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Àíîòàö³ÿ. Ó ñòàòò³ âèçíà÷åí³ îñíîâí³ êîíöåïòóàëüí³ çàñàäè, íàïðÿìè, ìåõàí³çìè é åòàïè ôîðìóâàííÿ òà çàïðîâàäæåííÿ îá´ðóíòî-
âàíèõ êðèòåð³¿â ÿêîñò³ ïîñëóã ïàñàæèðñüêîãî àâòîìîá³ëüíîãî òðàíñïîðòó, ùî íàäàþòü íà àâòîáóñíèõ ìàðøðóòàõ çàãàëüíîãî êîðèñ-
òóâàííÿ ³ç çàñòîñóâàííÿì äîñâ³äó ªâðîñîþçó. Äëÿ óñï³øíîãî âïðîâàäæåííÿ ñèñòåìè êðèòåð³¿â ÿêîñò³ ïîñëóã ó ì³ñòàõ ³ ðåã³îíàõ íà-
äàí³ ðåêîìåíäàö³¿  îðãàíàì âèêîíàâ÷î¿ âëàäè òà îðãàíàì ì³ñöåâîãî ñàìîâðÿäóâàííÿ ùîäî çä³éñíåííÿ ïåâíî¿ ï³äãîòîâ÷î¿ ðîáîòè, ñïðÿ-
ìîâàíî¿ íà ñòâîðåííÿ çàêîíîäàâ÷îãî, åêîíîì³÷íîãî, ô³íàíñîâîãî, êàäðîâîãî òà îðãàí³çàö³éíîãî-òåõí³÷íîãî çàáåçïå÷åííÿ çàõîä³â, ÿê³
ïîòð³áíî ðåàë³çîâóâàòè ó ïðîöåñ³ çàïðîâàäæåííÿ.
Êëþ÷îâ³ ñëîâà: êðèòåð³¿ ÿêîñò³ ïîñëóã ïàñàæèðñüêîãî òðàíñïîðòó, íàö³îíàëüí³ ñòàíäàðòè, ñèñòåìà ³ ìåòîäè îö³íþâàííÿ ÿêîñò³ òðàíñ-
ïîðòíèõ ïîñëóã òà óïðàâë³ííÿ íèìè, îïèòóâàííÿ î÷³êóâàíü ñïîæèâà÷³â ïîñëóã, áåçãîò³âêîâà ñèñòåìà îïëàòè ïðî¿çäó, êîíöåïö³ÿ çàïðî-
âàäæåííÿ êðèòåð³¿â ÿêîñò³ ïîñëóã, ºäèíèé ìåòîäè÷íî-êîîðäèíàö³éíèé öåíòð ïðîöåñó âïðîâàäæåííÿ êðèòåð³¿â ÿêîñò³ ïîñëóã.

Àííîòàöèÿ. Â ñòàòüå îïðåäåëåíû îñíîâíûå êîíöåïòóàëüíûå îñíîâû, íàïðàâëåíèÿ, ìåõàíèçìû è ýòàïû ôîðìèðîâàíèÿ è âíåäðåíèÿ
îáîñíîâàííûõ êðèòåðèåâ êà÷åñòâà óñëóã ïàññàæèðñêîãî àâòîìîáèëüíîãî òðàíñïîðòà, ïðåäîñòàâëÿåìûõ íà àâòîáóñíûõ ìàðøðóòàõ
îáùåãî èñïîëüçîâàíèÿ ñ ïðèìåíåíèåì îïûòà Åâðîñîþçà. Äëÿ óñïåøíîãî âíåäðåíèÿ ñèñòåìû êðèòåðèåâ êà÷åñòâà óñëóã â ãîðîäàõ è ðå-
ãèîíàõ ïðåäîñòàâëåíû ðåêîìåíäàöèè îðãàíàì èñïîëíèòåëüíîé âëàñòè è îðãàíàì ìåñòíîãî ñàìîóïðàâëåíèÿ ïî îñóùåñòâëåíèþ îïðåäå-
ëåííîé ïîäãîòîâèòåëüíîé ðàáîòû, íàïðàâëåííîé íà ñîçäàíèå çàêîíîäàòåëüíîãî, ýêîíîìè÷åñêîãî, ôèíàíñîâîãî, êàäðîâîãî è îðãàíèçà-
öèîííîãî îáåñïå÷åíèÿ ìåðîïðèÿòèé, êîòîðûå íóæíî áóäåò ðåàëèçîâûâàòü â ïðîöåññå âíåäðåíèÿ.
Êëþ÷åâûå ñëîâà: êðèòåðèè êà÷åñòâà óñëóã ïàññàæèðñêîãî òðàíñïîðòà, íàöèîíàëüíûå ñòàíäàðòû, ñèñòåìà è ìåòîäû îöåíêè êà÷åñ-
òâà òðàíñïîðòíûõ óñëóã è óïðàâëåíèå èìè, îïðîñ îæèäàíèé ïîòðåáèòåëåé óñëóã, áåçíàëè÷íàÿ ñèñòåìà îïëàòû ïðîåçäà, êîíöåïöèÿ
ââåäåíèÿ êðèòåðèåâ êà÷åñòâà óñëóã, åäèíûé ìåòîäè÷íî-êîîðäèíàöèîííûé öåíòð ïðîöåññà âíåäðåíèÿ êðèòåðèåâ êà÷åñòâà óñëóã.

