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PE®EPAT

[TosicuroBasibHa 3amucka: 105 c., 8 11., 13 Tabun., 20 mkepen, 7 po3/aiiiB.

OO0’ €eKT JOCHIIPKEHHS: CUCTEeMa YIIPaBJI1HHS SIKICTIO B JIoricTHUHIM kommanii TOB
«Hosa nomray.

[IpeameT nociikeHHs: Mpolec YAOCKOHAIEHHS B3a€MOIIT 31 CTEUKXOJIepaMu B
Mexax cuctemu ynpapininus sikicTio TOB «HoBa mormray.

MeTonu qoCiKeHHS: aHATITHYHI, TOPIBHSUTbHI, CTATUCTUYHI, €KCIIEPTHI, METO.T
KapTyBaHHS CTEHKXOJIJIEPiB.

AKTyanbpHICTh po3po0Ku. PosmmpenHss mixkHapoanoi aisuibHOCTI TOB «HoBa
[Tomra» Ta 30UIbIIEHHS OOCATIB MDKHApPOJHUX BIANpaBiIeHb MOTPEOYIOThH
BIIOPSJIKOBAHO1 Ta MPO30POi B3a€MOJI1 3 yciMa 3alllKaBIEHUMH CTOPOHAMU. Y4acTh y
I00aNbHUX JIOTICTUYHHUX JIAHIIOTaX BHUMArae y3roJKEHOCTI A1M 13 3apyOlKHUMHU
napTHepaMu, MUTHHMU OpraHaMH, IEpPEeBI3HUKAMHU, 1HO3EMHUMHU KJIIEHTAMHU Ta
peryisaTopaMu. 3a TAKUX YMOB CUCTEMHE YIIPAaBIiHHS CTEHKXOJIEpaMHU CTa€ HE TTPOCTO
IHCTpYMEHTOM KOMYHIKaIlii, a HeoOXIJHOW YMOBOIO CTAaOUIBHOCTI OTeparli,
JTOTPUMaHHS MIDKHApPOJHMX HOPM Ta 3a0e3NedYeHHsS BHCOKOI SKOCTI1 JIOTICTHYHUX
nocayr. lle Bu3Havae npakTUYHy noTpedy y BIOCKOHaEHHI1 mporiecy 4.2 «Po3ymiHHs
noTped 1 OYiKyBaHb 3aIlIKaBICHUX CTOPIH» MUISIXOM BIIPOBAKEHHS CHUCTEMHOI
METO/MKH, 1110 3a0e3MeuyBaTUME Y3TOJKEHICT /11, mepea0ayyBaHICTh NAPTHEPCHKUX
B3a€EMUH, 3HWKEHHS PU3UKIB Ta MIABUIICHHS SKOCTI CEPBICY HA 100aIbHOMY PIBHI.

[linBuilleHHS SKOCTI B3a€EMOJIi 3 ycCIMa I[MMH CTOPOHAMH CHPUSTHME
CBOEYACHOMY Ta 0€3MEUYHOMY JIOCTaBJIEHHIO MOCUIJIOK, 3MIITHEHHIO penyTallii KoMnaHii
HAa MDKHApPOJHOMY pIiBHI Ta TMIJIBUINEHHIO 3aJ0BOJEHOCTI KiieHTiB. EdexTnBHa
KOMYHIKaIlisl 31 CTEUKXOJiiepaMu JI03BOJISIE ONEpPaTUBHO pearyBaTH Ha 3MIHU
3aKOHOJAaBCTBAa, BUMOTH CIIOKMBAYiB 1 BUKJIMKH 30BHIITHBOTO CEPEIOBUINA, a TAKOXK

3abe3nedye cTablIbHICTh 013HEC-TIPOIIECIB.
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VY xBami¢ikamiiniit podoti s TOB «Hosa nomtay 6yne po3po0i1eHo OCHOBHI
JOKYMEHTH CUCTEMHM YIPABIIIHHA AKICTIO 3riHO 3 BUMoramu crangapry ACTY ISO
9001:20135, Taxi sik momiTuka y cdepi sIKocTi, Il y cdepi sIKOCTi, HACTAHOBA 3 SIKOCTI.
Bbyzae npoBeneHo ayauT cuctemu yrnpapiiHHs sikicTio opranizaiii TOB «Hosa [omtay
Ta BIAMNOBIIHO Oyne cTBOpeHO Kapry creikxonaepiB TOB «Hoa momray, sika
OXOILTIOBATUME fK BHYTPIIIHIX, TaK 1 30BHINIHIX YYaCHHKIB B3a€MOJIIi: KII€HTIB,
CHIBpOOITHUKIB, TIOCTAYaJibHUKIB, MapTHEPIB, JCp)KaBHI OpraHd, TIpoMaiy,
MDKHApPOJHUX TEPEBI3HUKIB Ta MUTHI CIIY»KOHU. J[J11 K0XKHO1 rpynu Oyjae BHU3HAYECHO
piBEHb BIUIMBY, 3al[IKaBJIEHICTb, OCHOBHI OYIKyBaHHSA Ta crnocobu komyHikamii. Ha
OCHOBI 1IbOr0 OyJie CTBOPEHO THUIIOBY KapTy B3aeMOJIl 31 CTEHKXojaepamu Ta
PO3p00JICHO MPOTO3HUIIIT 1100 MTOKPAIIEHHS MPOIIECIB KOMYHIKAIlIl B MEXaX CUCTEMHU
YIOPABJIIHHS SKICTIO.

