIMKA IO CTPaXOBBIM
BBIIUIATAM B pa3Mepe TMOJHOW WIM YacTUYHOW KOMIIEHCAlMKM yuiepoa,
HAHECEHHOT'0 OOBEKTY CTpaxOBaHUSI.

CrpaxoBaHue pacHpOCTPAHIETCS TOJBKO HA TE PHUCKHA, KOTOPBIE MOKHO
U3MEPUTH B (PUHAHCOBOM OTHOIIEHHH C TOYKH 3PEHUS KOJIMYECTBEHHBIX Pa3MEpPOB
BO3MOXKHOT'O yliep0a 1 BEpOSITHOCTH HACTYIUIEHUSI CTPAXOBOIO CIIydasl.

Obvekmom cmpaxoéanusi MOXKET OBbITb KaK HMMYIIECTBO, KOTOpPOE
CTpaxoBaTeNb JKEJIAET COXPAaHWTh, TaK M HMMYLIECTBEHHBI HMHTEpEC, HApPUMeED,
npuOBLIb OT MPOJAXKU I'Py3a B MECTE Ha3HAUCHUSI.

Cmpaxoeoii cmoumocmuio Ha3bIBaeTCA (PaKTUYECKasi CTOMMOCTh CTPaXyeMoro
UHTEpECa, a CMPAxo8ou CyMMOU - TA CyMMa, B KOTOPOH UHTEPEC 3aCTPAXOBAH.

Cmpaxosas npemus - IaTa 3a CTpaXOBaHKUE; KOTOPYIO CTpaxoBarellb 00s3aH
VIUIATUTh CTPAXOBILHUKY.

VYcaoBus cTpaxoBaHUs TI'Py30B B IIPOLIECCE JTOCTABKM BO MHOTHX CIIy4asX
OKa3bIBAIOT CYILIECTBEHHOE BJIMSHUE Ha PEUICHUE KIMEHTA MPU BHIOOPE CUCTEMBI
noctaBku. Hanuume cTpaxoBOM ycCiIyru B JOTOBOpE MpHUAAET KIMEHTY OOoJblle
YBEPEHHOCTH IIPU NPUHATUM perieHuil. CTpaxoBaHUE B KOHEYHOM UTOIE IMOBBICUT
KaueCTBO  TPAHCHOPTHOTO  OOCIY>XMBaHWUS U  TMO3BOJUT  TPAHCHOPTHBIM

opraHu3anusaMm IOBBICUTH CBOIO I(OHKypeHTOCHOCO6HOCTB.
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CoBmectumocth. KadecTBO cuCTEMBbI JOCTaBKH, 3aBUCUT. HE TOJBKO OT
YpOBHsI KauecTBa (yHKIIMOHUPOBAHMS KAKJIOTO €€ YJaCTHUKA, HO U OT CTCIICHH,
CUHXPOHM3allUM, WX B3aUMOJCHCTBHUS IIPU IMPEIOCTABICHUH OOCITYKUBaHHS
kinenty. Ilox  63aumodericmeéuem y4aCTHUKOB- CUCTEMbl JOCTAaBKHU. CIEAYET
MOHUMAaTh HAJIUYUE ONPEJACICHHOTO, poOJa CBA3CH, NPOSBISIOMIMNXCS TPHU
peanuzanuu (QYHKIMKA cUCTeMbl. J[aHHOe B3aWMOJICWCTBHE HMEET CIICAYIOIINE
OCHOBHBIE (HOPMBI:

Texnonoeuueckoe, 63aumooelicmeue, OCHOBAHHOE, Ha. TEXHOJOTHYECKOM
CAVHCTBE (DYHKIIMOHMPOBAHUS YYACTHUKOB CHCTEMBI, BKJIIOUAET B CeOS TaKue
aCIleKThl, KaK COTJJaCOBAHHOE€ M PAlMOHAIIBHOE MCIOJIb30BAHUE TMOJABUKHOIO
COCTaBa, IMOrPY30YHO-PA3rpy304YHBIX MEXaHM3MOB M JIPYTUX CpeACTB. Pemienue
JAHHOM 3aJaud HAXOJUTCA B TECHOM CBSI3U C pa3pabOTKONM COBMECTHOU
TEXHOJIOTUH U OpTaHU3aIleil TOCTaBKH MO COTJIACOBAHHBIM Tpadukam.

Texnuueckoe 63aumooeticmeue TIPOSBIISICTCS B IBYX BUaax. [IepBoIif BUT - 3TO
COOTBETCTBHE UCIOJIb3YEMBIX TEXHUUYECKUX CPEJCTB CBOMCTBAaM rpy3a (IJIOTHOCTD,
pasMep OTAEIbHBIX E€IWHUIl, BA3KOCTh, TEMIEPATYPHBIA PEXKUM H T.J.).
[IpuMeHsieMble THUIBI TPAHCIOPTHBIX CPEJCTB, KOHTEUHEPOB, TMOrPY30UYHO-
pasrpy30YHBIX MEXaHU3MOB U CKJIQJICKME TIOMEIICHUS JOJKHBI 00€CIeunTh
ahdexkTrBHYIO 00pabOTKy JaHHOrO rpy3a. BTopoit BUI  TEXHHUYECKOU
COBMECTUMOCTH - 3TO COOTBETCTBHE TEXHHKO-IKCIUTyaTallMOHHBIX MapaMeTpOB
TEXHUYECKUX CPEJICTB HAa MECTaX WX CTHIKOBKH. OTCYTCTBHE TEXHUYECKOU
COBMECTUMOCTH (HECOOTBETCTBUE THUIIA TMOJBUAKHOTO COCTaBa CO CIocoOamu
BBITIOJTHEHHUS MIOTPY304YHO-PA3TPY30YHBIX padOT; pa3InuHbIe TUIIOPa3MEPhI Ky30Ba,
m1aTOpMbl BaroHa, TPy30BOTO OTCEKa M T.I.; HECOOTBETCTBHE MO MOIIHOCTH,
IpPY30MOJILEMHOCTH MAaIIMH W T.J.) MOXET NPUBECTH CHUCTEMY JHOO K
HEBO3MOXKHOCTH  COBMECTHOTO  (YHKIIMOHUPOBAHUS, JIMOO K  HEMOJTHOMY
MCIIOJIb30BaHUIO UMEIOIINXCS PECYPCOB.

IKxoHoMuueckoe — 83aumoldeticmseue TOJPAa3yMEBAET KOOPAMHAIIUIO PabOThI
YYaCTHUKOB cUCTEMbl. (OCHOBHBIMH METOJAaMU KOOPAWHAIMU  SIBIISIFOTCA

OpraHU3allMOHHO-YIIPABJICHYCCKHUEC, DKOHOMUYCCKHUE U ITPABOBEIC.
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Jns oOecriedeHHuss BBICOKOTO  YpPOBHS CHHXPOHH3AIMU  *COBMECTHOM
JESITEIBHOCTH YYaCTHUKOB CHUCTEMBbl HEOOXOIMMBI BCE BBINIE MEPEUHCICHHBIC
(OpMBI COBMECTUMOCTH, a TaKXe HaJylexkKalllas cCucTeMa 1o oOMeHy MHpOpMaIuu
U XOpOLIME KOHTAKThl B HX COBMECTHOW paboTe. COBMECTUMOCTh CHCTEMBI
JIOCTaBKM OIICHMBAETCS BPEMEHEM COBMECTHBIX pPA0OT YYAaCTHUKOB CHCTEMBI,
IPOLEHTOM YJaYHO BBIIIOJIHEHHBIX pa0dOT K OOIIEMY YHCIIy COBMECTHBIX paboOT H

JPYTUMU IapaMeTPAMH.

CoBMecTUMOCTh pabOTBHI CHCTEMBI JOCTaBKM = UMCIIO YCHENIHO BBINOJIHEHHBIX padoT /
OO11ee YrcI0 COBMECTHBIX padoT

Nmvuox. MMumk, win penyTtanus CyObEKTOB, YYacTBYIOIIMX B Ipoliecce
JIOCTAaBKM, SIBJIIETCS OJHMM U3 MApaMETPOB OICHKU YPOBHSA HaJAEKHOCTU
noctaBku. Yem Bblllle pemyTanus Y4aCTHUKOB CHUCTEMBI JIOCTaBKH, TEM BBIIIE
YPOBEHBb HaJKHOCTH J0cTaBka. K uMumKy GUpMbI OTHOCSTCS Takue MOoKa3aTes,
KaK CTa0WJIbHOE BBINIOJIHEHUE €0 CBOUX 0053aTEIbCTB, OTCYTCTBUE HETATUBHBIX
COOOIIEHHIT O HEW OT MapTHEpOB MO OW3HECY WM B CPEACTBAX MacCOBOM
uH(popmanuu, (UHAHCOBAS YCTOMYMBOCTb, JOOPOKEIATEIBHOCTh U YECTHOCTh
pabOTHUKOB (UPMBI, CIHOCOOHOCTh K KOHTAaKTy M JUIMTEIbHBIM IMAapTHEPCKUM
OTHOUIEHUSIM U T.N. HeraTuBHas olleHKa XOTs Obl IO OJHOMY MOKA3aTENI0 MOXKET
BBIUEPKHYTh COOTBETCTBYIOUIMI BapuaHT M3 paccMoTpeHus. Mmumx ¢Gupmbl
SBJIIETCSL TOBOJILHO CJIOKHBIM JUIsl OLIEHKHM napamerpoM. llpeanaraercs npuHATH
KOJIMYECTBO KOO K JEeATeTbHOCTH (DUPMbI Ha 00beM paboT 3a TOJ Kak OLUEHKY

UMHJIKA PUPMBI.

Nmnmx cyobexkTa = KonndectBo xanno0 k ¢pupme 3a ros / O0beM paboT GpupMsl 3a roj

I'mObkocth. Ilog THOKOCTBIO TIOHMMAETCS TOTOBHOCTH  MPEINPUSTHS
BBITIOJIHUTH BHOCUMBIEC KJIMEHTOM U3MEHEHUA B YCIOBUA I0TOBOpPA. DTOT NapaMeTp
OTPa)KaeT CIOCOOHOCTh CUCTEMBI JJOCTABKH K OBICTPOM M aJICKBAaTHOM aJanTalluy B
COOTBETCTBHHM C MEHSIIONIUMUCS YCIOBUAMH JIOCTaBKH. [ HMOKOCTH J1OCTaBKH

BKJIIOUYAET B c€0sI CJICNYIONINE MOKA3aTEH:
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- TOTOBHOCTb K U3MEHEHUIO YCIOBUN TOCTABKU;

- BO3MOKHOCTb IIPEIOCTABIEHUS Pa3IMYHbIX YPOBHEN O0CTyKUBaHUS ",

- TOTOBHOCTb K H3MEHEHMIO (PMHAHCOBBIX YCJIOBHMM IUIATEXa, HAIpUMEP
IIPENOCTABICHNE KIIMEHTAM PACCPOUKH IIJIaTek a, KPEANUTa, CKUAOK U T.II.

N3mepuTh TMOKOCTh (PYHKIIMOHUPOBAHHUS MPEANPHUATHS JTOBOJBHO TPYJIHO.
[Tokazarenp THOKOCTH OIpeAensieTcss KaK OTHOIICHHWE 4YHUCIa BBIITOJHUMBIX
YYaCTHHKAaMU CHCTEMBI JOCTaBKM HU3MEHEHHH K oOleMy 4HCly TpeOyembIxX

KJIHUEHTOM U3MECHCHMH YCJI10BuA J0roBopa:

I'uOkocte cucrembl = YuCIO BBHIMOTHUMBIX H3MeHeHHH / OOmiee 4ucio Tpedyembix

U3MEHEHUN

Kommexkcnocts. MccnenoBanue u aHaiu3 npoOjieM KadyecTBa TPAHCIOPTHO-
AKCIIEIUTOPCKOTO OOCITYKMBAaHUSI MOKA3bIBA€T, YTO BBHICOKUW YPOBEHb KadyecTBa
oOCITy’)KMBaHUSI ~ KJIMEHTOB  OOECIEYMBAETCS TMPU  YCJIOBUU  OOECIICUCHUS
KOMILJIEKCHOTO OOCITYKUBaHUS, T.€. YEM IIIUPE ACCOPTUMEHT IMpeJIaraéMbIX YCIyT,
TEM BBIIIIE YPOBEHb KauecTBa oOCiyx)uBaHus. OJHAKO JIsi KOHKPETHOTO 3aKa3a
CHUCTEMa JIOCTABKH, MPEIOCTABIIAIONIAs BCE TPEOYyeMble KIUEHTOM YCIYTH, MOXKET
OBITH MPEATIOYTUTENBHEE IJIsI BHIOOpA, YEM CUCTEMA, KOTOpas MOXET Ipeasiararh
0O0JIbIIIE YCIIYT, HO HE MOXKET OKa3aTh TpeOyeMble YCITYTH.

KonuuectBo ycnmyr, oka3bpiBaeMbIX B MpOLECCE JOCTaBKH, MOXKET OBbITh
JIOCTATOYHO BEJIMKO: MOTPY3Ka, pa3rpy3ka, 3aTapuBaHUE, NEPEBO3Ka, MPUEMKA U
OTIYCK Tpy3a CO CKJIaJia, XpaHEHUE, COPTUPOBKA, KOHCOIUIAIMS, Pa3yKPYITHEHHUE;
MapKUPOBKA, CTPAXOBaHHUE TPy3a, UHPOPMAIIMOHHBIE YCIYyTH, YCIYTH M0 OXpaHe,
TaMOXeHHOE 0(hOPMIICHHE U T.II.

