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OCHOBHI ETAIIHU 3ABE3IIEYEHHA AKOCTI
AEPOIIOPTOBUX IIOCJIIVT

Y cmammi  nposooumvca  docniodxcenns  cknaoosux  3abe3nevyeHHs — AKOCMi
aeponopmosuUx NOCLye WISAXOM BUSHAYEHH OCHOBHUX emanie HCUmmee020 YUKLY HAOAHHs
nOCye HA3eMHO20 O0OCIY208Y8AHHS NACANCUPIS, WO 3a0e3neuye eekmueHe YNpaeninHs
sakicmio nocnye aeponopmy. Kniouosi croea: aeponopm, nociyea, akicme.

B cmamve nposooumcs ucciedo8anue cOCMAGIAIOWUX KAYeCmBd a3pOnopHiogbix
yciuye nymem onpeéeﬂeﬁu}z OCHOBHbIX 2MAN06 HCU3HEHHO20 YUKI1a npebocmaeﬂeHuﬂ ycuye
HA3eMHO20 O0OCIYHCUBAHUA NACCANCUPOS8, YMO obecneyusaem 3¢@gexmusHoe ynpasienue
Kauecmeom yciye asponopma. Knioueswvie ciosa: asponopm, yciyea, Kaiecmeo.

The article is to study the components of quality airport services by identifying the
main stages of the life cycle of service ground handling of passengers, ensuring efficient
quality management services airport. Keywords: airport, service, quality.

Ilocmanoexa npobnemu. Cmeoperns nepedymos 0ns po3eumky asiayiiuHoi
eanysi, niosuuyenHs Axkocmi MPAHCNOPMHO20 3a6e3neueHHs ma
KOHKYPEHMOCHPOMONCHOCII AIAYIlIHO20 MPAHCNOPMY 32I0HO 3 KOHYENYIEK 11020
pedopmysants — 00yMOGMIOIOMb  HEOOXIOHICMb — OOCNIOJNCeHHs — npooiemu
3abe3neuenss AKOCMi HAOAHHS AepOnPOPMOsUX nociye. Bupiwenns yiei npobiremu
sumaeae, Hacamnepeo, po3pooKu MemooOudHux nioxodié 00 amanizy ma OYiHKU
VAPABNIHHS AKICMIO AePONOPMOBUX NOCLY2 3 YPAXYEAHHIM IX 0COOIUBOCMEI.

Ananiz ocmannix 0ocniodscenv i ny6uikayiil. /locniodcenis numans Ynpaeiinms
SKICMIO NPOBEOeHi Ul BUCBIMIICHE 8 POOOMAX 3apYOINCHUX T GIMUUBHAHUX paxieyie ma
suenux: E. [eminea, [oic. Jorcypana, K Icikasu, A. Qeiicenoayma, I Tacymi,
Loic. Xappinemona, JLM. badanosa, A.B.Iniuesa, FO. Aonepa, P. buukiecvkoeo, FO.
Loicepemox, C. Ivenroeoi, JI. Kanunosceoxoi, I1. Karumu, FO. Oz2e030ina, O. Tumowgyx,
H. Pubanko, O. Yanoi, FO. Haépozoseoi ma iH.

Kpim moeo, numarnnam ecmanognenns ma 3a6e3neyerts aKocmi aeponopmosux
nocnye npucesyeri ocmanHi Haykosi docuiodcenns €. 3anopocys, P. Mepxeoica, M.
Tpuxynxosoi, H. IlImamxo, JK. Kepetioxca.

Hesupiwena paniwe wacmuna 3azamehoi npobnemu. Iposedeni Oocniocenns
DYHKYIOHYBAHHA MA 6NPOBAONCEHHA YNPAGIIHHA AKICMIO ) Aeponopmax, 6UAGIeHi
npoonemu ma GIOCYmMHICMb €OUHUX NIOX00I8 00 YNPAGIIHHA SIKICMIO 6UMA2alOmb
PO3POOKU KOMNIEKCHOI cucmemu 3a0e3neueHHs YAPAsiHHA AKICIIO NOCTYe deponopmis.
Taxa cucmema 0036071UMb eeKMUBHO YRPABIAMU SKICIIO Aeponopmie Ha emani it
6NPOBAOIICEHHS, (DYHKYIOHYBAHHS A 3A0e3NeYeHHsl eeKMUBH020 HAOAHHS HOCTLye.