Peanizaniss 3anmpomnoHOBaHMX 3aXO/IB JO3BOJUTH YJOCKOHAJIUTH CHCTEMY
ynpasiiHHs skicTio TOB «Hoa nomtay Bianosiano a0 Bumor cranaapty JCTY ISO
9001:2015, miaBUIIUTH PIBEHB TOBIPH CTEUKXOJACPIB, SMIITHUTH KOHKYPEHTHI TTO3UITIT
KOMIIaHli Ha BHYTPIIIHBOMY Ta MI)XHAPOJHOMY PUHKaX JIOTICTUYHUX MOCHTYT.

CUCTEMA VIIPABJIIHHS SKICTIO, OPTAHISALIIMHA CTPYKTVYPA,
TTIOJIITUKA, PO3IOJIT BIJIOBIJAJIBHOCTI, AYJNUT, CTEMKXOJIJIEPU,
KAPTA CTEUKXOJIJIEPIB, B3AEMOJIS, MDKHAPOJHA JIOCTABKA,
JIOT'ICTUKA, 3AHUIKABJIEHI CTOPOHH, YJIOCKOHAJIEHHA [TPOLECIB,
KOMYHIKAIIII.



ABSTRACT

The work: 105 pages, 8 illustrations,13 tables, 20 sources, 7 sections.

Object of research: quality management system in the logistics company Nova
Poshta LLC.

Subject of research: the process of improving interaction with stakeholders within
the quality management system of Nova Poshta LLC.

Research methods: analytical, comparative, statistical, expert, stakeholder
mapping method.

Relevance of the development. The expansion of Nova Poshta LLC's international
activities and the increase in the volume of international shipments require orderly and
transparent interaction with all interested parties. Participation in global logistics chains
requires coordinated actions with foreign partners, customs authorities, carriers, foreign
customers, and regulators. Under such conditions, systematic stakeholder management
becomes not just a communication tool, but a necessary condition for operational
stability, compliance with international standards, and ensuring high-quality logistics
services. This determines the practical need to improve process 4.2 “Understanding the
needs and expectations of stakeholders™ by introducing a systematic methodology that
will ensure coordination of actions, predictability of partnerships, risk reduction, and
improved service quality at the global level.

Improving the quality of interaction with all these parties will contribute to the
timely and safe delivery of parcels, strengthen the company's reputation internationally,
and increase customer satisfaction. Effective communication with stakeholders allows
for a quick response to changes in legislation, consumer demands, and external
challenges, as well as ensuring the stability of business processes.

In the qualification work for Nova Poshta LLC, the main documents of the quality
management system will be developed in accordance with the requirements of the

DSTU ISO 9001:2015 standard, such as quality policy, quality objectives, and quality
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guidelines. An audit of the quality management system of Nova Poshta LLC will be
conducted and, accordingly, a map of Nova Poshta LLC stakeholders will be created,
covering both internal and external participants in the interaction: customers,
employees, suppliers, partners, government agencies, the community, international
carriers, and customs services. The level of influence, interest, main expectations, and
methods of communication will be determined for each group. Based on this, a typical
stakeholder interaction map will be created and proposals for improving
communication processes within the quality management system will be developed.

The implementation of the proposed measures will improve the quality
management system of Nova Poshta LLC in accordance with the requirements of the
DSTU ISO 9001:2015 standard, increase the level of trust among stakeholders, and
strengthen the company's competitive position in the domestic and international
logistics services markets.