Abstract. The article defines the main conceptual principles, directions, mechanisms and stages of formation and implementation of reasonable
criteria for the quality of passenger road transport services provided on public bus routes using the experience of the European Union. In
order to successfully implement the system of service quality criteria in cities and regions, recommendations were provided to executive authorities
and local governments on certain preparatory work aimed at creating legislative, economic, financial, personnel and organizational-technical
support measures to be implemented.
Keywords: criteria of quality of passenger transport services, national standards, system and  expectations of consumers of services, non-cash
fare system, concept of introduction of criteria of quality of services, single methodical .
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ÿêèõ ðîçðîáëåí³ ÄÏ "ÄåðæàâòîòðàíñÍÄ²ïðîåêò"

³ ï³ä ÷àñ íàïèñàííÿ ñòàòò³ ïðîõîäÿòü òåõí³÷íó

åêñïåðòèçó â ñòðóêòóðàõ íàö³îíàëüíîãî îðãàíó

ñòàíäàðòèçàö³¿ (ÄÑÒÓ EN 13816:20 (EN

13816:2002, IDT) òà ÄÑÒÓ EN 15140:20 (EN

15140:2006, IDT). Ö³ ïðîºêòè ðîçðîáëåí³ íà áàç³

ñòàíäàðò³â ªâðîïåéñüêîãî Ñîþçó: EN 13816:2002

"Transportation – Logistics and services – Public

passenger transport – Service quality definition,

targeting and measurement" (Òðàíñïîðò. Ëîã³ñòè-

êà ³ ïîñëóãè. Ãðîìàäñüêèé ïàñàæèðñüêèé òðàíñ-

ïîðò. Âèçíà÷åííÿ, ö³ë³ òà ê³ëüê³ñíå îö³íþâàííÿ

ÿêîñò³ íàäàíèõ ïîñëóã) òà EN 15140:2006 "Public

passenger transport – Basic requirements and

recommendations for systems that measure

delivered service quality" (Ãðîìàäñüêèé ïàñàæèð-

ñüêèé òðàíñïîðò. Îñíîâí³ âèìîãè ³ ðåêîìåíäàö³¿

ùîäî ñèñòåì ê³ëüê³ñíîãî îö³íþâàííÿ ÿêîñò³ íà-

äàíèõ ïîñëóã).

Îðãàí³çàö³ÿ íàäàííÿ ïîñëóã ïàñàæèðñüêîãî

òðàíñïîðòó ó êðà¿íàõ ªÑ â³äïîâ³äíî äî âèìîã çà-

çíà÷åíèõ ñòàíäàðò³â ïðèâåëà äî ïîçèòèâíèõ ðå-

çóëüòàò³â ùîäî ï³äâèùåííÿ åôåêòèâíîñò³ ³ ÿêîñò³

ïîñëóã òà óñóíóëà áàãàòî ïðîáëåìíèõ ïèòàíü, ÿê³

áóëè îñíîâíèìè ïðè÷èíàìè, ùî ãàëüìóâàëè ðîç-

âèòîê áàãàòüîõ íàïðÿìê³â ñó÷àñíèõ òðàíñïîðòíèõ

òåõíîëîã³é òà ìåòîä³â îö³íþâàííÿ ÿêîñò³ ïîñëóã.