JInst OLICHKH KOMIUIEKCHOCTU TPAHCIOPTHOTO OOCIY:KUBaHUS HEO0OXOIUMO,
MOCJIEIOBATEILHO- PAacCMAaTPUBATh CHOCOOHOCTh CHCTEMBI Ha OKa3aHWE KaxIou
ycnyru. Ilpu stom wucnosnb3yetcsi, mapameTp «CrnocoOHOCTh OKazaTh YCIYTY»,
OMpeNeNieMblii  KaK  OTHOIIEGHHE- 00beMa, BO3MOXHOTO  BBITIOJHEHUS

COOTBETCTBYIOILEH YCIYTH K, 3alpallIiBaeMOMy 00BbEMY:
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CnocobHocTh OKazaTh yciyry = OObeM yCIyrd; KOTOPBIM MOXHO OKa3aTrh /

3akparBaeMblii 00beM

Hampumep, oHO# 13 TpeOyeMbIX yCIIyT SBISETCS MEPEeBO3Ka KUBOU phIObI. B
ATOM CIIy4ae HY>KHO MPOBEPUTHh HAIIMYME y MEPEBO3YMKA CHEIUATU3UPOBAHHOTO
MOJBM)XKHOTO COCTaBa; OTBEUAIOIIETO TPEOOBAHMSM TEPEBO3KH JKUBOU PHIOBI, U
CIIOCOOHOCTh CHUCTEMBI 00€CIIeUNTh HEOOXOIUMOE KOJUYECTBE MOABUKHOTO
coctaBa. Ha OCHOBE OILIEHOK YpOBHS: YIOBJIETBOPEHHS KaXXJAOTO OTAEIBHOTO
TpeOoBaHUs aeTcsi 0000LUIEHHOE 3HAYCHHE MOKA3aTeNs] KOMIUIEKCHOCTH CHCTEMBI
JIOCTaBKH.

NudopmatuBHocTs. MHGOpMATUBHOCTH  OMpEAENseTCS  CIIOCOOHOCTHIO
CHUCTEMbl TPAHCIOPTHOrO OOCIY>XMBaHUs JaBaTh. KJIWEHTaM B JIOOOH MOMEHT
BpeMeHU MHGpOpMaIio 0 Tapudax, YCIOBUAX JIOCTABKHM U O MECTE HAXOXKICHUS
rpy3a B IIPOLIECCE JOCTABKM M XPAaHEHUA. JTO JAET KIMEHTAaM; C OJHOW CTOPOHBI,
YBEPEHHOCTh B HAJIEKHOCTH JOCTABKH, C APYrol - BO3MOXHOCTb W3MEHHUTb.
YCJIOBHUS JOCTAaBKHU B COOTBETCTBUM C U3MEHSIOIIENCS KOHBIOHKTYPOM.

KimenT nmomkeH He mo3/iHee; YeM 4epe3 TPU Yaca MOJyUYUTh OTBET Ha 3ampoc
O COCTOSIHMM Tpy3a B MPOIECCe TPaHCIOPTHPOBKH. MHPOPMATUBHOCTH CUCTEMBI
JIOCTATOYHO TPYAHO OOBEKTUBHO H3MepUTh. OHa MOXKET OBITh OILICHEHA 4Yepe3
JIOCTOBEPHOCTh TpeAocTaBiIsieMo HHQpopMaruu (OTHOIICHHE YKCJIa TOYHBIX
OTBETOB Ha 3aMpOChl K O0IIEMy YHCITY 3allpOCOB 3a° OIMpPEAEIICHHBIN MPOMEKYTOK
BPEMEHHU: uepe3 OINEpaTUBHOCTh B IMojadye uHpopMmaiuu (CpelHee BpeMs;

34TPpauYCHHOC AJIs1 OTBCTA HaA 3aIlpocC KJ'II/IGHTa).

HOCTOBCpHOCTB HpeI[OCTaBHSICMOf/'I I/IH(I)OpMaI_II/II/I = YHCII0 TOYHBIX OTBETOB / O6H_ICC-I-II/ICJIO

3aIIpoCoB

OnepatuBHOCTH MpeaocTaBisgeMoll uH@opmanuu = OOmMe 3aTpaTbl BpEeMEHU Ha

HOJArOTOBKY OTBETOB / O0I11€€ YnCII0 3apoCcoB
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HoctynHocTs. Ha moka3zaTenb AOCTYMHOCTH CHCTEMBI JIOCTAaBKH TIPY30B
BJIMSIIOT /1Ba (pakTopa: yaoOCTBO 0OCTyKMBAaHUS U TOTOBHOCTh K JJOCTaBKe.

Ya006CcTBO ISl KIMEHTa MpU IpUEME 3aKa3oB, Claye IPy30B K OTIPABKE U
oopmiieHun HEOOXOMUMBIX JOKYMEHTOB SIBIISIETCS OJHHUM W3  BaXXHBIX
[IapaMeTpoB  KadecTBa .CHUCTEMBI JOCTAaBKH. Pe3ynpraTbl  MCClEIOBaHUMN
IIOKa3bIBAKOT, YTO BpPEMS Ha BBIIOJIHEHUE TAKUX OINEpaluid, Kak IpUEM,
MOJITOTOBKA, mepenaya, oOpaboTKa, MOHHUTOPHHI 3aKa30B cocTaBisieT oT 50 1o
70% oOuiero BpeMEHU BBINOJIHEHUS 3aKa3a. bousblliMe 3aTpaTbl BpEMEHU MU
TPYJOBBIX .pPECYPCOB y KJIIMEHTA HAa MEPEYUCIICHHBIE ONIEPALIMH CBUAETEIBCTBYIOT O
HU3KOM YpPOBHE KayecTBa CUCTEMbI U MOXKET MPUBECTH K moTepe KiIueHToB. [lpu
.OIICHKE YpPOBHS yJ00CTBa OOCITY)XMBaHHS. IPEIaraeTcsl .MCIOJIb30BaTh BpeEMs,
3aTpayeHHOE KIMEHTOM Ha CBA3M C YYaCTHUKAMU CHCTEMbl JIOCTaBKM M Ha
00paboTKy TpeOyeMbIX TOKYMEHTOB B UEJIOBEKO-4acax.

['0OTOBHOCTP K JOCTaBKE CBUIECTEIBCTBYET O BO3MOXHOCTH CHUCTEMBI K
BBINIOJIHEHUIO 3aKa3a. ['0TOBHOCTH K JIOCTAaBKE BBIPAXXAETCS B MPOLIEHTaX B JBYX

CICAYIOIINX BapHaHTaX:

I'otoBHOCTH K TOcTaBke = BrimonHenHblie 3aka3bl / [locTynuBime 3aka3bl

I'oToBHOCTB K H0ocTaBKe =/locTaBieHHbIN 00beM / 3anpaminBaeMblii 00beM

B Ttabnuie gaH cnucok mapamMeTpoB OLIGHKM KauecTBa JIOCTABKU, a TaKKe

MCTOOJOB 1 HCTOYHHKOB HH(i)OpMaI_[I/II/I L UX OIIPCACIICHUA.
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6. Lo CHOCTL

0.1, BOoasomH0eTs | ACcoptisesT  npeanounyse-| Mapretanro: Cramnenmsocine
ORIIAKIEE  OCIOGBHEIX | MBIX YOIyT B NOTOUDM, | Bmoue,  JIHURH-
ST A0TOBROP 3HR

6.2, MarcNaIRHEN] TEXmIMeckne, Senoreyeciee
ofirem pador mo psxy|uwdopmupomase,  deias-
Yoyt Coume )'C.'QT“

IexHUYECKRS FOTUSHICTL
vaist 1 o600YR08 81U

6.3, s0aMonEoCTL oxa | CIHCOR  yomyr  (HPEBOSEX,
Jai RODONHHTE - | KONCYIL TN W T 4.)

JEREX WOUTWVY

6.OLHEHKA YPOBHA KAUECTBA OBCJIIYXUBAHUA [TACCAXHMPOB
Cucrema OLEeHKH KayecTBa YCIyT TOPOJICKOr0 MacCa)KUPCKOro TPAaHCIIOPTa

CBoiicTBa NEPEBO30YHOIO MPOIECCA M CHUCTEMBI IMEPEBO30K OIMPEACIISIOT
OOBEKTUBHYIO OCOOEHHOCTh YPOBHS OpPraHU3allid U OCYLIECTBJIEHUS IMEPEBO30K
NACCAXUPOB U MPOSIBISIOTCA MPHU YJIOBIETBOPEHUH TPAHCHOPTHBIX MOTPEOHOCTEN
NACCaXUPOB.

OpHoii W3 OCHOBHBIX TMpoOieM B oOnactu ymnpasienus [TIT sBusercs
(dopmupoBaHre OOOCHOBAaHHBIX KPUTEPHUEB, OTPAKAIOIIUX YPOBEHb KayecTBa
oOciayxuBaHusi naccaxxupoB. OrpeneneHue TaKUX KPUTEPUEB  IO3BOJIUT
s dextuBno ynpainsats ['TIT u popmupoBats HanpaBiieHUs €ro pa3BUTHS.

[Ipu dopmupoBannu kputepueB 3¢ dexkTuBHOCTH (pyHKIMOHUpoBaHuUs ['TIT
pemaroTes CIeAyoIne 3a1a4u:

- POBEACHUE TIAHOBO-TIPOEKTHBIX PACUETOB;

- OLIEHKA KayecTBa padoThl npeanpusatuii u opranuzanuii I'TIT;

- OIIEHKa pabOTHI BOJAUTEIICH;

- OLIEHKA Ka4eCTBa OTJEIbHBIX MAPIIPYTOB U MAPUIPYTHOU CETH B LIEJIOM;

- OlICHKa TpeOOBaHMN MACCAXXUPOB K YPOBHIO TPAaHCIOPTHOTO
00CTy>KUBaHUS;

- OIICHKa KayeCTBa OKa3bIBA€MbIX YCIYr MJii CPAaBHEHHUS KadyecTBa YCIyT

TOPOACKOI'O IMMAaCCaA)KUPCKOT'O TPAHCIIOPTA B PA3JIMYHBIX I'OPOJaXxX.
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[IpakTrka mOKa3pIBaeT, YTO OCHOBHOM OIIMOKOW B YIpPaBICHUH KauyeCTBOM
NACCAKUPCKUX MEPEBO30K SBISAETCA MOAXOJ K ITOMY MPOLECCY KaK K Pa3oBOM
CTaTU4HOM mporenype. HeoOxoaumo nepeiT Kk JMHaAMUYECKON CHUCTEME KauecTBa
KaK K COBOKYIHOCTH OPIraHHM3alMOHHOW CTPYKTYpbI, MPOLEAYpP, MPOLECCOB M
pecypcoB, HEOOXOAUMBIX ISl OCYIIECTBICHUS aIMUHUCTPATUBHOTO YIPABICHUS
KauecTBOM. Takasi opraHuW3OBaHHas W (YHKIMOHUPYIOIIAsh CHUCTEMa KayecTBa
00eCneuUT BIMOJIHEHHUE CIEYIOIINX TPEOOBAHUIA:

-cUcTeMa BOCHPUHHMMAETCS M TIOHMMAeTCcs MEPCOHAJIOM, IPaBHIBHO
NPUMEHSETCS, UMEET HEOOXOIMMBbIE PECYPCHI U sBIsieTCs () (PEKTUBHOI;

- IPEJIOCTABIISIEMbIE YCIIYTH JEHCTBUTEIBHO YAOBIETBOPSIOT 3alpoChl M
OKUJIaHUsl KIIMEHTa (TTacCaXKUpPOB);

- YYUTBIBAIOTCSA BIUSHHUE YCIYI HAa OKPYXXAIOUIYIO Cpeay U MOTpeOHOCTH
00I11eCTBA;

- OCHOBHOE€ BHUMAaHUE yAEIISIETCS MPEIOTBPALICHUIO HETaTUBHBIX CUTYAIUH, a
HE JIMKBUJIALIMU TTOCJI€ BOSHUKHOBEHUS.

I'OCT P 51004-96 ycranaBnuBaeT CIEAYIOU[YI0O HOMEHKJIATypy OCHOBHBIX
TPYII MOKAa3aTeNer KauyecTna:

- IOKa3aTeIl UHPOPMAITMOHHOTO OOCTYKUBAHMUS,;

- OKa3aTeI KOM(POPTHOCTH;

- IOKA3aTeIN CKOPOCTH;

- I0KA3aTEIN CBOEBPEMEHHOCTH;

- MOKa3aTenu 0€30MacCHOCTH.

B kayecTBe HKOHOMHYECKUX MOKa3aTeaeil MacCaXUPCKUX MEPEBO30K MOTYT
CIIYKUTh:

- CTOUMOCTB MPOE3/1a OT MMyHKTA OTHPABJICHUS 10 TyHKTA HA3HAYEHUS;

- CTOUMOCTb JIOTIOJTHUTEIBHBIX YCIYT B MyTH CJIEIOBAHUS;

- BpeMsI HaXOXKJICHUS B Iy TH.