Mema cmammi i 6uxnad ocnoeno20 Mmamepiany. Memoio cmammi €
OOTPYHMYBAHHS MA PO3POOKA MEOPEMUKO-MEMOOUUHUX NIOX00i8 00 GUSHAYEHHS emanie
3a0e3neuenHs AKOCHI HAOAHHS AePONOPMOBUX NOCTY2.

OcHosui  Hanpsimu  OBLILHOCME aeponopmy 8 00Aacmi SIKOCMi — NOGUHHI
sUsHaYamMU NEPCHEKMUBY PO36UMKY HA3EMHO20 0OCIY208y8aHHA 1§  IHUWUX 8U0i8
Oisitorocmi.  Cmpame2iunuii KVPC  aBiampancnopmuozo nionpuemcmsea -  ye
36AJCYBAHHS  MOJICTUGOCEN | BUBHAYEHHSI 0OMEJNCeHb  CBOEL OIUTbHOCI, WoO



no3bagumucs 6i0 HeeqeKMUGHUX, HEeNepCneKmueHUx  6udi6  HAOAHHS NOCIye 3
00C1Y208Y8AHHI NACANCUPTS, NOHUSUMU HEeNPOOVKMUBHI eumpamu i cobisapmicms
aeponopmosux nocye.

Tpu pospobyi cmpameziunozco Kypcy 6 obaacmi aKocmi aeponopm — mooice
3A0060LHAMUCS 3ACMOCYBAHHAM OOCASHYIMO20 PIGHA AKOCMI Y GUA0i  OpIEHMUpY
HA MaUlbymHe,  3abe3neuyiouu CMitKicmv i cmaditbHicms — 00CASHYMUX NOKASHUKIS.
V' 3aeanvnomy eunaoxy ocnoenumu nanpsmamu  OianbHocmi aeponopmy 6 oonacmi
SAKOCME  MOJICYMb  OYMU: pOo3uwupents OOCASHYMUX HUM DUHKI6 aegianepegesend i
aeponopmosux nociye; OOCACHEHHS  DiGHA  AGIayitiHux NOCIye, KUl  300060bHAE
CnoJicueauie OiivbuLe, HIdIC Y THUWUX Aeponopmie; OpIEHMAYisi HA 3A40060JICHH  GUMO2
CnodCUeayie nesmux — peeionis, 3abesnevenus aioepcmea Ha PUHKYy aeponopmosUx
nociye; po3gUmMoK 6Udie i AKOCMI aGiayitinux NOCIYe, PIUEHHS COYIANbHUX NUMAHD § iH.

Cucmema sxocmi aeponopmy € He8i0'€EMHOI YACMUHOIO CUCIEMU YNPABIIHHA
aeponopmy 6 yinomy i YyHKYIOHYE 0OOHOUACHO 3 Yi€lo cucmemoro. Bzaemodis cucmemu
SAKOCHE PO3NOBCIO0NHCYEMBCSA HA 8C emany nemiii axocmi (puc. 1) 6i0 usyerHs 3MIHHO20
nonumy Ha asiayitini nocayeu i 00 KiHYe8o20 300080J€HHS BUMOS HOPMAMUGHUX
O0OKyMeHmie abo nompeb 0o ix aKocmi 3 OOKY CROHCUBAYIS.

Tlemna sixkocmi aeponopmy (0CHOBHI eManU HCUMMEBO20 YUKILY HAOAHH NOCTY2
HA3eMHO20 0DCTIY206YBAHHSA NACAJICUPIE) BUIHAUAEMBCS PAOOM ENICMEHIMIB.

3abesneuenns akocmi nocuye - ye CYKynHIiCMb NIAHOBAHUX | CUCMEMAMUYHO
nposedenux 3ax00is, Wo CMEOPIoOMb HEOOXIOHT YMOBU OJis BUKOHAHMSL KOJHCHO20 emany
nemi AKOCi, Woo NOCy2u 3a0060IbHSIU BUMO2AM HA SKICTb.

Ynpaeninna saxicmio exmouae nputinamms piuienb, YoMy nepeoye KOHMpOIb,
oonix, ananiz. Iloninwenns axocmi - ROCMIUHA OISILHICMb, CNPAMOBAHA HA NIOBUUYEHHS
MEXHIYHO20 DIGH NOCIYe, AKOCMI IX 6USOMOGIeHHS, VOOCKOHANICHHS eleMeHmIie
BUPOOHUYMEA MA CUCMEMU AKOCIM.