Ó ïðîºêò³ íàö³îíàëüíèõ ñòàíäàðò³â âèêîðèñ-

òàí³ ìåòîäè ºâðîïåéñüêèõ ñòàíäàðò³â ÿêîñò³. Äëÿ

îö³íêè ð³âíÿ ÿêîñò³ çàñòîñîâàí³ çàñîáè ïîð³âíÿí-

íÿ ôàêòè÷íî äîñÿãíóòîãî ïîêàçíèêà ç íîðìàòèâ-

íèì. Íà ï³äñòàâ³ îö³íêè ÿêîñò³ çà êîæíèì îêðå-

ìèì ïîêàçíèêîì óñòàíîâëåíà ³íòåãðàëüíà îö³í-

êà ÿêîñò³.

Îö³íêó ÿêîñò³ âèêîðèñòîâóþòü äëÿ óïðàâë³í-

íÿ ÿê³ñòþ òðàíñïîðòíîãî îáñëóãîâóâàííÿ ïàñàæè-

ð³â. Ï³ä óïðàâë³ííÿì ÿê³ñòþ òðàíñïîðòíîãî îá-

ñëóãîâóâàííÿ ïàñàæèð³â ðîçóì³þòü ö³ëåñïðÿìî-

âàíó ä³ÿëüí³ñòü îðãàí³çàòîð³â ïåðåâåçåíü ³ ïåðå-

â³çíèê³â, ðåçóëüòàòîì ÿêî¿ º ïåðåõ³ä â³ä ð³âíÿ

ÿêîñò³ äîñÿãíóòîãî äî íîðìàòèâíîãî ç ìåòîþ ìà-

êñèìàëüíîãî íàáëèæåííÿ äî ïîòðåá ïàñàæèðà.

Çàãàëüíà ÿê³ñòü ãðîìàäñüêîãî ïàñàæèðñüêîãî

òðàíñïîðòó ì³ñòèòü âåëèêó ê³ëüê³ñòü êðèòåð³¿â.

Îñòàíí³ âèçíà÷àþòü â³äïîâ³äí³ñòü ð³âíÿ ïîñëóã

çàïèòàì ñïîæèâà÷³â íàäàíî¿ ïîñëóãè. Ó ºâðîïåé-

ñüêîìó ñòàíäàðò³ EN 13816:20 âîíè ðîçä³ëåí³ íà

8 êàòåãîð³é.

1. Íàÿâí³ñòü ïîñëóã: îáñÿã ïîñëóã, ïðîïîíîâà-

íèé ç óðàõóâàííÿì ãåîãðàô³÷íèõ

óìîâ, ÷àñó, ïåð³îäè÷íîñò³ ðóõó òðàíñ-

ïîðòíèõ çàñîá³â ³ õàðàêòåðèñòèê

òðàíñïîðòíî¿ ñèñòåìè.

2. Äîñòóïí³ñòü ïîñëóã: äîñòóïí³ñòü ñèñòåìè ïî-

ñëóã ãðîìàäñüêîãî ïàñàæèðñüêîãî

òðàíñïîðòó äëÿ ñïîæèâà÷³â ³ çâ'ÿçîê

ñèñòåìè ïîñëóã ç ³íøèìè òðàíñïîðò-

íèìè ñèñòåìàìè.

3. Íàÿâí³ñòü ³íôîðìàö³¿: ñèñòåìàòè÷íå íàäàí-

íÿ ñïîæèâà÷àì ³íôîðìàö³¿ ïðî ñèñòå-

ìó ïîñëóã ãðîìàäñüêîãî ïàñàæèðñü-

êîãî òðàíñïîðòó äëÿ ìîæëèâîñò³ âè-

êîðèñòàííÿ òàêî¿ ³íôîðìàö³¿ ó ïëàíó-

âàíí³ òà çä³éñíåíí³ ïî¿çäîê.

4. ×àñ: ÷àñîâ³ ïàðàìåòðè ïîñëóã, ÿê³ íåîáõ³äíî

çíàòè äëÿ ïëàíóâàííÿ òà çä³éñíåííÿ

ïî¿çäîê.

5. Çàáåçïå÷åííÿ çðó÷íîñò³ äëÿ ñïîæèâà÷³â: íà-

ÿâí³ñòü åëåìåíò³â ïîñëóã, ïðèçíà÷å-

íèõ äëÿ óçãîäæåííÿ, íàñê³ëüêè ïðàê-

òè÷íî ìîæëèâî, ñòàíäàðòíèõ âèìîã

äî ïîñëóã ³ç âèìîãàìè îêðåìèõ ñïî-

æèâà÷³â.