Cnenyer opueHTHUpOBaThCsl Ha EBpONENCKUN CTaHIApT OLICHKW KayecTBa B
cdepnl TpancnoptHbiXx yciuyr EN 13816:2002, kotopsiii pazpaboTaH KOMUTETOM

cTanjapTuzanuu EBpomnbl U mpejicTaBiseT COOON MOJMHYH CHUCTEMY KauecTBa
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¢dbynkiuonrnpoBanusa u Texuudeckoro coctosiuus ['TIT. CoctaBHbIMU 371€eMEeHTaMU
KAaueCTBa 10 JAHHOMY CTaHAAPTY SIBISIOTCA:

- IOCTYITHOCTB;

- 10CATaeMOCTB;

- CHCTEMHOCTb;

- BpeMsl I0CTaBKH;

- 3a00Ta 0 KJIIMEHTE;

- KoM(DopT;

- OXpaHa OKPY>Karollel Cpebl.

Jns  yciayr, TpeaocTaBisiEeMbIX KOMIIAHUEH-TIEPEBO3YUMKOM, KPUTEPHH
Ka4ecTBa CIeAyloLue:

1. HagexxHocTs;

2. be3omacHOCTb;

3. Y100cTBO;

4. Yucrtota u KoMQopT;

5. SIcHOCTB;

6. JlocTynmHOCTS;

7. IIOHATIMBOCTP M BHHUMATEJIBHOCTh IEPCOHANA, I KOTOPOrO CaMbIM
BaXKHBIM JIOJDKHBI OBITH TPEOOBAHMSI TACCAKUPOB.

OTH TPUHUUIIBI KOHTPOJISI KadyecTBa B JIOJDKHOM Mepe MOTyT ObITh
UCIIOJIb30BaHbl Ha OOIIECTBEHHOM TPaHCIOPTE.

CyObeKTOM OIIEHKM KayecTBa MEpPEBO30OK B CHUCTEME TOPOACKOTO
MaCCAKUPCKOTO TPAHCHIOPTA SBIAOTCA Naccakupbl. lloaTomy omHoW u3 3amad
SBJIIETCS. HEOOXOJMMOCTh OLICHKM YPOBHSI KauecTBa IMEPEBO3KH, OLIEHHBAIOILIETO
¢ ekt kauecTBeHHbIX U3MeHeHuH B cucteMe ['TIT ¢ Touku 3peHust maccaxupos.

ABTOpamu IIPEIIOKEH METOJ OnpeaeIeHUs KOMIUIEKCHOTO,
WHTEIPUPOBAHHOTO IMOKA3aTeNsl YPOBHS KauecTBa, KOTOPHIA BKJIIOYAET BKJIFOUYAET
CIEAYIOIINE MOKA3aTENH:

eHanexxHocTh ycuyr I'TIT — maccaxkup momkeH ObITH YBEpEH, YTO BpeMs

OXHUaaHHUA YCIIyru 6y,[[ cT HaXOANTbHCA B OIIPCACIICHHBIX npeaciax,
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rapaHTUPOBAHHBIX PACIMCAHUEM JIBMKCHUS HA MAPLIPYTaxX B Pa3JIMUYHbIE IEPUOIbI
BPEMEHU,;

®PEryJISIPHOCTh — MACCAKUP JOJKEH OBbITh YBEpPEH, 4YTO TPaHCIOPTHOE
CPEACTBO NMPUAET BOBPEMS,

©5€30MacHOCTh — MACCAXKUPHI JOJHKHBI ce0s YyBCTBOBAThH B O€30MMACHOCTH;

®KOM(pOPTHOCTH — CPEJCTBA MEPEIBUKEHUS U JIPYTUe YCIYTU MPU MOE3IKE U
OKUJIaHUU JOJIKHBI OBITh YAOOHBIMU;

®H()OPMATUBHOCTh — TACCAKUPBI JOJKHBI JIETKO TOHUMAaTh, Kak
N0JI30BAThCS YCIIYTaMH, HCIIOJIb3YS HH(OpMALUIO;

® JOCTYITHOCTh — CUCTEMA MEPEBO30K Ha OOIIECTBEHHOM TPAHCIOPTE JOJDKHA
OBITH JOCTYITHA JJI TOTPEOUTENEH;

®CTOMMOCTHOM OLIEHKM — TIOKAa3aTeNsl  XapaKTePU3YIOLIEro BEIUYUHY
TPaHCIIOPTHOTO Tapuda.

IIpenmaraercs oueHuBaTh KauecTBo rnepeBo3ok I'TIT Ha Tpex ypoBHsIX:

- IIEPBBIM YPOBEHBb — OIIEHKA KAa4eCTBa YCIYT IO NEPEBO3KE MACCAKUPOB Ha
OTZEJIbHBIX TOPOJACKUX MApPUIPYTaAX;

- BTOPOM ypOBEHb — OLIEHKa KayecTBa YCIYT IO NEPEBO3KE MACCAXKUPOB
OTACIBHBIM  TPAHCIOPTHBIM  NPEANPUATHEM,  BBIIOJIHSAIOIIAM  TOPOJCKHUE
[TACCAKUPCKUE IIEPEBO3KY;

- TPETUH YPOBEHb — OLICHKA KAa4ecTBa YCIyT IO MEPEBO3KE MAaCCAKUPOB B
TOPOJICKOM MACCAXKUPCKON TPAHCIIOPTHOU CUCTEME B LIEJIOM.

Komnnexcnoii  noxazamens yposws kauecmea yciye N0 Nepegoske
nacca)cupoé Ha OmMOenbHbIX 20po0CcKux mapuipymax Ky, MaTeMaTuyecku

OoIIpCACIIACTCA 3aBUCHMMOCTBIO

_ K1 K2 x3
K, =H,,-KM,; -1,;,

rae H, — noka3aresnb HaJIe)KHOCTH YCIyT HAa MapuIpyTe M;
KM, — nokazatens kKoM(GOPTHOCTH TIOE3KM HA MAPIIPYTE M;
U, — nokazarenb HUHPOPMATUBHOCTU (YpOBEHb HWH(MOPMALMOHHOTO

oOecrieueHus) Ha M-TOM MapIIpyTe;
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K1, K2, K3 — IOKa3aTenu CTENEHHU, XapaKTepU3yIolne BeCOMOCTh COOTBETCT-
BYIOIIETO MMOKAa3aTeNsl yPOBHS KaueCTBa.

Komnnekchviti  nokasamens ypogHsi Kawecmea yciye HNO  NepesosKe
naccaxicupos omoenbHbIM  MPAHCHOPMHBIM — NPeOnpusimuemM, BBIIOJHIIOMNUM

TropoACKHC ITACCAKKHUPCKUC IICPCBO3KU KHATH OIIPCACIIACTCA

Eyar! K2 K3 x4 x5
KHATH - CHATH - P TIATIT 'EJIATH - KM TIATIT A TTATIT ?

rie Cpatn — TOKaszaTelb BBINIOJIHEHUS cMeHHO-cyTouHoro trada (CCII)
KOHKpeTHbIM [TATII;

Pratn — mokazarens peryJsipHOCTH paOoThl moABuxkHOro cocrasa [TATII,

Bratn — mokazarenb 6e30macHOCTH TOe3IKH, ocyiiecTBisiemoit ITATII;

KMot — mokazaTtens KOMPOPTHOCTHU MOE3KH, BbinonHsiemon [TATII;

Upatn — mokazatenb HWHPOpMATHBHOCTH (YpPOBEHb HHGOPMAIIMOHHOTO
oOecrieueHus) Ha MapIIpyTe M;

K1, K2, K3, K4, K5 — moka3areld CTENCHHU, XapaKTEePU3YIOIIHUE BECOMOCTH
COOTBETCTBYIOIIETO IMOKA3ATENSA YPOBHS Ka4eCTBa.

Komnnekcuviti  noxasamenv  ypogHus kauecmea yYcliye HO  Nepeo3Ke
nAccaicupos 8 20p00CKOL NACCANHCUPCKOU MPAHCNOPMHOU cucmeme 6 yeaom Krpr

onpeaensieTcs

_ k1 K2 x3 x4 K5 k6 K7
KFHT _HFHT 'PFHT 'BFH 'WFHT 'HFHT ‘A ror 'CTFHT’

rae Hrpr — nokasareinb HagexHoct yeuyr ['TIT;

Prpr — mokazarens peryisipHOCTH paboThl moaBuxkHOro cocraBa ['TIT c
YYETOM BBITIOJIHEHUSI CMEHHO-CYTOYHOTO TIJIaHA;

bt — mokazarenb 6e3omacHoCTH mmoe3nku B cucteme ['TIT;

KMt — mokasarens komboptHocTr mtoe3aku I'TIT;
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Urpr — moxaszarens wHPOPMATUBHOCTA (YPOBEHb HMH(POPMAIIMOHHOTO
obecrieuenus) ['TIT;

Lt — nokazarens noctynHoctu ['TIT;

CTryr — nokazarens ctoumoctu yeuyr T'TIT;

K1, K2, K3, K4, K5, K6, K7/ — TmoOKa3zaTelqu CTENEeHHU, XapaKTePU3YIOIINe
BECOMOCTh COOTBETCTBYIOIIETO TTOKa3aTesl YPOBHs KauecTBa.

Jist  ompenenenuss WHGOPMAIMOHHOCTH B KOMIUIEKCHOM  ITOKa3aTele
KadyecTBa OBUIM PACCUYMTAHBl BECOMOCTH Ka)XJOTO W3 TMoOKaszaTeneil. BaxxHocTb
MoKasaTelied Ompeaessyiach ¢ IMOMOIIBI0 AIKCIEPTHOTO METOoJa. JKCIEPTHHIE
METO/Bl HMCHOJB3YIOTCS B TPAKTUKE TPH TMPUHATHH PEIICHHH B Pa3IAYHBIX
OTpacisgX HayKH, TEXHUKH, VYIpaBJICHHUs, B TOM YHCJIC TPH YIPABICHUU
TIePEBO3KaAMHU.

[loka3aTtenu  CTEMEHH,  XapaKTEPU3YIOIIME  BECOMOCTb  Pa3IMYHBIX
1oKa3aTejiell ypOBHs KadyecTBa ki OMpeAeieHbl METOAOM JKCIIEPTHBIX OIPOCOB, C

yquOM 9TUX 3HaquI/Ii/’I OILICHKAa ypOBHH Hacca)KI/IpCKOFO CepBI/Ica
_ 0,6 0,21 0,19
K, = Ho - KM% 1%
0,24 .PO,27 .50,25 _KMO,13 .HO,ll

K At — “rarn T marn TP oarn TIATIT TIATIT +
77021 0,15 017 0,09 0,11 0,15 0,12
KFHT _HFHT'PFHT'EFHT'WFHT'HFHT' FHT'CTFHT .
T'II/ICJIGHHBIC 3HAQUCHUS BCCX HOK&S&TGJ’IGIX KadecTBa yKaSBIBaIOTCSI B OOJIIX, T.C.
IPUHUMAIOT 3HAQYEHUSA OT CIAUHUIBI 10 HYyId, HaWIydllee 3HAa4YCHUE pPaBHO

CAHNHUIIC.

Tabnuia 2— XapakTepucTuka MokKa3aTesaeil KayecTBa TPAHCIOPTHBIX yCIyT

YpoBeHb
Ilepeuenn
OLICHKH XapakTepUCTHKa IIOKa3aTells KauecTBa
IoKa3aTesen
KauecTBa
l.HanexHocTh BepostHoCTh npuOBITHS Maccakupa B MyHKT Ha3HAYEHUS U3
MyHKTa OTHpPAaBJIE€HUS B pacyeTHOE BpeMsl (OICHUBAETCS
Mapupyt BEPOSITHOCTBIO COOJI0IeHUS BPEMEHHU OKMJIaHUS
TPAHCHOPTHOTO CPEJCTBA YKAa3aHHBIM B HH(DOPMAIIMOHHBIX
TabJMIax 3HAYeHUSIM NpU TMEepeMEIIeHHH Ha KOHKPETHOM
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mapupyre I'TIT).

2.KomdopTtHOCTD

Komrmuiekc mapameTpoB KOM(OPTHOCTH IMOE3JKU: yI0OCTBO

pacmoJIOKEHUsA  Kpecell B TPAHCIOPTHOM  CPEICTBE;
3(pPEKTUBHOCTh OTOIUIEHUS B 3UMHEE BpEeMs U BEHTHIALMU
(KOHIMLIMOHUPOBAHUS) B JIETHEE BPEMs; YHUCTOTAa BHYTPH

MOJIBUYKHOT'O COCTaBa Ha MaplIpyTe.

3.Uudopmarus-

HOCTb

NudopmaninonHoe o0O0CIyKUBaHHE BHYTPU TOABUKHOTO

cocCTraBa (HaHI/I‘-II/Ie CXCMbI JABWXKCHUSA, 00BsABIEHHE

OCTaHOBOYHBIX IIYHKTOB; HaJM4yue Npouyell MHPOpMaluu) Ha

MapIIpyTe.
1.Boimonnenue Koaddurnuent BBITIOJTHEHHUS TJIAaHOBBIX peiicos,
CMEHHO- ompeesieMblit OTHOIIIEHHUEM qucia (bakTH4YeCcKu

CYTOYHOI'O IJIaHa

BBIIIOJIHEHHBIX PEHCOB K 3aIUIAHUPOBAHHOMY KOJINYECTBY

peiicoB Ha MapupyTax, o0ciyxuBaeMbIx AaHHbIM [TATII.

