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In the conditions of high competition in the field of cargo transportation in the
railway transport, as well as saturation of the market of transport services, it is necessary
to apply and implement fundamentally new approaches to the transportation process.
One of them is a client-oriented approach.

The article deals with the issues of customer orientation — as a new approach in
the field of organization of freight transportation in the railway transport in Ukraine. The
types of organizational structure of cargo transportation are distinguished, the market of
transport services in the field of rail freight is surveyed. The features of the client-
oriented approach to freight transportation by rail are considered.

Customer Orientation is a strategy aimed at identifying and meeting the current
and future needs of a selected customer group in order to maximize their long-term
financial value, a result of a well-balanced and systematic implementation of the process
of relationship with key customer groups. A high level of customer satisfaction increases
their loyalty and creates sustainable competitive advantages on the market. In today's
environment, a client-oriented approach is a necessary attribute of a successful business.

Today, customer orientation is the basis of the ideology of doing business all over
the world, due to the inability to succeed in the field of cargo transportation in rail
transport without establishing a full-fledged dialogue with customers.

The need to identify ways to meet the new requirements and demands of clients
leads to a scientific and practical interest in improving the efficiency of the enterprises in
the field of cargo transportation and their customers, based on the introduction of client-
oriented policy.

The implementation of a client-oriented approach is possible provided that an
effective client-oriented strategy is developed, which is a set of promising goals and the
most effective methods for achieving them, allowing them to gain competitive advantage
through the creation of personalized product proposals.

Implementation of a client-oriented approach is an urgent need for a successful
transport process, since it is the customers who are the main value and source of
profitable activity.

Keywords: client orientation, client-oriented approach, client-oriented trans-
portation.
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MMocranoBka mnpodaemn. Ha-
pa3i ans pobotu B cdepi ymnpaBiiHHSI
MEPEBI3HUMH  TIPOIECAMH  3aCTOCOBY-
IOTBCSI TIJIXO/IM, B SIKMX T'OJOBHHUM eJje-
MEHTOM IIePEBi3HOI JIaHKU € BaHTax. Ha
MPAKTULl 1[I€ 3YMOBIIOE Te, MO 3ai3-
HUIS 3/IHCHHUBIIN BaHTaXKOIEPEBE3CH-
Hs, HE OTpUMY€E HEOoOXimHy iH(opMa-
if0 BiJ CBOIX KIIEHTIB — BaHTaXoO-
BIIACHUKIB, BaHTAXXOBIANPABHHUKIB Ta
BaHTaX0OJIEP)KyBayiB, CTOCOBHO SIKOCTI
YMOB OQOPMIICHHS BaHTaXy Ta IHIIHX
OpraHi3alliifHUX aCIeKTIB B3aeMOIi 1X i3
3ai3HUNe0. Y 3B’S3KYy 3 IIMM IIOCTae
MUATaHHS 3aCTOCYBaHHS TaKWX ITIXOJIB
JI0 BaHTaXOINEPEBE3CHb, SKi IalyTh
MOXIIUBICTh 3aCTOCOBYBATH HOBI METO-
I B3aeMOAIl 3ali3HULI 3 KIIIEHTOM 1A
3MIACHEHHsI OUIBbII SIKICHOT'O IepPeBi3-
HOT'O TIPOLIECY.

Orasax octaHHiX AocTaiTxKeHb
Ta myoaikauiii. [IpoOmemaTuky 3acTo-
CYBaHHS KJIIEHTOOPIEHTOBAHOCTI Ta KIIi-
€HTOOPIEHTOBAHOI'O MiJXOAYy BHCBITIIO-
I0Th ¥ CBOIX po0OTax Ta Mpainsx aBTOpPH
pisHuX cdep, HampapieHb, Ta BHUJIIB
JUSUIBHOCTI.

Teopernuni migxoaw [0 II0-
HATTS «KJIIEHTOOPIEHTAIIS» BHUCBITIIIO-
totbest T.3. Bautyx y [1].

MeronooriuHi acneKkTH KITi€H-
TOOPIEHTOBAHOTO MiAXOAY VY MisIbHO-
CTi MIANPHEMCTB I1HIYCTPii PO3KpHUBAE
I1. ITerpuuenko B [2].

KitieHTOOpi€HTOBaHICTD, SIK TO-
JIOBHY CKJIaJIOBY CY4acHOI IHHOBAIIiTHOT
cTparerii, BUCBITIIIOE y CBOil cratTi [3].
Penpka C.1.