3a donomoeoro nemii AKOCmi 30IICHIOEMbCA B3AEMO38'A30K BUPOOHUKA NOCTYe 3i
cnooicusavem i 3 ycima o0'ekmamu, wo 3a0e3neuyiomv pilieHHs 3a0a4 YNpAeiHHA
sKicmio nociye. AHaniz  MOJICIUBOCHE BUKOHAHHSL GUMO2 3 0OCILY208Y8aHHS NACAICUPIE
HA OCHOGI HAAGHUX — PeCypCi6 NPOGOOUMbCA  NPU  NPOBEOCHHI  MAPKEMUHI0BUX
00Ci0HCeHb PUHKY AEPONOPMOGUX NOCILY2.

Ananiz  moscnu6ocmi  6UKOHAHHA  GUMO2 3 0DCIIY208YBAHHA NACANCUDIE  HA
OCHOGI MAAGHUX ~ PecypCi6  npoBOOUMbCs NpU  NPOBEOEHHI  MAPKeMUH206UX
00Ci0HCeHb PUHKY AEPONOPMOGUX NOCILY2.

Pesynomamom ananizy MapkemuHz08Ux OOCHONCEHb DUHKY — AEPONOPMOGUX
nociye € NIaHy8anHsi podim i HeOOXIOHUX 0N IX BUKOHAHHS Pecypcis, GUIHAYEHHS!
HANpsIMIG OBIbHOCME AepoOnopmy.

Peanizayis  doxymenmanvHoco 3abe3neuents SUOPAHUX HANPAMIE OIIbHOCHI
NPOBOOUMbCA. NPU. po3podYi Npoyecie HAOAHHA NOCIY2 3 0DCY208Y6AHHSA NACAXHCUPIE |
3abe3neuenns AKOCMI (POPMyBaAHHA OCHOBHUX SUMO2 HAOAHHA NOCIYe AepOnoPmamu;
PO3POOKa i OOKYMEHMY6aHHs1 Npoyedyp O0OCIY208Y8aHHS NACANCUPIS;, DPO3DOOKA
OOKYMEeHmi6 cucmemu IKOChii).
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Enemenm "®@opmysanns ocHo8HUX 6uMmoe HadanHs nociye aeponopmamu’ €
BUSHAYEHHAM NepeniKy 6udig i HaNPAMKI8 NOCYe 3 HA3eMHO20 00CIY208Y8AHHA I
OOKYMEHMOBAHOI0 10eHMUIKayiero nocuye aeponopmis.

Enemenm "Po3pobka i OOKyMeHMY8AHHA Npoyeoyp 00C1y208Y8aAHHS
nacascupie 6 aeponopmax” € po3poOKow HOPMAMUBHUX OOKYMeHmMI8 aeponopmy
0711 BUKOHAHHA BUPOOHUYUX NPOYECI8.

Enemenm "Pospobxka ooxymenmie cucmemu axocmi" €  ioenmugpixayiero
npoyecie  3abesneyenHs  AKOCMI  NOCAYe, WO HAOAIOMbCA, | PO3POOKY
HOpMamueHux OOKymenmie ix eukoHauHs (Kepienuymeo 3 sikocmi, Ilonimuxa 6
obnacmi sikocmi, Ilpoepama sikocmi i iHwi  OOKYMeHmMU), 30Kpema NOpPsiOoK
dopmyeantsi i 3MIHU Op2aHi3ayiuHOL CIMPYKMYPU Aeponopmy.

Enemenm  "Bukonanusi npoyecy Haoamms nocaye" € KOMNIIEKCOM
npoyecie no opeauizayii i HAOAGHHIO NOCLYE AEPOROPMAMIL.

Enemenm "Pezynemamu  Haoauwa nocuye” € Dpe3yibmamom
00C1y208Y8AHHI NACANACUDIE 8 AepONOpmMax - NOCIY2U Aeponopmis.

Ompumani  pesyromamu OYIHIOIOMbCA NPU  NPOBEOEHHI OYIHKU AKOCMI,
WO KIIOYAE:

- enemenm "Buympiwnii koumpons skocmi. Ayoum';

- enemenm "Oyinka sKocmi 006CIY208Y68aANHSA NACAICUPIE KOHMPOTIOIOYUMU
opeanamu';

- enemenm "QOyinxa sxocmi nocnye cnodcusadamu”.