6. Êîìôîðòí³ñòü íàÿâí³ñòü åëåìåíò³â ïîñëóã, ïðè-

çíà÷åíèõ äëÿ çàáåçïå÷åííÿ çðó÷íîñò³

äëÿ ñïîæèâà÷³â ó ïî¿çäêàõ ãðîìàäñü-

êèì ïàñàæèðñüêèì òðàíñïîðòîì.
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7. Áåçïåêà: öåé êðèòåð³é õàðàêòåðèçóº ñòóï³íü

áåçïåêè ³ çàõèùåíîñò³ ñïîæèâà÷³â â³ä

íåáåçïå÷íèõ ñèòóàö³é òà àâàð³é óíà-

ñë³äîê âæèòòÿ åôåêòèâíèõ çàõîä³â çà-

õèñòó ³ âíàñë³äîê ä³é, ñïðÿìîâàíèõ íà

òå, ùîá ñïîæèâà÷³ çíàëè ïðî òàê³ çà-

õîäè.

8. Âïëèâ íà íàâêîëèøíº ñåðåäîâèùå: öåé êðè-

òåð³é õàðàêòåðèçóº âïëèâ ïîñëóã

ãðîìàäñüêîãî ïàñàæèðñüêîãî òðàíñ-

ïîðòó íà íàâêîëèøíº ñåðåäîâèùå.

Á³ëüøó ÷àñòèíó ç íàâåäåíèõ êàòåãîð³é ÿêîñò³

1-8 âèêîðèñòîâóþòü äëÿ îö³íþâàííÿ ïîñëóã, íà-

äàâàíèõ ïàñàæèðàì ïåðåâ³çíèêîì. Êàòåãîð³¿

ÿêîñò³ 1, 2 ³ ÷àñòêîâî 4, 8 õàðàêòåðèçóþòü ð³âåíü

ðîçâèòêó ìàðøðóòíî¿ ìåðåæ³ ³ äîñÿãíåííÿ îðãà-

í³çàòîðà ïåðåâåçåíü, ÿêèé çàáåçïå÷èâ ïîòð³áíèé

ð³âåíü çàçíà÷åíèõ êðèòåð³¿â ÿêîñò³ òà îïòèìàëüí³

ïîêàçíèêè ìàðøðóòíî¿ ìåðåæ³. Ð³âåíü ðîçâèòêó

ìàðøðóòíî¿ ìåðåæ³ ïîòåíö³éíî âèçíà÷àº çàãàëüí³

âèòðàòè ÷àñó ïàñàæèðà íà ïî¿çäêó â ìåæàõ ìàð-

øðóòíî¿ ìåðåæ³ ì³ñòà.

Îö³íþâàííÿ ÿêîñò³ íàäàíèõ ïîñëóã º ÷àñòèíîþ

öèêëó ÿêîñò³ îáñëóãîâóâàííÿ, äå âèá³ð êðèòåð³¿â

ÿêîñò³ òà â³äïîâ³äíèõ çàõîä³â ìîæå îäíî÷àñíî â³-

äîáðàæàòè òà âèçíà÷àòè ïåâí³ àñïåêòè ÿêîñò³. Äëÿ

îö³íþâàííÿ ÿêîñò³ âèêîíàííÿ ïîñëóã äëÿ êîæíî-

ãî êðèòåð³þ ñë³ä âèêîðèñòîâóâàòè â³äïîâ³äí³ ìå-

òîäè. Âèìîãè òà ðåêîìåíäàö³¿, çàçíà÷åí³ â ö³é ðî-

áîò³, ìîæóòü áóòè çàñòîñîâàí³ ÿê äëÿ îö³íþâàííÿ

ïîñòà÷àëüíèêîì ïîñëóã, òàê ³ ñòîðîííüîþ îñîáîþ,

óïîâíîâàæåíîþ êîìïåòåíòíèì îðãàíîì. Äî îñíî-

âíèõ ìåòîä³â âèì³ðþâàííÿ ð³âíÿ ÿêîñò³ ïîñëóã òà

ð³âíÿ çàäîâîëåííÿ ïîòðåá ñïîæèâà÷³â, óñòàíîâëå-

íèõ øëÿõîì îïèòóâàííÿ ó ãðîìàäñüêîìó ïàñàæèð-

ñüêîìó òðàíñïîðò³, íàëåæàòü:

ÎÇÑ – îïèòóâàííÿ çàäîâîëåíîñò³ ñïîæèâà÷³â

– âàæëèâî, ùîá îïèòóâàííÿ ³ çâ³òóâàí-

íÿ ïðî íüîãî ïðîâîäèëè ðåãóëÿðíî òà

ñâîº÷àñíî;

ÎÍÅ – îïèòóâàííÿ íåçàëåæíèìè åêñïåðòàìè

– îïèòóâàííÿ ïàñàæèð³â ïîâèíí³ çä³é-

ñíþâàòè íåçàëåæí³ åêñïåðòè íà îñíîâ³

íàéâàæëèâ³øèõ àñïåêò³â ¿õíüî¿ ïî¿çä-

êè;

ÇÏÎ – çàõîäè ïðÿìîãî îòðèìàííÿ ³íôîðìàö³¿

ïðî ïîñëóãè, ùî íàäàþòüñÿ – çä³éñíþ-

þòüñÿ øëÿõîì îðãàí³çàö³¿ íà ïîñò³éí³é

îñíîâ³ êîíòðîëüíèõ îïåðàòèâíèõ çà-

ïèñ³â ïåâíèõ ïàðàìåòð³â ïîñëóãè àáî

çà äîïîìîãîþ âèá³ðêîâèõ ñïîñòåðå-

æåíü, óçÿòèõ íà ðåïðåçåíòàòèâí³é îñ-

íîâ³; äëÿ çáîðó äàíèõ ìàþòü áóòè

âñòàíîâëåí³ ñèñòåìè âèì³ðþâàíü.

Öåé ïåðåë³ê íå º âè÷åðïíèìè, ³ êîðèñòóâà÷³

ñòàíäàðò³â ïîâèíí³ âèçíà÷àòè â³äïîâ³äí³ çàõîäè

òà ö³ë³ ÿêîñò³ îáñëóãîâóâàííÿ, âðàõîâóþ÷è ¿õí³

âëàñí³ îáñòàâèíè. Ñèòóàö³ÿ ìîæå çíà÷íî â³äð³ç-

íÿòèñÿ, íàïðèêëàä, ì³æ ð³âíåì ïîñëóã ó ì³ñòàõ

òà ïîñëóã ó ñ³ëüñüê³é ì³ñöåâîñò³. Îäíàê ºäèíèì

âèõ³äíèì ïóíêòîì ìàº áóòè çä³éñíåííÿ çà ðåçóëü-

òàòàìè îïèòóâàíü òà îáñòåæåíü êîðåãóâàííÿ çà-

õîä³â äëÿ äîñÿãíåííÿ êðèòåð³¿â ÿêîñò³, ìàêñèìà-

ëüíî â³äïîâ³äíèì î÷³êóâàííÿì ñïîæèâà÷³â.

Îäíèì ³ç íàéñêëàäí³øèõ çàâäàíü ó âèêîíàíí³

ö³º¿ ðîáîòè áóäå âèçíà÷åííÿ êîíêðåòíèõ êðèòå-

ð³¿â ÿêîñò³ òà ïîðîã³â ¿õíüî¿ â³äïîâ³äíîñò³ ÷è íå-

â³äïîâ³äíîñò³, âèðàæåíèõ ó öèôðîâîìó àáî îðãà-

íîëåïòè÷íîìó çíà÷åíí³. Ñêëàäí³ñòü ïîëÿãàº â

òîìó, ùî â äåðæàâíèõ ñòàíäàðòàõ á³ëüø³ñòü êðè-

òåð³¿â ÿêîñò³ íàâåäåíà â çàãàëüíîìó âèãëÿä³ áåç

êîíêðåòíîãî âèì³ðÿíîãî ÷è îö³íåíîãî çíà÷åííÿ,

îñîáëèâî öå ïðîÿâëÿºòüñÿ â îö³íþâàíí³ îïòèì³-

çàö³¿ ìåðåæ³ òðàíñïîðòíèõ ìàðøðóò³â çàãàëîì, äå

ïîòð³áíî íà îñíîâ³ îòðèìàíèõ äàíèõ çä³éñíèòè

ðîçðàõóíîê ïîòð³áíîãî ïîêàçíèêà. Ïðîáëåìîþ

âèçíà÷åííÿ òàêèõ ïîêàçíèê³â çàéìàëèñÿ áàãàòî

îêðåìèõ äîñë³äíèê³â ÷è ³íñòèòóò³â, àëå öå ñòî-

ñóâàëîñü ïåâíèõ ì³ñò àáî ðåã³îí³â ç óðàõóâàííÿì

¿õí³õ îñîáëèâîñòåé, à òîìó ðåçóëüòàòè òàêèõ äî-

ñë³äæåíü íå çàâæäè ìîæíà óçàãàëüíèòè ÷è ïîøè-

ðèòè íà ³íøèõ.