3aBnanHa fgochaigKeHb. Pos-
TIISTHYTH  KITI€EHTOOPIEHTOBAHICTh,  SIK
HOBITHIM MiAXiA A0 opraHi3ailii BaHTa-
JKOIIEPEBE3CHb HA 3aiI3HUYHOMY TpPaHC-
MOPTI.

OcHoBHMII MaTepiaa aocJia-
JKeHHsl. Pe3ynmbTaT JOCHIKEHB KOM-
nanii Roffey Park (BenukoOpuranis)
MoKa3ajy, IO ICHYyE NPSIMHH 3B'SI30K
MK TPAKTHKOIO YIIPABIiHHS, 3MiHAMHU B
KOMIIaHISIX Ta X 3HaTHICTIO OyTH
VCIIIIHAMHU Y BITHOCHHAX 3 KIIIEHTAMH
y kpusouii nepion [1]. 3a pe3yib-
tatamu onutyBaHHS 900 KepiBHUKIB
eKcrepTaMu OyJi0 BHSBIIEHO, IO KOH-
LEHTpAIlisl yBaru BUKIIOYHO Ha BIIACHUX
mpobsieMax y 56 % BHIIaKiB HPU3BO-
JUTh JI0 3pOCTaHHS 30UTKOBOCTI KOM-
naHiii, y 49 % BUDajakiB — 10 HAPOIILy-
BaHHS KOH(QIKTHOCTI Yy KOJEKTHBI, Y
44 % BUMNAIKIB — OO 3HIKEHHS MOTH-
Ballii mepcoHany. Bukopucranus Kii€H-
TOOPIEHTOBAHOI'O MIIXOJYy BHUSABUJIOCH
00OB’SI3KOBHM  aTPUOYTOM  YCIIIITHOT'O
VIIpaBITiHHS MiIPUEMCTBAMH B €BpOIIC-
HCBKUX KpaiHax. AJpKe, po3poO-TeHHs
HOBHX TIPOAYKTIB 1 MOCIYT, IO MaroTh
BIJINIOBIIaTH MOTpeOaM KIIIEHTIB, EKOHO-
MIYHUM Ta (IHAHCOBUM YMOBaM B Kpai-
Hi, € OJHUM 3 KIIIOYOBHUX CJIEMEHTIB Y
CTBOPEHHI JIOBTOTPHBAIMX BITHOCHH 3
KirieHTam# [2].

KiieHToopieHTOBaHUH mimXim 10
BaHTAXKOIEPEBE3CHh HAa 3alI3HUYHOMY
TpaHCHOPTI Tependadae HACTYMHI 3aca-
T
IHAMBITYaTbHUMN MK,

- 3pYYHICTB;

- JIOSUTHHICTB;

- e(hEeKTHBHICTB;

- knacugikaris;

- yOJIIYHICTb.

I'padiune BimoOpakeHHs KIIi€H-
TOOPIEHTOBAHOTO TMiNXiqy 10 BaHTaXO-
MepeBe3eHb 3UTI3HUIICI0, 300paKeHO Ha
puc. 1.

MokHa BUJIUIATH 3 THIH Opra-
Hi3aI[iIfHOT CTPYKTYpHU BaHTa)KoIlepeBe-
3€Hb!
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. -+ Il[o MpHANHTIOBO iHINe 3ATi3HAIA MO 3aMPONOHYBATH

T4 KTi€HTa, KOTH IiHH, KICTb | 00CTyTOBYBAHHA HA PHHKY

[HAVMBIZYanbHWiA migxia

3pyuHicTb

He MAloTh CYTTEBO] Pi3HHIL?
+ STK BH3HAYHTH TA 320BITbHHTH LIOTPeOH KOKHOTO
KTieHTa?

+ STxHM THHOM KJTi€HT 0GHpae BHJ NlepeBe3eHs?
+ Ha 5iKi IOTIAIH BiH OPIEHTYEThCA. POGISH cBilf BHOIP?

£ )+ Uomy 06CTYTOBYHOTHCH 3ATi3HHATIE, KTieHT PAToBO

JlosAnkHICTb

TIPEXOIHTH IO KOHKYPEHTA?

+ STKHM THHOM PO3(HTHCA 3 KTi€HTOM. He BIPATHBIIH

J pemyTaii?

* SIK MiIBHITHTH e()eKTHBHICTH POOOTH 3 KIicHTaMH?

EdpekTuBHICTb

* U Mosxe GYTH 3a73HHIA GiTbII e(eKTHBHOW,
{ / TIPHGYTKOROK) | OIHOYACHO BITKPHTOH [U1A CBOIX KIi€HTiB?

+ SIKi KTieHTH 3a7Ti3HHI € HAHOITHI JOXiTHEME?