2.PerynspHocTb

KOS(i)(bI/II_[I/IeHT BBITIOJIHCHHUA IMOABHMXKHBIM COCTaBOM Ha

MapuIpyTe peryjispHbIX peHcoB (B COOTBETCTBUU C
pacnucaHueM C JIONYCTUMBIM OTKJIOHEHHEM IUIIOC, MUHYC 2
ITATII
MHUHYTBI), ONpeIeNsieMblii OTHOIIEHHUEM Yucia (PaKTHUYECKH
BBIIIOJIHEHHBIX  PEryJIAPHBIX ~ pEHCOB K  KOJIMYECTBY
(dakTUYeCKH  BBIMOJIHEHHBIX  peiicoB Ha  Mapuipyrax,
obcmyxxuBaeMbix qaHHbIM [TATII.
3.be3onacHoCTb BepositHocTs  Ge3aBapuiiHOl  pabOTHI —  CBOWCTBO
noABWKHOro cocraBa aaHHoro IIATII BeimonHATE cBOM
(GYHKIMY B 33JaHHBIX Tpesenax
YpoBeHb
YpoBeHb OLIEHKU
OLICHKH YPOBEHB OLICHKU KauecTBa
KauecTBa
KayecTBa

4. KomdopTHOCTH

Kommiekc mapameTpoB KOM(OPTHOCTH TOE3IKU: YI0OCTBO
paCTONOXKEHUST Kpecen IS MacCakupoB; 3P(PEKTUBHOCTH
OTOIUICHHUS B 3UMHEe  Bpems u BEHTUJISIIIH
(KOHIMIIMOHUPOBAHMS) B JIETHEE BpPEMs; YHCTOTAa BHYTPH

MOJBIKHOTO COCTaBa Ha MaplIpyTax, OOCIyKHBaeMbIX
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ITATII

ITATII.

5.Uudopmarus-

HOCTb

NudopmanonHoe o00CIy)XKMBaHHE€ BHYTPU IOJBUKHOIO
cocraBa  (HalM4yhe  CXEMbl  JBIDKCHUSA;  OOBSBICHUE

OCTAHOBOYHBIX MTYHKTOB; HAIMYKE MTPoUel HHPOPMAIUH).

1.HagexxnocTth

BeposTHOCTh NpUOBITHA Naccaxupa B MYHKT HA3HAUYEHUS M3
IYHKTA OTIpPAaBJI€HUS B pacueTHoe BpeMs (OLICHUBAETCS
BEPOATHOCTBIO COOJII0ICHUS BPEMEHHU OKMJIaHUS
TPAHCHOPTHOTO CPEJCTBA YKa3aHHBIM B HMH(OPMAIIMOHHBIX

Tabiuuax 3HaueHusM npu nepemenieHuu B cucreme ['TIT).

I'TIT

2.PerynspHocTb

(c yuerom CCII)

Koadduiment BbINONHEHUS MOABMKHBIM COCTaBOM  Ha
MapLIPYTE PETYISPHBIX PEHCOB ONPEIEIAEMbId OTHOILIEHUEM
yucia (PAKTUYECKU BBHITIOJIHEHHBIX PETYJSPHBIX PEHCOB K
KOJIMYECTBY (DAKTHYECKH BBIMIOJIHEHHBIX DPEWCOB B CHCTEME

I'TIT.

3.be3onacHocTh

BepositHOocTh Oe3aBapuiiHON pabOTBI  — CBOICTBO BCEro
noaBmkHoro cocraBa I'TIT BbIMONHATE cBOM (QYHKIHMU B

3agaHHbIX npexaenax B cucreme ['TIT.

4. KomdpopTHOCTH

Kommiekc napamerpoB KoMGOPTHOCTHU /10 MOE3AKH: HaJIU4Ke
U ynoOCTBO OCTaHOBOYHBIX IaBUJIBOHOB C MECTaMU JJId
0’KMJIaHMs TPAHCIIOPTHBIX CPEACTB; JOIOIHUTENIbHBIE YCIYTH

Ha OCTAHOBOYHBIX ITYHKTax.

5.Mupopmarus-

HOCTB

[Tokazarens mnpeanonaraeT MOJIydeHUE HHPOpMALMK U €€
OLICHKY JO0 Hayaja M BO BpeMs IOJb30BaHUS YCIyramu
TpaHcnopta. Kowmmiekc mapaMeTpoB HH(GOPMAaTUBHOCTH:
HaJIMyue HMH()OPMAIMOHHBIX TaOJIMueK Ha OCTaAaHOBOYHBIX
nyakrax ITIT ¢ ykasanmeM 1iepedHss MIPOXOIAIINX
MapuIpyTOB M BpEMEHM Hauyajla W OKOHYAHHUS pPabOThbI
MOJIBUJKHOT'O COCTaBa; YKAa3aHWE HAa OCTAHOBOYHBIX ITYHKTaX
HAaUMEHOBAHMSI OCTAHOBOYHOI'O IyHKTAa, KOTOPOE BUIHO W3

OKOH IPOXOoAAECro MOABMXKXHOI'0 COCTaBa U IPyruc.
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6.JlocTynnHOCTh Iloka3aTenb XapakTEepU3YIOLIUN: IJIOTHOCTH  MapLIPYTHOH
CeTH; KOJIMYECTBA MAapLIPYTOB TOPOJACKOr0 TPaHCIOPTA;
cpeiHee BpeMs IOAXOAAa-OTX0/Ja K OCTAaHOBOYHBIM ITYHKTaM;
y100CcTBO o BpEMEHU MOJIb30BaHUS I'TIT
(IpOIOJKUTENBHOCTh, HAyalo W OKOHYaHHUE paboThI

MOJABUKHOTO cocTaBa Ha Mapiipytax ['TIT).

7.CtrouMocTHas XapakTepusyeT OLIEHKY NOTPEOUTETHCKOTO CIpoca Ha YCIyTu
OIICHKA TpaHCIIOpPTAa 4Yepe3 BeNMYMHY Tapuda Ha NacCaXUpPCKUe
IIEPEBO3KHU.

OCOOEHHOCTBIO TPUBEJICHHBIX BBIIIE IOKA3aTEJIEH SIBISIETCA CTPEMIICHHUE
KOKIOTO0 W3 HUX K €IWHUIE, paBHO Kak M KOMIUIEKCHOro. PaBeHCTBO
KOMIIJIEKCHOI'O TIOKAa3aTelisi KayecTBa CEpPBHCA IACCAKUPCKUX YCIYyTI E€IUHULE
onpenensaT (GopMaIu30BaHHOE YCIOBUE UACAIBHO (PYHKIIMOHUPYIOLIEH CHUCTEMBI
IIACCAXUPCKOTO TPAHCIIOPTA C TOYKU 3PEHUs €€ Ka4eCTBa.

[IpeniokeHHbIN METOJ ITO3BOJISET OLICHUTh YPOBEHb KAYECTBA HA OTHEIBHBIX
MapuipyTax, NpeAIpHUITHIX, BBIIOIHSIIOMUX TOPOJICKUE MACCAKUPCKUE TTEPEBO3KU
u B cucteme I'TIT B nenom. Meros MOXKET ObITh HCIIOJIB30BAH ISl pa3pabOTKU
KPUTEPUEB OIIEHKM YYaCTHUKOB KOHKypca Ha MPaBO BBINOJHEHUS TOPOACKUX
NACCaXUPCKUX IIEPEBO30K M IpPU PpaCHpeneieHUH Hanmbojee peHTa0eIbHbIX
MapIIPyTOB MEXJy y4aCTHUKaMU KOHKypca, a TakKe IpU pa3paboTKe KpUTEpPUEB
oueHkn kadecta ycuyr I'TIT mis opranmsanmm KOHKypca € LEJIBI0 ONPEACICHUS
NPEANPUATHS C HAWITYYIIMMU Ka4€CTBEHHBIMU MTOKA3aTEISIMH.

Co3laHno yCIIOBHM I CHPaBEUIMBOM KOHKYPEHLUMU WM PETYJIMPOBAHUIO
pPBIHKA TPAHCIOPTHBIX YCIYT Ha €IMHON MapLIPYTHOM CETH ropojaa CrocoOCTBYyET
OpraHu3alMsl OTKPBITHIX KOHKYpPCOB, LENbI0 KOTOPBIX SIBISIETCA OOecreueHue
HaumOosiee KOMQPOPTHOrO M Oe30macHOro OOCTY>KMBAHHUS MAaCCaKUPOB HA
TOPOJACKUX MAapuIpyTax, a TaKKe CBOEBPEMEHHOE U IIOJIHOE YAOBIIETBOPEHUE
noTpeOHOCTE HaceleHuss B  OOLIECTBEHHBIX IMACCAKUPCKUX  IEepeBO3Kax.
Kpurepuu, no KOTOphIM OLIEHUBAIOTCSA MPEANPUSITHS, MOTYT OBITh Pa3TUYHBIMHU.

Br16op KpuTEepueB 3aBHCUT OT TEPPUTOPUATBHBIX OCOOCHHOCTEW MapIIpyTHOMN
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cetd, GOpM COOCTBEHHOCTH ABTOTPAHCIOPTHBIX MPEANPUATUA W COOTBETCTBUS
TpeOOBaHMSIM HAYYHO-TEXHUYHOTO TIpOorpecca.

CucremMa OLIECHKM KadecTBa YyCIyr IACCaXUPCKOrO0 TpaHCIopTa Ha
pErMOHAIBHBIX MEPEBO3KAX

E.A. KpaBuenko u A.B. IllaGaHOBBIM OBUIO Pa3BUTO MOHSTUE MOHSITUE
KOMILJIEKCHOTO, HMHTETPUPOBAHHOTO TOKa3aTessl KauecTBa, YYUTHIBAIOIIETO
pasnudHbIe (DAKTOPBI CEPBUCHOTO OOCITYKUBAHUS ITACCAKUPOB.

KomMriiekcHbIN TOKa3aTesib YPOBHSI MACCAKUPCKOTO CEPBHCA PErMOHANIbHBIX
MAaCCAKUPCKUX NEPEBPO30K S, mpemioxeHHbid A. B. [1laGaHoBbIM, onpeaensieTcs

3aBUCHUMOCTBIO

_cklxck2 xck3 xckd xckb xckb
S = GKExGk2 H g3 X gke xS x Gt

rae S1- HajeKHOCTD MEepEMEILIEHUs] TOYHO 10 rpaduky (Bpemst MOe3KH1);

S2- gocTymHOCTH (YacTOTa ABMKEHHUS OOIIECTBEHHOTO TPAHCIIOPTA);

S3- OGesomacHOCTh (BEpOSATHOCTH O€30TKa3HOW pabOThl OOIIECTBEHHOTO
TpaHCIIOPTAa);

S4- koMpOpPTHOCTH (KAYECTBO MOC3/IKH);

S5- cTOMMOCTHOM NOKa3aTeNb - BEIMUMHA TPAHCIIOPTHOTO Tapuda;

S6- mokaszarens MHGOPMAIIMOHHOTO cepBHca (YpPOBEHb HH(POPMAIIMOHHOTO

obecrieueHus);

K, K

- TIOKa3aTelld CTEeNeHHW, XapaKTEepHU3yIOIIUe BECOMOCTh
COOTBETCTBYIOIIIETO MOKA3aTeNsl YPOBHS CEPBHUCA.
[IpuBeneHHBIC XapaKTEPUCTUKH TPAHCIIOPTHOTO OOCITY)KMBAHUS SIBIISIOTCS
KaK KOJUYECTBEHHBIMH, TaK U KAYECTBEHHBIMH, U OT MPABWILHOCTH, TOYHOCTU U
OBICTPOTHI UX OMPEIETCHUS 3aBUCUT 00111as 3P(HEKTUBHOCTh MACCAKUPCKUX YCIIYT.
[ToxazaTenp HAAECKHOCTH TIEPEMEIICHHUS TOYHO TO TpaduKy KOJH-
YECTBEHHO OMNPENESEeTCS BPEMEHEM TMOE3/KU tICcp - BpPEMEHEM IePEeMEIICHUS
MACCaXUPOB OOIICCTBEHHBIM TPAHCIIOPTOM TIO0 MApIIPYTy i-M BHJIOM TPaHCIIOpPTa

M3 ITYHKTa OTIIPaBJICHUA B ITYHKT HA3HAUCHMUSI.

tnep = tki _tHi

91



rac b - MOMCHT BpEMCHHU HpI/I6I>ITI/I}I IMacCaxnupoB 1-M BHAOM TpAHCIIOPTa B

ITYHKT HAa3HAYCHHA,

b - MOMCHT BPCMCHHU ITOABJICHUA Tpe6OBaHI/ISI Ha MCPCMCIICHUC ITACCAKHUPOB

I-M BHJIOM TpaHCIIOpTa (MOMEHT Havasia MOoe3IKH).
[Toxazarensb HaIEKHOCTH MOXKET OBITH OMpeIesieH 1o popmye:
¢
S _ tnep

| onm
tnep

t? .
rae - (aKTUYeCKOoe BpEeMs MOE3KU MacCcaXupa Mo MapuipyTy 1-oro BHJA

TPaHCIIOPTA,

t onm

" - ONTUMAJbHOE BPEMs IMOE3JKHU Maccakupa Mo MapuipyTy 1-0ro BHa
TpaHCIOpTAa.