Âðàõîâóþ÷è, ùî ðåàë³çàö³ÿ òàêîãî ïðîºêòó áóäå

çä³éñíþâàòèñÿ ïðîòÿãîì çíà÷íîãî ÷àñó ³ ïîòðåáóº

çàëó÷åííÿ âñ³õ ó÷àñíèê³â ðèíêó ïàñàæèðñüêèõ ïå-

ðåâåçåíü òà çàñòîñóâàííÿ ïåâíèõ ìåõàí³çì³â ³ âçà-

ºìèí, çîêðåìà åêîíîì³÷íèõ, äëÿ óñï³øíîãî âïðî-

âàäæåííÿ êðèòåð³¿â ÿêîñò³ ïîñëóã îðãàíàì âèêî-

íàâ÷î¿ âëàäè òà îðãàíàì ì³ñöåâîãî ñàìîâðÿäóâàí-

íÿ íåîáõ³äíî çä³éñíèòè ïåâíó ï³äãîòîâ÷ó ðîáîòó,

ñïðÿìîâàíó íà ñòâîðåííÿ çàêîíîäàâ÷îãî, åêîíî-

ì³÷íîãî, ô³íàíñîâîãî, êàäðîâîãî òà îðãàí³çàö³éíî-

ãî-òåõí³÷íîãî çàáåçïå÷åííÿ çàõîä³â, ÿê³ ïîòð³áíî

ðåàë³çîâóâàòè ó ïðîöåñ³ çàïðîâàäæåííÿ.

Ó ì³ñòàõ ³ ðåã³îíàõ äîö³ëüíî ðîçðîáèòè êîí-

öåïö³þ çàïðîâàäæåííÿ ñèñòåìè êðèòåð³¿â ÿêîñò³

ïîñëóã ïàñàæèðñüêîãî òðàíñïîðòó, ÿêîþ ïåðåäáà-

÷èòè åòàïè âïðîâàäæåííÿ, çàòâåðäæåííÿ íåîáõ³ä-

íèõ äëÿ ôóíêö³îíóâàííÿ ñèñòåìè ì³ñöåâèõ íîð-

ìàòèâíèõ àêò³â, ñòâîðåííÿ ãðóï åêñïåðò³â òà ïðî-

âåäåííÿ ¿õíüîãî íàâ÷àííÿ.

Íà ð³âí³ öåíòðàëüíîãî îðãàíó âèêîíàâ÷î¿ âëà-

äè, ùî çàáåçïå÷óº ôîðìóâàííÿ òà ðåàë³çóº äåð-

æàâíó ïîë³òèêó ó ñôåð³ òðàíñïîðòó, äîö³ëüíî

ñòâîðèòè ºäèíèé öåíòð êîîðäèíàö³¿ òà ìåòîäè÷-

íîãî çàáåçïå÷åííÿ ôóíêö³îíóâàííÿ çàçíà÷åíî¿

ñèñòåìè ç íàäàííÿì öüîìó öåíòðó ôóíêö³é:
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– ðîçðîáëåííÿ ïðîãðàì íàâ÷àííÿ òà ïðîâåäåí-

íÿ íàâ÷àííÿ ³ ï³äâèùåííÿ êâàë³ô³êàö³¿ åêñïåðò³â

öåíòð³â êîîðäèíàö³¿ òà ôàõ³âö³â îðãàí³â âèêîíàâ-

÷î¿ âëàäè, ÿê³ çä³éñíþþòü îðãàí³çàö³þ íàäàííÿ

ïîñëóã ïàñàæèðñüêîãî àâòîòðàíñïîðòó;

– íàäàííÿ êîíñóëüòàòèâíèõ ïîñëóã ì³ñöåâèì

îðãàíàì âèêîíàâ÷î¿ âëàäè òà ïåðåâ³çíèêàì;