YV 36'a3xy 3 mum, wo enemenm "Bukxonanus npoyecy nadamms nocuye'
OXONJIOE BeCb KOMNIEKC Nnpoyecie no opeamizayii i HAOAHHIO Aeponopmosux
nocnye, 6iH Modxce ni00aBamucs 000amKo8oOMy  KOHMPONIO HA 0Y0b-SKOMY
emani pobim  AK  cayocboio (epynoro)  AKocmi  aeponopmy, mak i
0epIAHCABHUMU OP2AHAMU.

Pezynomamu  nposedenux oyinok posersioaromvci 6 enemenmi "Auaniz
pe3yIbmamié 6HYMPIWHb020 KOHMPOIO SKOCHI, ayoumy [ OYiHKU SKOCMI
nepesesenb I NOCHYe KOHMPOTIOYUMU OpeaHamu i cnodxcugadyamu'.

Ha niocmasi  ananizy GukOHauwHs 6uMO2 00  SAKOCMI 6UKOHYBAHUX
pobdim 1 HadauHs nociye, Gopmytomscs Kope2yioui i HOnepeodNcysaIvbii 3axoou,
AKI  3aMUKQIOMb YUK (3A2aNbHUll 360pOMHULL 36'A30K) GUPOOHUYMEA NOCTYe
aeponopmamu.

Jokymenmayiss cucmemu aKocmi nociye y aeponopmax npusHayena OJis
3abe3neuentss €OHOCMI i NOCMIUHOCI PO3YMIHHA yinell i 3a80aHb, npoyecie i
npoyedyp  no 3abesneyenHio saxkocmi.  Bona  3abesneuye moowcnusicmo
npogedeHHs 00'ekmugHo2o ayoumy I OYIHKU — CUCmEeMU SAKOCMI,  00380J€
BUPIUUMUY BUHUKAIOYE CYNepeunusi NumaHHs GIOHOCHO SKOCHI.

Jokymenmayiss  cucmemu  axocmi 3abe3neyye  po3nodinl 0606'a3kie i
8ION0OBIOANLHOCMI  KEePIGHUYMEA [ BUKOHABYIE N0 3A2ANbHOMY KEePIGHUYMEY
SAKICMIO 8CMAHOGIIOE NOPAOOK 83AEMOOI NpU  BUKOHAHHI  (QYHKYIL [ pilueHHT
3a0au no 3abe3neueHHI0 AKOCMI aeponopmosux nocuiye.

’



3acanvne naawysamms pobim no 3abe3neyenHIo AKOCMI NPOGOOUMbCS Npu
PO3pOOYI KOMNLEKCHOI npocpamu AKOCMi, KA NOGUHHA ~ MICMUMU  HACHMYNHI
po30inu:

- yini i 3a80aHHA AepONOPMY HA 4ep2o8uil nepioo;

- nepenik i mepMiHu 3ax00i8, 30Kpema mepmiHu i 00'emu 8HYmMpIWHIX
nepesipok;

- KOHKpemHuii po3noodin 0006'a3Ki6 i NOGHOBAIICEHb NePCOHALY AepPONOPNLY
N0 GUKOHAHHIO 3ANIAHOBAHUX 3AX0016;

- nJaH 000CHAUeH s ab0 MOOepHi3ayii 0ONIAOHANHS,

- naan ni02omoeKu (niosuujeHHs Kearigixayii) nepconany (y momy wucii i
nepconany 6i00iny AKocmi),

- MemoOuKy oyiHKu 00CASHEHHs Memu npocpamu;

- NOPAOOK KOPEKMYBAHHS NPO2PaMU NPU BUABTIEHHI HeBION0GIOHOCMEl;

- naaH Qinaucysants podbim no 3ab6e3neueHHI0 SKOChi.

Bucnoexu. 3anpononosanuii  memoouynuii nioxio 00 @QYHKYIOHYEAHMHS
cucmemu YRpaeuinHa AKICIIO NOCIY2 Adeponopmy, wjo GUHAUAECMbCA CKAA00BUMU
«nemnui AKOCMI», SIKA PO3NOBCIOONCYEMBCA HA 6CI emanu 6i0 6UBUEHHS 3MIHHO20
nonumy Ha aeponopmosi nocayau i 00 KiHyes020 3a00801EHHA BUMO2 CHONCUBAYIG;
CYKYNHICMb NIAHOBAHUX [ CUCEMAMUYHO NPOGeJeHUx 3axo0ie, wo Cmeopioms
HeoOXiOHI YyMO8U Ol BUKOHAHHA KOMJCHO20 emany, 3abesneuyc egpexmueHicmb
NPONOHOBAHUX NOCTIYR.
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