Knacudikayjs

+ SIKi iHCTPYMEHTH 3 YTPHMAHHA TA 3aTyeHHS KIcHTa
HAHOLTRIT JieRi?

+ fx GYTH MAKCHMATbHO GIH3BKHEM 3 KTEHTOM?

MyBnivyHicTb

+ SIxi [HHOBAITIHH] (HCTPYMEHTH KOMYHIKALT HOMY MOXHa

3aMpONOHYBATH?

Puc. 1. Knienmoopienmosanuii nioxio
00 6anmaoiconepeges3eHsb

- TEPUTOpiajIbHO-OPIEHTOBAHI
TIepEBE3CHHS;

- MPOAYKTUBHO-OPIEHTOBAHI II€-
pEeBE3CHHS;

- KIIIEHTOOPIEHTOBaHI TiepeBe-
3EHHSI.

TepuTopiaibHO-OpiEHTOBAHI Iie-
peBe3eHHST CIpSIMOBaHI Ha HaJaHHS
MOCTYT 3 MEPEBE3CHHS BaHTAXIB KITIE€H-
TaM, MepeBakKHO OJIHOTO TreorpadidHoro
periony[3]. Lle 3ymoBieHe reorpadiu-
HUM pO3TallyBaHHAM Ta MOXJIHBO-
CTSIMHM BaHTaXKOICPEBI3HUKA.

[IpomyKTUBHO-OpiEHTOBAHI  TIe-
peBe3eHHS CIIPSMOBaHi Ha HaJlaHHA MOC-
JIy© TIO0 TEPEBE3CHHS 3alliKaBJIICHUM Y

120

HUX KIIEHTaM 11032 IPHUB’ SI3KOK JI0
Oy b-5IKO1 TEPUTOPIi.

KitienToopieHTOBaHI TIepeBe3eH-
Hs, HA BIIMIHY BiJl TepHTOpiaJIbHO-OPi-
€HTOBaHWUX 1 MPOAYKTHBHO-OPIEHTOBA-
HUX TPU3HAYEHI 33/I0BOJNBHATH MOTpeOn
B IMIEPEBE3CHHAX KOHKPETHOI Ipynu KIIi-
€HTIB 0€3 IPHB’SI3KU 10 Oynab-sAKOI Te-
putopii. Taki nepeBe3eHHs yHiBepcalb-
Hi, a 32 HEOOXiJHOCTI, TPYyMy KI€HTIB,
Ha Ky BOHH PO3paxoBaHi, MOXKHa PO3-
HIHPIOBATH.

Tunu opranizaiiifHOi CTPYKTY-
pH  BaHTaXXOIEpPEBE3eHb HABEICHO Ha
puc. 2.
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i TepHTOpiaThHO-0pieHTOBAKI [IEPEBE3eHAL

+ AKi CIPANOBAH] HA HAIAKHA MOCTYT 110 TIEPEBEICHHE KTEHTAM EPEBAKHO OTHOTO
Te0rpagiTHOTO Periony

TIpOIyKTHBHO-OIEHTOBAH] MEeBe3eHAA

2 &

+ 00 COpAMOBAE] HA HATAHHA T0CTYT 10 NePeBe3eHHI0 3ANKABTEHHM Y HEX
KTiERTaMII03a PHB'A3K0H0 10 Gy b-akof TeprTopil

KrierToopieHTOBAH] MepeBe3eHHs

< v

+ TIH3HAYCH] 3/10BO/BHATH NOTPeGH B II°PeBE3CHHAX KOHKDETHOI TPYIH KIieHTIB Ge3
TIPHB'A3KH 110 AK0{-HeOy b TepHTOPH

Puc. 2. Tunu opeanizayiiinoi

CMPYKMYpU 8AHMANCONEPEBE3EHD

YMOBHO KITI€HTIB 3aJli3HUII, IO POKHM, MOXHAa CTBEP/UKYBaTH, L0 Y
KOPUCTYIOTbCA TIOCITYT'aMH BaHTa)KoIle- MPOIICHTHOMY CITiBBITHOIIEHHI Tpyra

peBe3eHb, 3a PIBHEM JIOSJIBHOCTI J10 BaH-
Ta)KOIEPEBI3HMUKIB MOXKHA IOAUIMTH Ha
4 xaTeropii abo rpymu:

- JIOSUTBHI 33 3BUYKOIO;

- OJHOIIIO0M;

- TIOJNITPUMHU;

- KOPHUCTYIOThCS
BHJIAMH TI€PEBE3CHb.