– ðîçðîáëåííÿ çà çâåðíåííÿì ïåðåâ³çíèê³â ³

ì³ñöåâèõ îðãàí³â âèêîíàâ÷î¿ âëàäè êîíêðåòíèõ

êðèòåð³¿â ÿêîñò³ ïîñëóã òà ñèñòåì ¿õíüîãî îö³íþ-

âàííÿ ç óðàõóâàííÿì ì³ñöåâèõ îñîáëèâîñòåé òà

âèìîã ñòàíäàðò³â;

– çä³éñíåííÿ ìîí³òîðèíãó ïðîöåñó âïðîâà-

äæåííÿ ñèñòåì êðèòåð³¿â ÿêîñò³ òðàíñïîðòíèõ

ïîñëóã òà âèñâ³òëåííÿ ðåçóëüòàò³â ìîí³òîðèíãó íà

ñàéò³ ìåòîäè÷íîãî öåíòðó.

Î÷³êóâàí³ ðåçóëüòàòè

Çàïðîâàäæåííÿ â Óêðà¿í³ êðèòåð³¿â ÿêîñò³ ïî-

ñëóã ïàñàæèðñüêîãî àâòîìîá³ëüíîãî òðàíñïîðòó

â³äïîâ³äíî äî âèìîã íàö³îíàëüíèõ ñòàíäàðò³â

Óêðà¿í³ ç âèêîðèñòàííÿì äîñâ³äó ªâðîñîþçó

ñïðèÿòèìå ïðîöåñó ñòð³ìêîãî ³ ïîñò³éíîãî âäîñ-

êîíàëåííÿ ÿêîñò³ ïîñëóã ïàñàæèðñüêîãî òðàíñïî-

ðòó òà çàäîâîëåííþ ïîòðåá ³ î÷³êóâàíü ñïîæèâà-

÷³â ïîñëóã. Îðãàí³çàòîðè ïåðåâåçåíü ³ ïåðåâ³çíè-

êè çìîæóòü îá'ºêòèâíî îö³íþâàòè äîñÿãíóò³ ð³âí³

ÿêîñò³ ïîñëóã òà  ïîð³âíþâàòè ¿õ ³ç äîñÿãíåííÿ-

ìè àëüòåðíàòèâíèõ ïîñòà÷àëüíèê³â.

Ðåàë³çàö³ÿ òàêîãî ïðîºêòó ïîêðàùèòü ñèñòåìó

íàäàííÿ ïîñëóã ïàñàæèðñüêîãî àâòîìîá³ëüíîãî

òðàíñïîðòó òà ï³äâèùèòü ¿õíþ ÿê³ñòü çà ðàõóíîê:

– âèçíà÷åííÿ ïåðøî÷åðãîâèõ ö³ëüîâèõ êðèòå-

ð³¿â ÿêîñò³ øëÿõîì ñèñòåìíîãî ïîñò³éíîãî îïè-

òóâàííÿ ñïîæèâà÷³â ïîñëóã – ïàñàæèð³â ùîäî

î÷³êóâàíîãî íèìè ð³âíÿ ÿêîñò³ ïîñëóã;

– âñòàíîâëåííÿ äëÿ âñ³õ ó÷àñíèê³â òðàíñïîð-

òíîãî ïðîöåñó ïåðåäáà÷åíèõ ñòàíäàðòàìè êðèòå-

ð³¿â ÿêîñò³ ïîñëóã;

– âíåñåííÿ îðãàí³çàòîðîì ïåðåâåçåíü ó äîãî-

â³ð ³ç ïåðåâ³çíèêîì âñòàíîâëåíèõ ñòàíäàðòîì

êðèòåð³¿â ÿêîñò³ ïîñëóã ÿê îáîâ'ÿçêîâèõ äëÿ âè-

êîíàííÿ;

– ôîðìóâàííÿ îïòèìàëüíî¿ ñòðóêòóðè ïàðêó

àâòîáóñ³â;

– îïòèì³çàö³¿ ñèñòåìè ì³ñüêèõ ³ ïðèì³ñüêèõ

àâòîáóñíèõ ìàðøðóò³â ó êîìïëåêñ³ ³ç òðîëåéáóñ-

íèìè òà òðàìâàéíèìè ìàðøðóòàìè, ùî îáóìî-

âèòü çàáåçïå÷åííÿ äëÿ ïàñàæèð³â ìàêñèìàëüíî¿

çðó÷íîñò³ òà ì³í³ì³çàö³¿ çàòðàò ÷àñó ÿê íà î÷³êó-

âàííÿ àâòîáóñ³â, òàê ³ íà ïî¿çäêè äî ïóíêò³â ïðè-

çíà÷åííÿ;