QUALITY MANAGEMENT SYSTEM, ORGANIZATIONAL STRUCTURE,
POLICY, RESPONSIBILITY DISTRIBUTION, AUDIT, STAKEHOLDERS,
STAKEHOLDER MAP, INTERACTION, INTERNATIONAL DELIVERY,
LOGISTICS, INTERESTED PARTIES, PROCESS IMPROVEMENT,
COMMUNICATION.
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BCTYII

EdexTuBHICTD JTOTICTUYHOT KOMITaHIi 3HAYHOI MIPOI0 BH3HAYAETHCS 3AATHICTIO
MIATPUMYBATH CTaOUIbHY, MPO30PY Ta KEPOBAHY B3aEMOJII0 3 yCiMa YYaCHHKaAMH
nanirora ctBopenss miHHocTi. s TOB «Hosa Ilomra» — kommanii, AisSUTBHICTH
SIKOTO OXOILTIOE JIOCTAaBKY BiJIIpaBieHb M0 YKpaiHi Ta 3a 11 MexXi, — IIsI B3aEMOJIIS €
KITIOYOBHUM (PaKTOPOM SIKOCTI MOCIIYT, pemyTallii Ta CTpaTeriyHoi CTIMKOCTI Ha PUHKY.
Macmtab omnepariil, posrairykeHa MepeXka MMapTHEPiB, MDKHAPOAHI HAMPSIMKU
TPaHCIIOPTYBAHHS, B3a€MOIisl 3 JIEP>KaBHUMHU OpraHaMu Ta II0JICHHE 00CIyTrOBYBaHHS
MIJBHOHIB KJIIEHTIB (POPMYIOTh CKIIAJIHE CEPEAOBHILE, Y SIKOMY SIKICTb HEMOMJIHBO
3a0e3neunT 0€3 YITKO HANIaro/)KeHUX MEXaHi3MIB KOMYHIKAIlll Ta YNpaBIiHHS
OUIKYBaHHSIMH 3aI1KABJIEHUX CTOPIH.

[Ipouec 4.2 «Po3yMiHHA NOTped 1 OYIKyBaHb 3allIKABJIEHUX CTOPIH» Y CHCTEMI
YVOPaBIIHHS SKICTIO Ma€ BU3HAayajdbHE 3HAYCHHsS JUIs 3a0e3MedyeHHs CTaOlIbHOCTI
JIOTICTUYHUX MPOLECIB, aUKE y MEXKax LbOro Mmpouecy (popMyrOTbCs BUMOTH, IIO
0e3rmocepe/IHbO BIUIMBAIOTh HA poOOTY Bciel opranizaiii. Came Bil TOro, HACKIIBKH
MOBHO KOMMaHis 1AeHTU(IKY€E CBOIX CTEUKXOJIEpiB, HACKUIBKM TOYHO BU3HAYAE 1XHI
OYIKYBaHHS Ta PiBEHb BIUIMBY, 3QJIEKUTh €(PEKTUBHICTh IJIAHYBAaHHSA, ONEPEKEHHS
PU3UKIB, CTBOPEHHSI KOHKYPEHTHHX TepeBar 1 MmaTpuMaHHs JOBIpH 3 OOKY KIIIEHTIB,
NapTHEPIB 1 PEryJIATOPIB.

VYrhpaBniHHS AKICTIO OLablle HE OOMEXYETbCS BHYTPIIIHIMU MpOLEaypamMu
KOHTPOJII0O — BOHO OXOILTIOE B3a€EMOJIIIO 3 IECATKAMU 30BHIIIHIX TPy, BUMOTH SIKUX
MOCTIITHO 3MiHIOIOThCS. JJIs JTOTICTUYHOTO O13HECY, IO MPALIOE Y TUHAMIYHUX YMOBaX
PUHKY, IHTETpaIlis poriecy pobotu 31 creikxonaepamu y CY S € He00X1THOIO yMOBOIO
nepeadavyBaHOCTI, Y3TOJPKEHOCTI Ta MPO30POCTI OMepariiiHo1l AiSIbHOCTI.

o ocHoBHux Tpyn creiikxonaepiB TOB «Hoa moiira» HamexaTh KIIEHTH,
CHiBpOOITHUKY, TOCTAa4aJIbHUKHU, Ol3HEC-TIapTHEpH, JEp>KaBHI OpraHu, rpoMajna, a

TaKOK MIKHAPOAHI MapTHEPH, NEPEBI3HUKU, MUTHI CITy>KOU Ta 1HO3€MHI KIIIEHTH, 110
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0COOJIMBO aKTyaJIbHO Y 3B’SI3KY 3 PO3BUTKOM ITOCTYT MI>KHAPOTHOT JOCTaBKU. Bix piBHS
B3a€EMOPO3YyMIHHS Ta €(PEKTUBHOCTI KOMYHIKAIlli 3 IUMHU TpyHaMu 3aJICKUTh SKICTh
MOCITYT, pemyTallis KOMIaH1i Ta 1 KOHKYPEHTOCIIPOMOKHICTh Ha PUHKY.