B ocHoBe omnpeneneHuss Mmokasarenas JOCTYIMHOCTH 3aJIOkKEHa 4YacToTa
JBIDKEHUS TpaHcmopTa Al - 4ucio nepemenieHuii Ni MoJIBIKHOTO COCTaBa 1-ro
BHJIa TPAHCIIOPTA N0 ONPEAEIICHHOMY MapuipyTy L 3a yCIOBHBIN NEPHO]T BPEMEHU

T(npuHMMaeMblid, KaK IPABUIIO, PABHBIM OJHOMY 4acy).

i
Ai=AT

Torz[a IMOKa3aTCJIb JOCTYITHOCTHU OIIPCACIICH KaK:

@
5, =D
Aionm

be3zonacHocTh pabOThl TpaHCHOpPTAa MOXKET OBITh BBIPAKEHA 4epes
BEpPOSTHOCTh Oe30TkazHOM paboTel b(T) - CBOWCTBO MOJBMKHOTO COCTaBa
BBITIOJIHATh BCE CBOM (YHKIUMU (T. €. COXpaHsATh pPabOTOCHIOCOOHOCTH) Ha
MapIuIpyTe B 3aJaHHBIX MPeIesiaX B TEUCHHUE OTPEICIIEHHOTO MEPHO/Ia BPEMEHH.

BeposiTHOCTh TOSIBIICHHsSI OTKa3a TMOJBM)KHOTO COCTaBa Ha MapIIpyTe
onpenenseTcs no popmyse:

P(AT) =
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rac Ni . KOJIMYCCTBO IIOJBHMIXXHOI'O COCTaBa 1-0T0 BHUIa TpaHCIIOPTa

paboTaroIIero Ha MapuIpyTe;

m; KOJIMYCCTBO IIOJABHIKHOI'O COCTaBa 1-oro B4 TPAHCIIOPTA BBIICAIICTO U3

cTpos 3a nepuo T Ha 1-OM MapuIpyTe;
[Tokazarenr 0Ge30mMacHOCTH 1-0r0 BUAa OOIIECTBEHHOIO TpaHCHOPTa

omnpenensiercs no gpopmyie:

/4

S. = b

i - EI[O.M
i

)
E.IIOJVI .
rae °' - HOMHHaJIbHasi 0€30MacHOCTh paboThl 1-OT0 BHJA TPAHCIOPTa HA
MapIipyTe.

[Ipu  onpeneneHun  mokaszarenss  KOMGPOPTHOCTH  MpeaJiaraeTcs
UCIIOJIB30BaTh YPOBEHb KAyeCTBA IOE3IAKH B CBOIO OYEpelb, IPEIACTABIIAIOLIUN
KOMILJIEKC OILICHOYHBIX IAapaMETpPOB IMOE3JKH NacCaXUpoB B 1-M BHJE
OOLIECTBEHHOTO TpaHCIOpTa Ha MapuipyTe ABMkeHUsA. K OCHOBHBIM mapameTrpam
KayecTBa MOE3JKH MOKHO OTHECTH yI0OCTBO MECT PACIHOJIOKEHUS MacCaKupoB,
0030pHOCTh, A(PGEKTUBHOCTh OTOIUVIEHUS B 3UMHEE BpEeMS W BEHTWISIUU
(KOHIUIIMOHUPOBAHMSI) B JIETHEE BpeMsi, BO3MOXKHOCTb OTAbIXa B IYTH
CclieJOBaHMsI, UH(HOPMALIMOHHOE O0CTYKMBAaHUE U HAJTHUUNE ayTUO-BHIEOCUCTEM.

Kaxxnplii mapaMeTp KadecTBa MOE3JIKH YCTAHABIMBAETCS IYTEM JKCIIEPTHOM
OLICHKK C TIOCIEAYIOMIeH MaTeMaTH4ecKo oO0paboTKON JaHHBIX oOmpoca |

ONpCACICHUEM CTCIICHU 3HAYUMMOCTHU KaXXJI0T0 ITapamMeTpa.

[TokazaTenb KOM(pOPTHOCTH OTpeaAenseTcs no hopmysie:

S. = L
i max
Ki
)
max
rne K™ MaKCHMAaJIbHO BO3MOKHBIN YPOBEHb Kau€CTBA MOE3KH.

CTOMMOCTHOM TOKa3aTeh XapaKTepU3yeT OIEHKY MOTPEOUTETHLCKOTO CIpoca

Ha yCIyTU TPaHCIIOpTa Yepe3 BEINUUHY Tapuda Ha MacCaXHUPCKUE TEPEBO3KU.
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S- — CminI
' Cil

rac Cmi”' - MHUHHMAJIbHasA CTOMMOCTHL IIPOC3JJa Ha PaA3JIMYHBIX BHUAAX

TpaHcnopTa paboTaloUUX Ha MAPIIPYTE;

C” - CTOUMOCTD IIPOC3aa HAa PA3JIMIHBIX BUAAX 110 MAPILIPYTY.

[Tokxazarens MH(OPMALIMOHHOTO CEpBHCA MPEAIOJIAraeT OLEHKY KayecTBa
uHbpopMaliuu 0  (QYHKUMOHHPOBAHMUM  TpaHcmopTa. B omimume ot
MH(POPMALIMOHHOTO 00CITY’KUBAaHHUS, BXOJAIIErO B IOKa3aTeslb KOM(POPTHOCTU U
OTPEMETSIONIETO TMOoJlyueHne HH(OpManuu BO BpeMs TMOE3AKH, TOKa3aTelb
MH(OPMAIIMOHHOTO CEpBUCA MPEANoiaraeT nojydeHrue HHPOpMaluu U €€ OLEHKY
J10 HayaJsa IO0Jb30BaHMS YCIyraMy TPaHCIIOPTa.

KadectBo wuH(pOpMalMOHHOT0 0O0€CHEUYeHUs] MOXKET OBbITh BBIPAKEHO
JOCTYHOCTBIO, HAIE)KHOCTBIO, CKOPOCTBIO, IMTOJIHOTON U TOYHOCTHIO MH(POPMALIHH.
[Toxazarens HHPOPMAITMOHHOTO CEpBHCA MPEACTABIAECT COOON OTHOIIEHUE YPOBHS
MH()OPMAIIMOHHOTO O0ecnedYeHus: 1-ro BHJ@ TpaHCHopTa @O0 MapupyTry K

MAaKCHMAaJIbHO BO3MOXHOMY YPOBHIO Ha TOM KC TPAHCIIOPTC.

Yi
Si = max
Yi
roe Vi - YpOBEHb HHPOPMALIMOHHOTO 00ecreyeHus 1-ro BUJa TPaHCIopTa 1o
MapHipyTy,
Y_max

- MAKCUMAJILHO BO3MOXKHBI YPOBEHb HHPOPMAIIMOHHOTO 00eCTiedeHUs

CucTtemMa OIeHKH KauecTBa yCIyT JISTKOBBIMU aBTOMOOUIISIMU-TaKCH

B cucremMe ropoACKoro ImacCakKMPCKOrO0 TPAHCIOPTAa KPYIIHBIX TOPOJAOB
JIOCTATOYHYIO BOXKHYIO POJIb UTPAET 00CITyKUBAaHUE TOPOKAH U TOCTEH JIETKOBBIMU
aBTOMOOUJISIMU-TAKCH. [ OpOJICKON TPAHCTIOPT, ABMIKYIIHUICS MO YCTaHOBJICHHBIM
MapuipyTaMm, YIOBJIETBOPSET HE BCe IMOTPEOHOCTH HAcCeJIeHUs, IMOATOMY s

3 PeKTUBHON TOPOJCKONW DKOHOMHUKH HEOOXOJAMMO pPa3BUTHE IEPEBO30K
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aBTOMOOWJISIMUA-TAKCH W TIOBBIINIEHUE KAYE€CTBA JIOTUCTUYECKOTO MACCAXKUPCKOTO
cepBuca.

[Tob3ysICh CBOMMU IIPEHMYIIIECTBAMH:

- TMIOBBITIICHHAS! CKOPOCTh U KOM(DOPTHOCTB;

- TOCTaBKa «OT JIBEpH J0 JBEPUY;

- IEpEeBO3Ka B HOYHOE BPEMS CYTOK;

- MHIUBUYATBHBINA MTOAXO0 K 00CTYKUBAHUIO;

- y100CTBO TIEPEBO3KHU Oaraxa;

- OpraHM3aIys YKCKYPCHOHHBIX MHANBUAYATBHBIX MMOE3/I0K;

- BpeMEHHAsl 3aMEHa JIMIHOTO JISTKOBOTO aBTOMOOHIIS;

- MIOJTy4Y€HUe JOTOTHUTENbHBIX YCIYT U Jp.,

W 3aHUMas OMPEICICHHBIA CErMEHT Ha TPAHCIOPTHOM PBIHKE, OTOT BHJ
00CITy>KMBaHUS MACCAKUPOB TPEOYET HE TOJIBKO BBISABJICHUS CIIPOCA HA 3TU YCIYTH
U OIpEJEeCHUs] HEOOXOUMOTO KOJIMYECTBA €IUHUIl TOJIBXKHOTO COCTaBa, HO U
MPOBENCHUSI PpalbOT 1O ONPEICICHUIO YAOBICTBOPEHHOCTH IOTpeOUTENei
KaueCTBOM IPEIOCTABISEMbIX YCIIYT.

Jlnst pa3paboOTKH MEPOTPHUATHN 10 YIYUIICHHIO KadyecTBa TPaHCHOPTHBIX
YCIIYT | TIOBBIIIIEHUIO YPOBHSI KOHKYPEHTOCITOCOOHOCTH TPAHCIIOPTHBIX KOMIIAHUH,
MPEIOCTABIISIONIUX YCIYTH TI0 MEPEBO3KE HACETEHUS JIETKOBBIMUA aBTOMOOMIISIMHU-
TaKCH, HEOOXOAMMO MTPUMEHSATh METOJIbI OIICHKH Ka4eCTBA MEPEBO30K JICTKOBBIMU
aBTOMOOUJISIMUA-TAKCH C TOYKHU 3PEHUS TTACCAXKUPOB.

Kpurepuem coBeplIIeHCTBOBaHHUS YOpPABICHHS B cdepe YCAyr SBISICTCS
YPOBEHb YAOBJICTBOPEHUS MHOTOOOPA3HBIX MOTPEOHOCTEH JIOACH B HYKHBIX UM
ycnyrax. Hawmbonee »sddexTtuBHas IeATEIbHOCTh, COIJIACcylolias ¢ OTHM
KpUTEPUEM, OCTHTAeTCs, KOT/Ia YYWUTHIBAIOTCS OCOOCHHOCTH YIIPABICHUS B
TaHHOM cdepe:

- TEecHOe TepervieTeHrue GYHKIUA CO3MaHUS W peau3aiiu  YCIyT,

oOpa3yrolee eAMHbIA MPOU3BOACTBEHHBIIN MPOIECC;
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- W3HAYAJbHBIM M O00s3aTENbHBIM YCIOBHEM MPOU3BOJACTBA SIBISETCS
HEIMOCPEICTBEHHBI KOHTAKT C 3aKa34YUKOM C LI€JIbI0 U3yUEHHUs CIIPOCa Ha YCIYTH,
cbopa 3aKka30B, yueTa MoKeJaHU! 3aKa3uuKa.

XapakTep mporiecca OOCIYKMBaHHMSI HAaceNeHUS MpeNonpenesser ocoOble
METO/Ibl YIIpaBJeHUs B chepe yCIyr — CocoObl 1eJICHANPABICHHOTO BO3ACHCTBUS
Ha choyk0y cepBuUca W MOTpPeOUTENsT C IEJbI0 BO3MOXKHO Oo0jiee MOJHOro H
3¢ (HEKTUBHOTO yIOBIETBOPEHUS 3aIIPOCOB JIFOICH.