B pesymprari ormsny puHKY
TPAHCIOPTHUX MOCIAYr y cdepi 3aii3-
HUYHHX BaHTa)KOMEPEBE3CHb 3a OCTaHHI

JEKIJIbKOMa

KITIEHTIB <«JIOSUTBHI 338 3BUYKOIO CKIIaJa€
40 % Bixg 3aragpHOro 00CATY; Trpyma
KITieHTiB  «omHomiobu» — 30 % Bin
3arajibHOro 00cCsry; Tpyna KIIEHTIB
«ronirpuMm» — 10 10 % Big 3araJibHOTO
o0csATy; Tpyna KIIEHTIB «KOPUCTYIOTHCS
JEKITbKOMa BHJaMH IEPEBE3CHb» — HE
MeHie 20 % Bia 3arajibHOrO 00CATY.

YMOBHMI PO3MOALT KITIEHTIB 3a
PIBHEM JIOSUTBHOCT1 JIO BaHTaXOIEePeBi3-
HUKIB, 300pakeHui Ha puc. 3.

Tpym e

\ i
[ Y ) /'_J — ) )
‘ .
- 4 ; : Bxano ado pnyeel

Tomz 2 O - || Tontpmr' =

$umm [ [ ||| T R
S e - 1%

Puc. 3. Ymoenuii po3nooin knicumis
30 piGHeM JOSIbHOCME 00 8AHMANCONEPEBIZHUKIG
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OCHOBOIO KJIIEHTOOPIEHTOBAHO- " ) ) —
ro MiJIXOAy € HMPUHLMIHN KIi€HTOOPI€H- \ ki e it o)

TOBAHOCTI, SIKI PETJIAMEHTYIOTh OCHOBHI (
3aCagu 10A0 B3a€EMOIll IMIANPHUEMCTBA, @ ‘ HMBiTyATBHMAI MiIXiT |
Yy OpraHizaiiii, 10 HaJalTh MOCIYTH 1 (o] BYTH ISR 0 (BIVATIRRS noTpe T 13 ot

#oro uac.

KITIEHTA, IKUH HAMHU KOPUCTYETHCS.

d

Ta'KI/IMI/I' IPHHIMIAMY €: S
- IHAUBIAYAIBHUM TIIX1L; L
. . RO ByTH 10BipeHHM PATHHKOM CBOTO KJIi€HTA, OYTH 3aBAKIH BIIKPHTHMH
- HpO30pICTI), S— i MKTYBATHCA, B MePIY ePry mpo Horo moTpesH.
- 3pYYHICTB; p N
- BIOMOBIZANBHICTE; 3pyunicrs
- YHiKaJIBH iCTI). ;[oma;sm YCHX 3yCHIb, 06 ILOTO He ;t;n/eu1ocn POGHTH RITieHTY.
. . JKHTTs KTi€HTA HACH'IEHe Ta CKIAXHE, TOMY HeoOXiTHO POGHTH Bee,
Fpa(I)ILIHe BlI[OGpa)KeHHSI HpI/IH' ~— moG COPOCTHTH TA MOIETMATH Horo.
LIMITIB KJIIEHTOOPIEHTOBAHOCTI, HaBeIe- (
BianosizaabHicTh
HO Ha puc. 4. @ k )

BucnHorku. Bpaxosyroun Bumie-
BHKJIaJICHE, MOYKHA 3POOMTH BHCHOBOK,
IO 3aCTOCYBaHHS KJIIEHTOOPIEHTOBA-
HOTO MIiJXiay HE TUIbKH J03BOJIUTH PO3-
NIUPUTH KITIEHTYPY MiANPHEMCTBA B
cdepi 3aTI3HUYHNX BaHTAXKONEPEBE3CHb,
a 1 JacTh MOXJIMBICTh €(EKTUBHO KOH- Puc. 4. Ipunyunu
COJNIZYyBATH ICHYIOUMH TOTEHINAI IS KALEHMOOPIEHMOBAHOCMI
MOJIIMIIICHHS. PIBHS OOCIYyrOBYBaHHS 3
METOI TMIIBUIICHHS PiBHA po0OOTH 3
KITIEHTOM.

BHKOHYBBTH BY1aCHO, BCE MO odiusiHO l(ﬂiCHTy, Ta T€ HA MO BiH
PO3paxoBye.

BIANOBIAANBHICTE
—

JHKATLHICTE
S —

(

YHiKkaabHiCTD

& v
Kozken KTicHT TOBHHEH HOTYBATH cede ocodrmpmm. Tpeda
TiKTyBATHCH IPO KIi€ATA CHOTOJHI TA 3aBTPA, i NPHALIATH
yBary ApioHENIM.
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