[IpobGnema 3abe3neueHHs SKOCTI B JIOTICTHINI € KOMIUIEKCHOIO 1 OXOIUTIOE SIK
YIPaBIIHCHKI, TaK 1 OpraHizaifiiiHi acrnekTd. BrnpoBakeHHs €(EeKTHBHOI CHCTEMHU
YOPaBIiHHS SAKICTIO Ja€ 3MOTY ONTHMI3yBaTH MPOIECH, IiJBUIIUTH MPO30PICTh
B3a€EMOIi MDK MMAPO3JUIaMH, MIHIMI3yBaTH PU3UKH Ta MIABUIIMTH PIBEHBb
3aJI0BOJICHOCTI KJTI€HTIB. BaXIuBy poJib BiJiirpae TakoX (opMyBaHHSI KOPIIOPATUBHOL
KYJbTYPH SIKOCTI, OPIEHTOBAHOI HA MOCTIMHE BJAOCKOHAJIEHHS MPOIIECIB Ta BIIKPUTHIA
JI1aJIOT 31 CTEUKXOJIIepaMH.

Jns ycminmHOro BHpoBaJKEeHHS Ta maATpuMKA CYS HeoOxigHO 3a0e3neduTH
METOJMYHY, OpraHi3aliiiHy, 1HQOpMaliiiHy Ta KOMYHIiKaliiHy Oa3y. Hemosmiku Ha
eTamni IUIaHyBaHHS MOXYTh MPU3BECTU /0 YCKJIAJHEHb MiJ Yac peajizalili CUCTEMH,
TOMY BaXXJIMBO KOMIUIEKCHO MiJAINTH A0 MOOYIOBH MPOLECIB YIPABIIHHS AKICTIO Ta
B3a€MO/IIT 13 3allIKaBJICHUMHU CTOPOHAMHU.

CtBopeHHsT a00 BJOCKOHAJIEHHA CHCTEMH YIPAaBIIHHSA SAKICTIO JIOLIBHO
pO3TISAATA SIK TPOEKT, IO CKIAAAEThCA 3 Y3TO/KEHUX 1 KOHTPOJIHOBAHUX JIii,
CHpPSMOBAaHUX Ha JOCATHEHHS IEBHOI METM — IMIJBUIICHHA SKOCTI MOCIYr Ta
3aJI0BOJICHOCTI KJI€HTIB. IIpO€KT Mae BpaxoByBaTH 4acoOBI Ta PECYpCHI OOMEXEHHS,
BUMOTH CTaH/IAPTIB 1 O4IKyBaHHS CTEHKXOJIIEPIB.

VY xBamikamiitaiit po6oti st TOB «Hosa nomray 0yne po3po0ieHO OCHOBHI
JIOKYMEHTH CUCTEMH YIIPaBIIHHSA AKICTIO BIANOBIAHO 10 BUMor ctanaapty ACTY ISO
9001:2015[1], 30kpema momiTUKy y cepi AKOCTI, Il Y cepl SIKOCTI Ta HACTAHOBY 3
AKocTi. bysie mpoBeieHo ayIuT CUCTEMH YTNpaBiliHHA sikicTio opraHizaiii TOB «Hosa
[Tomra». BigmoBimHO Oylie CTBOPEHO KapTy CTEMKXOJJIEpiB, IO BigoOpakaTume
OCHOBHI TPyNH 3alliKaBIEHUX CTOPIH, pPIBEHb IXHHOTO BIUIUBY, IHTEPECIB Ta

B3a€MO3B’s3KIB 13 KommaHi€ro. Ha ocHOBI 1mporo Oyne po3po0JIeHO THUIOBY KapTy
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B3a€MOJII 31 CTEHKXOJJepaMu Ta BU3HAYCHO HAMNpSMU YJOCKOHAJCHHS MPOLECIB
KOMYHIKaIIii, 10 CIIPUATUMYTh HiJBUIICHHIO epexkTuBHOCTI CVY 4.

Pesynpratu AoCHiIKEHHS MOXYTh OYTH BUKOPHCTaHI JJIsg ONTHUMI3AIli]
BHyTpimHIX TporeciB TOB «HoBa momra», maBUIIEHHS pPiBHS 3aJ0BOJEHOCTI
KJIIEHTIB, 3MII[HEHHS JOBIpM MDK KOMIIaHIE€ Ta ii CTEUKXOJJaepaMu, a TaKOXK
3a0€3MeYEeHHs] CTaJor0 PO3BUTKY MIANPUEMCTBA BIAMOBIAHO 10 MIXKHAPOIHUX

CTaHJapTIB YIIPaBIIIHHS SKICTIO.