OZHMM W3 OCHOBHBIX HAlpaBJICHUI B PELICHUU NPOOJEMBbl IOBBIILICHUS
KauecTBa  YAOBJIETBOPEHUs MOTPEOHOCTEH  HaceleHWuss B  MOE3JKaX U
3 ()EKTUBHOCTH HCIOJIB30BAHUS OOIIECTBEHHOTO MACCAXXUPCKOTO TpaHCIOpTa
SBJIIETCSI COBEPILIEHCTBOBAHUE CHUCTEMBI YIPABJICHHUS KadeCTBOM TPAHCIOPTHBIX
YCIIYT.

g 3¢ pexTUBHON rOpOACKON S5KOHOMUKH HEOOXOUMO Pa3BUTHE PAITUYHBIX
BUJIOB TPAHCIOPTHOTO OOCITYXKMBAaHUSI HACEJIECHHSA, B TOM 4YHUCJIE IEPEBO30K
JIETKOBBIMM aBTOMOOWJISIMU-TAKCH, TO3BOJISIIOIIMMH, KpPOME HEMOCPEACTBEHHO
NEPEBO3KU «OT JIBEpU-I0 [JBEpPH» C MCKIOYEHUEM W/WIN COKpalleHUEM
IPOJOJKUTEIBHOCTH HEKOTOPBIX JJIEMEHTOB (Tellee JBUYKEHUE, Iepecaka,
OKUJaHUE TPAHCIIOPTHBIX CPEACTB U JABHKEHUE B AaBTOMOOWUJIE) U3 JIOTMCTUYECKOM
LEMOYKN IEPEMEUICHUSI HACEJIEHUs, IMPEAOCTaBIATh HACEJIEHHIO BO3MOYKHOCTH
MOJIYYEHUS PA3IMYHBIX JOMOJHUTENBHBIX YCIYT, @ UMEHHO:

- YCIIYT'Y MHOSI3BIYHOIO JUCIIETYEPA, TU/IA WU BOJUTEIS;

- YCIYrM TO CONPOBOXIEHUIO JETel BOAUTENSIMA TaKCH 10 3apaHee
COrJIacOBaHHOMY TpauKy M TOCTOSHHOMY HWH()OPMHUPOBAHHUIO POJIUTENEH O
nepeMenieHnH peoeHKa;

- KYpPbEPCKOM JOCTAaBKM MOYTHI, TOKYMEHTOB, TOBApOB, MOJAPKOB, I[BETOB,
IIPOIYKTOB MUTAHUS C BO3MOXKHOCTBIO 3aKa3a BOAUTEINIO UX MTOKYIIKH;

- YCIYIM «TpE€3BBI BOJIWTEIb» — IMEPEMELICHUS KIUMEHTa JOMOM U
MOCTAaHOBKA €ro aBTOMOOMJISL HA CTOSTHKY;

- I0€3/IKM C )KUBOTHBIMU;

- OCYILIECTBIICHUSI BCTPEUYHU/TIPOBOJIOB B a3POIOPTY/BOK3aJIe TOCTEN KIMEHTA;
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- 3BaKyallul aBTOTPAHCIIOPTA;

- apeH bl aBTOMOOWIIS,

- 00CITy’KUBaHUS TOP>KECTB;

- YCIOyTM TaKCH KOPIOPATHUBHBIM KIUEHTaM C WHIUBUTY ATbHBIM
00CTy>KMBaHUEM NPENPUSTUN U OpraHU3alU;

- BO3MOKHOCTb O€3HaJTUYHON OTUIATHI U JIp.

HameTuBmmiicss B HacTosiiee BpeMsi POCT YPOBHsA JOXOAOB HACEICHUS M
MOBBIIIEHUE €r0 JEJIOBOM aKTUBHOCTH CIIOCOOCTBYIOT YBEIMYEHHIO CIIpOca Ha
MEPEBO3KU JIETKOBBIMU aBTOMOOWISIMU-TaKCU. Tak, Mo pe3yiabTaTaM oOmpoca
npeAnpuHUMarTesie, paldoTalomMX HAa PbIHKE TOPOACKHX IMACCAKUPCKUX
MEPEBO30K M CaMHX MacCaXupoB, nposeneHHoro B 2005 r. Ynpasnenuem OAC
Poccun 1o KOHTpOJIIO M HAA30pYy HAa TPAHCIOPTE M B OOJIACTH CBS3HM JIETKOBOE
TaKCH B KayeCTBE OCHOBHOT'O BHUa TPAHCIIOPTA MOTJIM MO3BOJUTH cede uib 2%
OT OOIIEro YMcia OMPOIIEHHBIX PECIOHJEHTOB, U 78% pECOHACHTOB yCIIyTaMH
JIETKOBOT'0 TaKCH MOJIb30BAIMCh MEHEE OJTHOTO pa3a B MECHLL.

[IpoBenennsii Hamu B 2010 r. [TogoOueIil ompoc 1500 >xurteneit ropona
PocroBe-Ha-/lony nmokasan, 4to 4% pecnoHAEHTOB MOJIb3YIOTCA TAKCH €KETHEBHO,
19% — Heckonbko pa3 B Hepento, 39% — HEeCKOJbKO pa3 B mecsil, 34% BbI3bIBACT
TakCU pexe pa3za B Mecsll U TOIAbKO 4% coBceM HE MOJB3YIOTCS YCIyraMu
JIETKOBBIX aBTOMOOMJICH-TaKCH.

BbonpmmHCTBO (62%) ONMPOIIEHHBIX 3aKa3bIBAIOT TaKCH 1O Tenedony, 19% —
«JIOBSIT» Ha YJIMYHO-TIOPOKHOU ceTu, 16% — «OepyTr» Takcu Ha cTostHKax U 3%
3aKa3bIBAlOT Takch TocpeacTBoM oOnline MHTepHET CaliTOB TPaHCHOPTHBIX
komranuii. [Ipu odopmnenun 3akazoB 10% pecrmoHIEHTOB YacTO MOJydadd OT
JACTIETYEPOB WJIM BOJUTENIEN OTKa3 B OCYIIECTBICHUU TNOe3AKH, 35% — Takxke
nojy4yajau OTKa3, HO penko u 56% HUKOrja HE OTKa3blBald B 3aka3ze. Bpewms
OKUJIaHUSI TPAHCIIOPTHOTO CPEACTBA Tociie 0hOpMIICHUS 3aKa3a it OOIBITMHCTBA
naccaxxupoB (59%) coctaBuiio ot 5 10 20 MUHYT, A0 5 MUHYT xaanu Takcu 12%

ONPOUIECHHBIX, BpeMs oxujanus st 24% mnaccaxupoB coctaBmwio ot 20 mo 40

97



MUHYT U 5% BBICKa3aJIi HEJOBOJIBCTBO MPOIOJKUTENLHBIM OXuaaHueM (6osee 40
MUHYT).

BolsiBlIeHHass CTpyKTypa BpPEMEHH 3aKa3a JIETKOBBIX aBTOMOOWIIEH-TAKCH
nokasana, 4yTo vaie Bcero (42%) 3aka3biBaioT Takcu Beuepom (¢ 18:00 mo 24:00),
35% ocymiecTBISIIOT Ha Takcu HOuHbIE MToe3ku (¢ 24:00 o 06:00), yrpoM u aHEM
MOJIB3YIOTCS yciryraMu takcu 1o 11,5% maccaxxupos.

B Hactosiee Bpemss Bce Oolblliee 3HAYEHUE MPUOOPETAIOT BOMIPOCHI
MOBBIIICHUS. YPOBHSI TPAHCHOPTHOTO OOCTY>KHMBaHHS, KOTOpPbIE TECHO CBS3aHbI C
npoOsieMoil cepBUCa U KadecTBa MPEAOCTaBISIEMBIX yCIyr. Pa3nuunbie Tpymimbl
MacCCAKUPOB JOJDKHBI OOCIY)XKMBAaThCSI B COOTBETCTBUM C HMX KOHKPETHBIMU
noTpedHocTsIMU. [laccaxkupel caMu JieNaloT BHIOOP COOTBETCTBYIOIIMX YCIYT, MX
KOJM4YECTBA W Xapakrepa peanu3zauud. OHU ONPEAeNsIOT CBOM MPUOPHUTETHI,
KOTOPBIE BO MHOT'OM 3aBUCAT OT KQU€CTBA MPEAOCTABISEMBIX YCIIYT.

[TocTaBiuk U NOTPeOUTENH YCIYT MOTYT UMETh PA3IMUHbIC TIPE/ICTABICHUS O
KauecTBE peaJin3yeMoro Ipolecca. ITO  SABJICHHE  ONpENEeisieT  CyTh
METO/IOJIOTUYECKON OCOOCHHOCTH MEHEKMEHTa KayecTBa YCIyr, KOTOpoe
MPOSIBIISACTCSI B HEOOXOJUMOCTH HCIIOJIB30BaTh JBa PA3HBIX IMOHATHUS KayecTBa —
«KA4eCTBO y HCIOJHUTENS» U «KauyecTBO y moTpeOutens». KadectBo ¢ Toukm
3pEHUS UCTIOTHUTEINS BBIPAXKACTCS B COOTBETCTBUU OOCITYKMBaHUS TPEOOBAHUSM,
MPUHATHIM BCEMH 3aMHTEPECOBAHHBIMU CTOPOHAMU MOCTABIIUKA YCIIYT: OOIIECTBO
B JIMIIE TOCYJIapCTBEHHBIX, OOIIECTBEHHBIX OPraHU3aluid, KOHTPOJIUPYIOIIUX
JEATCIbHOCTh ~ TPEANPUSITUS;,  BIaACHbIEB  (aKIMOHEPOB)  MIPEANPUSATHUS,;
PYKOBOJICTBO TMPEINPUATHS; HCIOTHUTEIBHBIN TMepcoHan. KadecTBO ¢ TOYKH
3peHUs TOTPEOUTENsI — CBOWCTBO TPOJYKIIMU BBI3BIBATH Y MOTpeOUTENS
YAOBJIETBOPEHHOCTh TMOJYYEHHBIM OOCITYy>KHMBaHUEM, T. €. BbI3BIBATH Yy HErO
BOCIIPUATUE  TIOJIYYCHHOTO  OOCTY)KMBAaHHS KAaK COOTBETCTBYIOIIETO  €ro
TpeOOBaHUIM (OKUTAHUSIM).

Bocnpusitue morpedbuteneM  kKadecTBa  OOCIY)KUBaHUS —  BeJIUYMHA
NEepeMEHHas, JUHAMUYHO MEHSAIONAs CBOE COAEPKAaHUE MO XOAY BOCHPHSITHUS

KadyeCTBa OTACIbHBIX 3JICMCHTOB IIpoLccca O6CJ'Iy)KI/IBaHI/I$I. BOCHpI/IHTI/IC KadyeCTBa
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paHee UCIOJIHEHHBIX JJEMEHTOB MOXET BJIUATh Ha BOCIPHUATHE KadyecTBa
MOCJICTYIOIINX, CIICOBATENBHO, ISl MOTpeOuTens (QyHKIMsS KadyecTBa YCIYTH —
ONHMCAHUE 3aBUCHUMOCTH €ro BOCHPHUSATHS M OLIEHKM KadyecTBa B II€JIOM OT
BOCIIPUATHS. M  OIEHKM KadecTBa CTPYKTYPHBIX 3JIEMEHTOB  Ipollecca
00CITyKUBaHUS.

[Ipy TPOM3BOJCTBE TPAHCIOPTHHIX YCIYT HEOOXOAMMO CTPEMHUTHCS K
MaKCUMAaJIbHOMY COOTBETCTBHIO YCJOBHM TPAHCHOPTHOTO OOCITYXUBAaHUS U
JKeJTaHUW ToTpeOuTeNie W TOTCHIMAIbHBIX KIMEeHTOB. [l dopmMupoBaHuUs
ONTUMAJbHOM  CHUCTEMBI  CEPBUCHOTO  OOCHTYXMBAaHHMS  MAcCaXXUpPOB  Ha
OOIlIECTBEHHOM TPAHCIOPTE HEOOXOIUMO: H3MEPSATh U OLECHHUBATH IapaMeTPhl
Ka4yecTBa IMacCaXUPCKOTO  CEpBUCA; CBECTH K MHUHUMyMY, a JIyd4lle
JUKBUIUPOBATH, HECOOTBETCTBUE MEXKAY OXKUJAeMbIM M (DAKTUYECKUM YPOBHEM
Ka4yecTna.

CyOBeKTOM OIIGHKHM KayecTBa II€pEeBO30K B CHCTEME T'OPOICKOTO
MAaCCAKUPCKOTO TPAHCIOPTa SABISIOTCS Taccakupbl. [laccaxkupa mnpuBIeKaroT
CTONIPOLICHTHAsI ~ rapaHTHUs  COBEPIICHUS  IMOE3JKH, YI0OCTBO  IOE3JKH,
BO3MOXXHOCTh TOJIYYEHHMsI JOCTOBEpHOU HHGOpMaAUU OO0 YCIOBHUSAX IMOE3IKU U
CTOMMOCTH ITpOE€3/1a.

MakcuManbHbIi  yueT (HaKTOpPOB IACCAKUPCKOTO CEpBUCA  ITO3BOJIUT
dbopmMupoBaTh  palMOHAJIBHYIO  CHUCTEMY  YNpaBJ€HUS  OOIIECTBEHHBIM
TPAHCTIOPTOM.

[Ipennaraemeiii  MeTOJA, TO3BOJSET OLEHUTh KAueCTBO OOCITYKUBAHUS
MaCCAKUPOB JIETKOBBIMU aBTOMOOMISIMU-TAKCH C TOUKHU 3PEHUS TOTPEOUTEIICH.

KoMruiekcHbId  moOka3aTeib YpPOBHA KadyecTBa yCIAyr IO  TEPEBO3KE

MMacCa)xMpoB JICTKOBBIMU aBTOMOOMIIIMH-TaKCH KT npeajraractcs omnpeacyjsiaTb 110

dbopmyre
KT = HKiai y
i=1

rae Kj— olleHKa KauecTBa 1o 1-My KPUTEPUIO, ¢ — 3HAYUMOCTh 1-T0 KPUTEPHUs

OIICHKHM Ka4yeCTBa, N — KOJITMYCCTBO KPUTCPUEB OLICHKH Ka4yeCTBa.
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OreHka KadecTBa IO I-My KPUTEPHIO, B CBOIO OUYEpellb, OMpPEISIACTCS 0

bopmyne
Ki = Zlkileij ,
j=

rae Kjj— oIeHKa j-ro mokasaTessl KauecTBa I-ro KpuTepus, fij — 3HaYUMOCTb |-
ro IMOKa3aTelisl KadecTBa I-r0 KpUTEpHs, M — KOJIMYECTBO TOKA3aTelei OICHKH
Ka4ecTBa Mo KaXIIOMy I-My KPUTEPHIO.