– âñòàíîâëåííÿ îá´ðóíòîâàíèõ òàðèô³â íà ïðî-

¿çä ïàñàæèð³â;

– ðåàë³çàö³¿ ìîæëèâîñò³ êîðèñòóâàííÿ ìàðø-

ðóòíèì àâòîáóñíèì òðàíñïîðòîì ïàñàæèðàìè ó

â³çêàõ òà ³íøèìè ïàñàæèðàì ç îáìåæåíîþ ìîá³-

ëüí³ñòþ;

 – äîñÿãíåííÿ ðåàëüíîãî áàëàíñó ³íòåðåñ³â

óñ³õ ó÷àñíèê³â ïðîöåñó ïåðåâåçåííÿ ïàñàæèð³â.

Ë³òåðàòóðà

1. Ïðî àâòîìîá³ëüíèé òðàíñïîðò [Åëåêòðîííèé ðåñóðñ]: Çàêîí

Óêðà¿íè â³ä 05.04.2001 ¹ 2344-III. Ðåæèì äîñòóïó: https://

zakon.rada.gov.ua/laws/show/2344-14.

2. Ïðî çàòâåðäæåííÿ Ïðàâèë íàäàííÿ ïîñëóã ïàñàæèðñüêîãî

àâòîìîá³ëüíîãî òðàíñïîðòó [Åëåêòðîííèé ðåñóðñ]: Ïîñòàíîâà

ÊÌÓ â³ä 18 ëþòîãî 1997 ð. ¹ 176. – Ðåæèì äîñòóïó: https://

zakon.rada.gov.ua/laws/show/176-97-%D0%BF#Text.

3. Ïðî çàòâåðäæåííÿ Ïîðÿäêó ïðîâåäåííÿ êîíêóðñó ç

ïåðåâåçåííÿ ïàñàæèð³â íà àâòîáóñíîìó ìàðøðóò³ çàãàëüíîãî

êîðèñòóâàííÿ [Åëåêòðîííèé ðåñóðñ]: ïîñòàíîâà ÊÌÓ â³ä 03

ãðóäíÿ 2008 ðîêó. – ¹ 1081 Ðåæèì äîñòóïó: https://

zakon.rada.gov.ua/laws/show/1081-2008-%D0%BF#Text.

4. EN 13816:2002 Transportation – Logistics and services – Public

passenger transport – Service quality definition, targeting and

measurement.

5. EN 15140:2006 Public passenger transport – Basic requirements

and recommendations for systems that measure delivered service

quality.

6. Íàö³îíàëüíà òðàíñïîðòíà ñòðàòåã³ÿ Óêðà¿íè íà ïåð³îä äî

2030 ðîêó. Ñõâàëåíà ðîçïîðÿäæåííÿì Êàá³íåòó Ì³í³ñòð³â

Óêðà¿íè â³ä 30 òðàâíÿ 2018 ðîêó ¹ 430.

References

1. About Road Transport [Pro automobilnyi transport. The Law of

Ukraine, 5 April, 2001, ¹ 2344-III], – Retrieved form: https://

zakon.rada.gov.ua/laws/show/2344-14. [In Ukraine].

2. About the Statement Rules of Rendering of Services of Passenger

road transport [Pro zatverdzhennya pravyl nadannya poslug

pasazhyrskogo automobilnogo transportu, Resolution of the Cabinet

of Ministers of Ukraine, 18 February, 1997, ¹ 176], – Retrieved

form: https://zakon.rada.gov.ua/laws/show/176-97-%D0%BF#Text.

[In Ukraine].

3. About the Statement the Order of carrying out competition on

transportation of passengers on a public bus route [Pro

zatverdzhennya poryadku provedennya konkursu z perevethennya

pasazhyriv na autobusnomu marshruti zagalnogo korystuvannya,

Resolution of the Cabinet of Ministers of Ukraine,3 December,

2008], – Retrieved form: https://zakon.rada.gov.ua/laws/show/

1081-2008-%D0%BF#Text. [In Ukraine].

4. EN 13816:2002 Transportation – Logistics and services – Public

passenger transport – Service quality definition, targeting and

measurement.

5. EN 13816:2006 Public passenger transport – Basic requirements

and recommendations for systems that measure delivered service

quality.

6. National Transport Strategy of Ukraine for the period up to 2030.

Approved by the order of the Cabinet of Ministers of Ukraine of

May 30, 2018 ¹ 430.