Hamu Obuia mpoBeieHa OLEHKa KayecTBa TPAHCIOPTHOTO OOCITYXMUBAHHS B
PoctoBe-Ha-/l0HY, BBISBIEHBI IOKA3aTelIM OLEHKM KadyecTBA C TOYKU 3pEHUS
naccakupoB, Ha ocHoBe ompoca 1500 sxureneil, pacyeTHBIM IyTEM OINpPEEICHbI
3HAYEHHS] BECOMOCTH KPUTEPUEB OIEHKU KAYE€CTBA ¢ M 3HAYUMOCTHU BBISBICHHBIX
II0Ka3aTeleil kadyecTsa fij.

B pe3ynbTaTe pacueToB ObUIH MOTYyY€HA 3aBUCUMOCTD

K, = Kf,stg,ﬂKg,ng,ngé),l?’
rne K; — OesomacHocTh; K, — HaJexkHOCTh, K3 — B3aMMOJEHCTBHUE C
nepconanom; K,— napopmMaTuBHOCTh, K5 — KOM(POPTHOCTH MEPEBO30K.
KoMmruiekcHble  TTOKa3aTenyM KadecTBa IACCAKUPCKOTO  JIOTUCTUYECKOTO
CepBHUCa OMPENEISUTNCh HAa OCHOBE OXXKUIAHWUW W TMPEANOYTEHUN MOTpeOuTesnei

TPAHCTIOPTHBIX yCIYT, pacyeT 3HaYeHUH POU3BOAMICS 10 (hopmynam 4-8.

K, =05k, +0,5k,,,

rae Ki; — 6e3omacHoCTh maccakupa; Ky, — mpoheCCHOHAIM3M BOKICHHS.

rae K,y — CBOEBPEMEHHOCTh NPHUOBITHS aBTOMOOWIIS IMOCHE 3aKasa; Ky —

AOCTYITHOCTDb 060py,Z[OBaHHBIX CTOSHOK TaKCH.
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K, =0,36k,, +0,33k,, + 0,31k,

rac k31 — OpHCHTAIUA BOOUTCII B I'OpPOJC, k32 — KYJIbTypa IIOBCACHM:A

BOUTEIISA, K33 — KyJIbTypa OOIICHUS AUCTIETYEPA TIO BBI30BY TAKCH.

K, =0,55k,, + 0,45k,
rac k41 — BO3MOKHOCTBb 3apaHCC Y3HAThb ICHY ITOC3OKHU, k42 — HOCTYIIHOCTb

uH(pOpMAaIUU O TPAHCHIOPTHBIX (PUpMax U yciayrax.

K, =0,41k, + 0,3k, + 0,29K,,

rae Ks; — umcroTa canoHna, Ks; — Hanmmuue ayauo-, BUICOCUCTEM B cajloHe, Kss
— HaJIU4Yue JOMOJHUTENbHBIX YCIYr B TPaHCHOPTHOW (Qupme, 00CITyKUBaroIen
MACCaXUPOB.

[TocnencTBusi HEYIOBICTBOPEHHOCTH MOTPEOUTENCH MPOSBIAIOTCS HAMHOTO
obicTpee ynoBiaeTBOpeHHOCTU. [loTpeOuTenh CTaHOBUTCS MOCTOSIHHBIM TOJBKO B
IBYX ciydasix. [lepBblil — 3TO KOrjga eMy He M3 4ero BbIOMpaTh, U OH BBIHYXKJEH
MOKyNaTh B OJHOM U TOM € Mecte. BTopoil — korja ecTh M3 4ero BHIOMpATh,
MOTPEOUTENH PETYISIPHO CPAaBHUBAET YCIYTHM JIOCTYIHBIX eMy (hUpM, HO, TEM HE
MeHee, KaXIbld pa3 OCTaHABIMBAET CBOM BHIOOp HA OJHOW W TOM ke. Pe3ynbraTsl
MHOTHX HCCJIEIOBaHUN MO TpoOsiemaMm ayauTa, (IPOBEICHHBIC, B TOM YHCIIE,
Forum Corporation u >xypHajaoM Fortune), roBopsT o ClieayomeM:

- BEPOSITHOCTh JIOJATOCPOYHOr0 YCI€Xa KOMMAHUW, UMEIOLIUX MOCTOSHHBIX
MOTpeOUTENeH, Ha OPSJIOK BHIIIE, YEM Y T€X, KOTOPhIE OPUEHTUPYIOTCS TOJIBKO Ha
MPUTOK HOBBIX KJIMEHTOB;

- KOMITAaHUH €XeTOHO TepsitoT B cpeaHeM 10-30 % cBoux morpedbutenent ms3-
3a UX HEYJOBJIETBOPEHHOCTH;

- TMpeTeH3WH TMOoTpeOuTenel, SBISIOTCS  IOKa3aTeleM UX  HHU3KOU
YAOBJIETBOPEHHOCTH, OJHAKO OTCYTCTBHE Kajo0 OT TMoTpeduTeneit He

00513aT€IbHO 03HAYAET UX BBICOKYIO YI0BIETBOPEHHOCTD;
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- YIOBIIETBOPEHHBIE MOTPEOUTETN PACCKA3bIBAIOT O CBOEM TOJIOKHUTEIHLHOM
BIICUATIICHUM MHUHUMYM TIATH 3HAKOMBIM, a B CpPEJHEM — BOCHMH,
HEY/IOBJIETBOPEHHBIE € COOONIAIOT O CBOMX BIEYATICHUSX PA3HBIM JIIOASIM B
cpeaneM 16 pas;

- Ha TpPHUBJICYCHHE HOBOTO MOTpeOuTENss Tpedyercs B MATh pa3 OoJblie
3aTpart, 4eM IS yAep KaHHs YXKe CYIIEeCTBYIOMIEro (yA0BIETBOPEHHOTO);

- Mo GOPMHUPYIOT YCTAaHOBKH/OTHOIICHHUE OBICTPO, & MEHSIIOT UX MEJICHHO;

- JIOJU B NATh pa3 0ojee CKJIOHHBI CMEHHMTh MOCTAaBIIMKAa M3-3a ILIOXOTO
CEpBHCA, YEM H3-3a HEMOAXO/ISINCH IIEHBI, TAK)KE OHU TOTOBBI IJIATUTH B CPEIHEM
Ha 30% Oouibliie 32 HEOOBIKHOBEHHO BBICOKHI YPOBEHb CEPBHCA;

- 98% HEyIOBIETBOPEHHBIX MOTPEOUTENICH HUKOI/Ia HE BHICKA3BIBAIOT CBOMX
MPETCH3UH KOMITAaHUH, OHHU TIPOCTO YXOIST.

AHanu3 pe3yJbTaTOB MPOBEJIEHHOTO OMpOca MacCaKUpOB TakcH T. PocToBa-
Ha-J[OHY BBISIBUII OCHOBHBIE HEYJIOBJIETBOPEHHOCTH MOTPEOUTENEH TaKCH:

- OrpaHUYCHHBIC TEXHUYECKUE BO3MOKHOCTH JAUCTICTICPCKOMN CITYKOBI;

- HHU3KOE KauecTBO cepBHca (OTCYTCTBUE MPOGECCHOHATBHOM JTHKU Y
BOAUTENS, KypEeHHWE BOIWTENS B CallOHE, HEKOPPEKTHOE W HEKYJIbTypHOE
oOpalleHrue TUCIIeTYePOB);

- HejocTaTo4Hasi mpodeccruoHanbHas MOArOTOBICHHOCTh M KOMIIETEHTHOCTh
BOJIUTEIICH;

- OMO3JaHUs aBTOMOOWJIEH K Ha3HAYEHHOMY BpPEMEHHM, B TO BpeMs Kak
JTUCTIETYEp CBOEBPEMEHHO HE MPEIyNPEkKIacT KIUSHTa 00 OM03/IaHNH;

- UTUTEIBHBINA TIEPUO]T BpEMEHH C MOMEHTA BBI30BA TAKCH JI0 €r0 MOJauH;

- HEYBEPEHHOCTh MaCCaXUPOB B O€30MACHOCTH MOE3/IKH,

- HEeMpo(EeCCUOHAIN3M BOJIUTEINSI - YaCTO BOJUTENH TIJIOXO0 OPUCHTUPYIOTCS B
ropoJiE;

- HEYJIOBJICTBOPUTEIHHOE TEXHUIECKOE COCTOSTHUE aBTOMOOUIICH;

- HEKOM(OPTHOCTh MOE3AKU (TPS3HBIA CAJIOH TAaKCH, TOBBIMICHHBIA IITyM B
aBTOMOOMJIC H TIP.)

- HEMPO3PauHbIA pacuyeT CTOMMOCTH MOE3/IKH;
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- Y BOAUTEINEH OJTHOW KOMIIAHWH PA3JINYAIOTCA PACUCHKU, HAPYIICHUE PAHEE
JOCTUTHYTOT'O IOTOBOPA O CTOMMOCTH ITPOE3/a;

- HEJOCTYIMHOCTbh YCIYI' JETKOBBIX aBTOMOOWJIEH-TAKCU [JIi MHBAJIM]IOB-
KOJISICOYHUKOB;

- HEYBEpPEHHOCTh MAacCa)Khpa B BBICOKOM KadeCTBE YCIYr MpU BbIOOpE

KOHKPETHOTO TIEPEBO3YNKA U JIP.

7.MOJEJIM CUCTEMBI VITPABJIEHUA KAYECTBOM

Monens ®elirendbayma

1| 2 3 4 5
6 — opraHu3anys CUCTEMBI 00CCIICYCHHS Ka4ecTBa

7 — onpeJieneHne HaJeKHOCTH MTPOTYKIIMU

8 — nccienoBanue 3 pEeKTUBHOCTH METOIOB
KOHTPOJIS

9 — aHaNM3 CTOMMOCTH KayecTBa

.
b

1 — BEIOOP METOZOB KOHTPOJISI KA4eCTBa

2 — OLICHKA ITOCTAaBIIMKOB

3 — pa3paboTKa MIaHOB PHEMa MaTePHUAJIOB
1 000pyIOBaHHUS

4 — KOHTPOJIb U3MEPUTEIILHBIX IPUOOPOB

G — ONTUMHU3AIMS CTONMOCTH KayecTBa J

N
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Mopenb OtTunrepa-Currrunra

Mogens [[>xypana
Bocxonsmas — cnupanb, Ha ~ KOTOpO€  HM300paK€HO  HEMPEpBIBHOE
dbopMHpoBaHUE W YIydIlieHHE KadecTBa. MoJieh OpHEHTAIMK TIPOM3BOICTBA HA

TpeOboBaHUs MOTpeOuTeNeH U PHIHOK COBITA.

A 1 — oGcneoBanme phIHKA M HCCIIEI0BAHUE SKCILTYaTAlHOHHbIX
NIOKa3aTeNel Ka4ecTBa MPOTyKIINU

2 — COCTaBJICHHE NTPOEKTHBIX 3a/laHUI HAa U3TOTOBJICHUE
NPOIYKIMH YITyYIIEHHOTO Ka4yeCTBa

3 — IPOEKTHO-KOHCTPYKTOPCKUE PaOOTHI

4 — cocTaBiIeHHE TEXHUYECKUX YCIOBHH JUIs Ipolecca
IPOU3BOJCTBA

5 — pa3paboTka TEXHOJIOTHUH U TIOJTOTOBKH IPOU3BOICTBA

6 — mpuoOpeTeHne MaTepuaIoB, U3/IEINH, AeTajeH,
00opymoBaHus

7 — N3rOTOBJIEHNE UHCTPYMEHTA, IPUCIIOCOOIEHHH, TPHOOpPOB

8 — mporecc U3roTOBICHHS TPOAYKIIMN

9 — TeXHUYECKHI KOHTPOJIb IPOU3BOACTBA

10 — TexHUYECKHI KOHTPOJIb TOTOBOW MPOAYKIIMU

11 — ucnbITaHUE TPOAYKLMH

—> 12 — cOwIT

13 — TexHUYECKOE OOCIYKMBAHUE B TIEPUO/] SKCIUTyaTaI[N

14 — oGcrieoBaHNE PHIHKA U UCCIICA0OBAHNE IKCILTYyaTaIlMOHHBIX

MoKa3aTesiel KauecTBa MPOLyKIIUN
C — cBs3b ¢ mocTaBmmKamMu P — pexitama
H — nananka, Texo0ciny>krBaHHE IPU PEMOHTE U ITyCKe
B JKCIUIVATAIUIO
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Mopens B ctrannaprax MCO cepuu 9000

ﬁ MAapKETHUHT, IIOUCK U I/ISYIICHI/IC\

pBIHKA

[pussitie 2 — IpOEKTHPOBAHUE M/UJIK pa3pa-
00TKa TEXHUYECKUX TpeOOBaHUH,
pa3paboTKa MpOTyKITHH

3 — MaTepHabHO-TEXHUIECKOE
cHaOXeHue

4 — MoATrOTOBKA U pa3paboTKa
MPON3BOJICTBEHHBIX MIPOLIECCOB

5 — IPOU3BOACTBO MPOAYKIIMU

6 — KOHTPOJIb, MPOBEICHUE
WCTIBITAaHUH 1 00CIIeTOBaHUN

7 — ynakoBKa ¥ XpaHEHHE

8 — peanmzanus u pacnpeneseHue
HPOIYKIINH

9 — MOHTaX M SKCILTyaTaIys

10 — Tex. [Tomorrs B 00CTyKUBaHUU

11 — yrunmuzanus mocie

K HCIIOJIb30BaHM MMPOAYKIINU /

AHFOpI/ITM COBPCMCHHOI'O YIIPABJICHUA Ka4YCCTBOM

peleHui
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e D
Buemnss cpena (moTpeOuTeny, KOHKYpPEHTHI, HOCTABIIUKH, ayANTOPCKUE U
CcepTU(HUKALMOHHBIC OPTaHbl U Jp.)

N J

v
e N
enn, crpaTerusi ¥ MOJUTHKA YIPABJEeHUs OpraHu3anuen
N J

CMK

Pa3pabotka cucremHbIx 1eneBbix nporpamm «KKAYECTBO»

MeponpusTus 1o 00ecneYeHHIO U YIyUIICHHIO Ka4ecTBa
W ynpaBieHus kauecTBOM

A

A 4

A 4

A\ 4

A 4

A\ 4

4 N
YcioBus, BIUSIONIAE Ha KA9eCTBO (QYHKIHMOHKPpOBaHUs aeMenToB CMK
L (MmacTepcTBO, KBaU(pUKanus, 00pa3oBaHue, U Ap.) e
4 Y N
KauecTro mporieccoB ¢yHkiponupoBanus 3aemenToB CMK (uadopmanumy,
L TEXHUYECKUX CPEACTB, IEPCOHANA, TEXHOJIOTHH MEHEPKMEHTA KaueCTBa) )

v

I
/5 . IIpoueccel

1. TIpomecchr \

\HpOIlyKHI/II/I

I |
v

I
YTHJIN3ALMA WK 2 VrpasieHYecKun UCCIIeI0BaHNUS,
YHUYTOXCHHUS P IO MPOCKTUPOBAHHS,

¢ | mamposame paspaGoTK mpoayKH |

| " I:(O OJI;B ! 2. IIpoueccer v
I{I p 9

4. Ilpoueccel T T, MIPOU3BOJICTBA
UCIIOIb30BaHUS | € CTHMyTHpOBAHHE POIIECCHl peal3annn

-E HPOLYKIUH

KauectBo pesynbraToB ¢pyHkimonupoanuss CMK nmpoxykimn

\ 4 A 4

A\ 4

( )
Cepruduxanus Ceprudukanys
MPOYKLIUN CMK

- | J

v
P

ITponyxumst

-

v
p

KauecTBo *13HU, BKIIOYas YAOBIETBOPEHUE TOTPEOHOCTEN
B 0€30MaCHOCTH, 3KOJIOTHIHOCTH U JIP.

N
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8. CUCTEMA VIIPABJIEHMA KAYECTBOM.

CxeMa MexaHU3Ma yIpaBJIeHHs] KAYECTBOM YCIyT

Kpurepun BripaGoTka MeponpusaTHii M0

A 4

[Ipennoxenus no

MOBBIILICHHIO
DaxTopsl

obecreyeHust

«Iletnsa kauecTBa»

KNUEHTDI
(naccaxupsl,
aAMUHUCTPaTOPSI,

NONUTUKU U T.4.) Oxugaemoe
Ka4yecTtBo

Lienesoe
Ka4ecTBo

Oyenra Ouenxa noxasarenei

| YAOBNETBOPEHHOCTH 2XPEKTHBHOCTH
KNUeHTS KOMNAHMK

Oujyujaemoe s Moctasnsemoe
Ka4yecTBo Ka4yecTBo
. KOMMAHUU
(nepesoavviKy,
ynpasnsouuve,
obcnyxveaowme

NpeanpuATA N T.A.)

(ucrounmk: Quattro, 1997)
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Monens COBpEMEHHON CUCTEMBI YIIPABJIEHUSA KAUECTBOM IIPUHATAS IS

omnucaHus cucteMbl kauectBa B craniaprax MCO 9001 u 9004

CucremMa MeHEIKMEHTAa Ka4eCcTBa MOCTOSTHHOE
yaydleHue

IIpoueccel co3panns
NPOAYKIIUM / yCIYyTH

CHcTeMa MeHepKMeHTa KadecTBd

BceoOmiee ynpasnenue kauectsoM. [Tpuniumnsr TQM
TQM — TotanbHoe (BceoOmiee) ympasieHue kadectBom — Total Quality
Management — moaxo/ K yrpaBJICHHIO, OCHOBaHHBIN Ha y4aCTHH BCETrO MEpCOHAa
OpraHuW3aliy ¥ HaIpaBJICHHBIH Ha JOCTH)KEHHE OJTOCPOYHOrO ycIexa depes

YIOBJIETBOPEHUE TPEOOBAHUM MOTPEOUTENS M BBITOJIBI KaK WICHOB OpraHU3alluu,

TaK U O6HICCTB21 B IICJIOM.

[Tpuatun TQM Tesuc Peanuzanus npuHIiuna
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JEATEIIbHOCTH OpraHu3aluu.
OHu co31a10T U OAIEP-
JKMBAIOT BHYTPEHHIOIO CPENy,
B KOTOPOM JIFOJIA YYaCTBYIOT
B JIOCTUXKECHUU

CTPATETMUECKUX LEIIEU

IPUMEPOM JIEMOHCTPHPOBAIH

IIPUBEP>KEHHOCTh Ka4€CTBY.

OpraHu3aIm»
Tperuii | BoBjieuenue | «JIroau coCcTaBIAOT CucremMa Ka4yecTBa U €e
PadOTHUKOB | CYIIHOCTh OpraHU3alluy Ha MEXaHHU3MBbI JOJIKHBI
BCEX YPOBHSX, M X MOJIHAA | MOOYXJaTh paOOTHUKOB
BOBJICYEHHOCTb MPOSIBIISATh HHUIIUATHBY B
CIIOCOOCTBYET MPUMEHECHHUIO | IOCTOSIHHOM YJIyUIlICHUH
HUX CIIOCOOHOCTEN Ha 0J1aro Ka4yecTBa JIEITEIbHOCTHU
OpraHu3aluN» OpraHU3alUH.
Yetsepr | [loaxon k «Kenmaemplil pe3yabTaT CK - COBOKYITHOCTh
13171 CHCTeMe KaK | JocTUraercs 0osee nporeccoB. Kaxapii -
K npoueccy | 3¢(deKTUBHO, KOoraa CUCTEMA: BXOJbI U
CBSI3aHHBIC PECYPCHI U pe3yabTaThl ONPEAC-JIIOTCS
JEATEIIbHOCTD YIPABISIIOTCS | U UBMEPSIOTCS;
KaK IIPOLIECCH» OTPEEIISAIOTCS MOTPEOUTETU
U UX TpeOOBaHUs, U3y4aeT-Cs
YAOBJIETBOPEHHOCTb.
[Iateiii | CucremMHblii | «BoIaBiieHue, TOHUMaHUE U CHUCTEMHEBIN TOAXO0MT
MOAX0/ K yIpaBJIE€HUE CUCTEMOI MpEoaraeT moCTOSHHOE
YIPaBJEeHUIO | B3aMMOCBSI3aHHBIX MTPOIECCOB | YIYUILIEHHE CUCTEMBI YepE3
JUIS 3aJaHHOM CTPaTErnyeCKOM| U3MEPEHUE U OLICHKY.
L€ TTOBBIIIAET
3 PeKTUBHOCTH
OpraHu3aIuN
[Ilecto | HocTosinnoe | «HenpepsiBHOE TpeOytoTcs 3HaHUS U
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17§ yJaydllleHHe | YCOBEpPIICHCTBOBAHHE IPUMEHEHUS
JOJKHO OBITh TIOCTOSTHHOM COOTBETCTBYIOIIUX METO/IOB
CTpaTErHueCcKOM MEebI0 ¥ TIOJIXO/I0B: UK JlemMuHra,
OpTraHH3AIAI» anamu3 [lapeto u ap.
Cenpm | O0ocHOBaHH | «O(h(PEKTUBHBIC PEIICHUS N3mepennst u cOop
ot blil MeTOJ 0a3upyIOTCS Ha aHAJM3e JIOCTOBEPHBIX U TOUHBIX
NPUHSATHS TaHHBIX W WHHOPMAIIAN naHHbIX. Heooxoaumo
peleHuii NIPUMEHEHUE CICIIHATbHBIX
METOJIOB.
Bocem | B3anmoBbIro | «Opranusanus u ee OOpa3zoBanue
oMt JAHBIE MIOCTaBIUKN CTPaTErHYECKUX COI030B MU
OTHOIIEHHUSI | B3aMMO3aBUCHMBI, a YCTaHOBJICHHE MMaPTHEPCKUX
c B3aMMOBBITOIHBIC OTHOIIICHUH C
NMOCTABIIMKA | OTHOIIECHUS TOBHIIIAIOT MOCTABIINKAMH.
MU CIIOCOOHOCTH 000HX

IMIPONU3BOAUTH ICHHOCTH

DTansl YIIpaBJICHUA KAYCCTBOM Ha IPCAIIPHUATHUH. I[OKYMGHTEU_[I/UI CHCTCMBI
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ynpasJieHHsl
Ka4yecTBOM Ha
npeAnpUATHH
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JTanbl
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YIIPaBJIEHUS KAYE€CTBOM
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SIS A o

[ToaroToBka TEXHMYECKUX YCIOBUIT MPOU3BOJICTBA
[IpoBepka TOTOBHOCTH MPOU3BOCTBA

[Mpouecc okazanus ycuyr (M3rOTOBICHHS TPOLYKIINH )
Ycrpanenue 1edeKkToB (KOHTPOJIb, 00paTHas CBS3b)
Pa3paboTka 10JIrocpOYHbIX IIAHOB 110 KAYECTBY
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JoxkymeHTanus
CHCTEMBI
ylnpaBJjeHHust
Ka4eCTBOM

IMoauTnka B 00J1acTH KavyecTBa — 00IIMEC HAMCPEHHS U HAIIPABIICHHS
JIEATEITPHOCTH OpPTraHU3alliy B 00J1aCTH KadecTBa, O(UITHATEHO
c(hopMyITHpPOBaHHBIE BHICIINM PYyKOBOJACTBOM. J[0JKHA OBITH COTJIACOBAaHA
¢ 00IIel MOTUTHKON OpraHu3anuu

~

Vs

-

N
Cnennuxanuy — JOKyMEHTHI, yCTaHABIMBAIOIINE TPEOOBAHI K
PYKOBOJICTBAM IO Ka4eCTBY M IUIaHAM KayecTBa
PykoBOACTBO N0 Ka4eCcTBY — TOKYMEHT, ONPEEIAIOIINNA CUCTEMY
MeHEe)KMEHTa KadecTBa OpraHu3aluu
IIpoueaypa — ycTaHOBICHHBIH CIIOCOO OCYIIECTBICHHS ACATEIHHOCTH MIIN
npouecca

J

CraHaapT npeanpusaTus (OpraHu3anuu) — T0KyMEHT 003aTeIeH TOIbKO
UL OTPAaHMYCHHOTO CpOKa JCWCTBUS WM 0€3 OTrpaHWYCHUS IS
NpeanpusaThs (OpraHu3aliiy), YIBEPIUBIIETO €r0

-

J
. )
IInan kayecTBa — TOKYMEHT, ONPEACIAIOIINI KaKUe MPOLEAyphl U
COOTBETCTBYIOIIKE PECYPCHI, KEM M KOI'Zla JOJDKHBI IIPUMEHATHCS K
KOHKPETHOMY IPOEKTY, IPOAYKIIMH, IIPOLECCY WU KOHTPAKTY
J

(u

eneBas nporpamma «KadecTBo» — agpecHblil JOKYMEHT, COAep KAl
LIEIIM ¥ 3aJa4¥ B 00JIaCTH Ka4eCTBa, JOCTIIKEHUE KOTOPBIX JOJKHO
00ecreunBaThCsl B3aUMOCBA3aHHBIMU 110 CPOKaM, pecypcaM U
HCTIOJIHUTEIIAM 3aJaHISIMHA U KOMILIEKCOM MEPONpPUATHH
MapKETHHTOBOT0, COIIMATIbHOT0, OPTraHN3aI[IOHHOT 0, 5KOHOMHUYECKOTO,
(hMHAHCOBOTO, HAYYHO-TEXHUYECKOTO M IIPON3BOJCTBEHHOTO XapaKTepa

~

Vs

-

L5 5 DRENE L

~
3anmck — TOKYMEHT, COAEPIKAIINI TOCTUTHYThIE Pe3yIbTaThl MIIN
CBUJIETENILCTBA OCYIIECTBIECHHON JEATENLHOCTH

J

Jlpyrue BUABI JOKYMEHTOB — PErJIaMEHTHI, TI0JI0KEHUS, HHCTPYKIINH,
(yHKIOHAIbHBIE MATPUIIBL, IIPOrPAMMBbI, METOANKH, OTIEPOTrPaMMBI,
OTYEeTHI, (POPMBI U T.II.
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