
61   , . 38, 2021 

 Є   

 

 
 65.012.34:517.977.5        DOI: 10.30977/ .2225-2304.2021.38.0.61 

 

     

  

 
 . .,   , . 

E-mail: oksana_kryvoruchko@i.ua, Scopus AU-ID 57204691493; ORCID 

ID: https://orcid.org/0000-0003-0967-7379 

 . ., . 
E-mail: nastik.ovch@gmail.com 

  ,   -

 , . . , 25, . , , 61002. 
 

.       
    .      

        
 .      

є      -  є   є 
 ,   ,       
       , 

’   є     ,    
   . 

        
    (       

 –         )  -

  .  є   є    
     ; є    

   .  
          

,  є     ,  
      є    

   .   : 
  ,  ,  

  ,   ,  
 " ",   ,  ,  
   . 

     є    
         

 . 
 

 : ,   , , 
 ,    . 

 

http://mbox2.i.ua/compose/1430703975/?cto=sKORiWKEmaC2kU7NndM%3D
https://orcid.org/0000-0003-2797-6989
mailto:nastik.ovch@gmail.com


62   , . 38, 2021 

 .      
       

     . 
  є    

,   ,    –   
  є .      

-    є  
,  є    
.      -

 ,  ,  
,  є      

 .   ,   
-       

    є   5  15 %.  

    є   
   ,   

  ;   є  є    
       

        
.    [1],   

     , , 
   3 %  є    

    . 97 %   
  ’      

     , 
  є .  , 

 ,        ,  
 є    ,    

      
  ,       

       
  ,     

  є  .  
     -

,       
,   ,  

є      ,  



63   , . 38, 2021 

      -

є   ’   COVID-19.   є 
    , 

     .  

   ь  .  
        
 є      

    ,  : 
 . ,  . ,  . , 
 . .   ,  є  є  

,   . , . , 
. , . , .   .   

,    ,  , , 
   ,      
   (national logistic strategy),  

        [2, 3].  

  є      
.      

   2030  [4],  :   
      , 

     -  
;      

       
  ,    є   

  ’є    
(TEN-T);   “    ”  

 “   ”    ( , 
, , , , )  . 

 ,  2018    є   
          2030   

   [5].     
  є     

       
.        

. ,      
  є      

 . 



64   , . 38, 2021 

    ,  
     

  є ,     є . 
      

  . 

,   [7]  : «  
,  є  , є  

 .  є   
є .       

  є » [7, . 97]. 

   ,     «  
»  є      
   . ,  
 є   «     

є  (   , , , 
є   ),  є    
  є    :   , 

     ,  
   ,   

      » [8]. 

       
:      ; 

    ; 
      

 ;  “    ”  
   ;  

  .  

     
 є    .  

  є     
:  , є   ;  
, є   .    
, є   , є    

        
.      є  

є       . 

  , є   , 
 є      « » 



65   , . 38, 2021 

,  є  є    
   . 

  ь  .  , 
       

     є   
. є     

     
 . 

   –   
      

  -    . 
   .   
      
       
     -

  ( . 1). 

 
  

 

 

 

 

 

 

 

 

 

 

. 1. ь      
   

 

   -  

      

 
 

   
 

,    
  

  
 

 

 
, 

 
  

 
 

 
-

 
 

 

  -   



66   , . 38, 2021 

   є    
  ,  є   

:        ; 
 ,   ,    
 ; є      

  ;     
     . 

   ,     
   є ’є      

є .  , ’   є  ,  
       є  . 

 є      , 
      ,    

   ,    
є     . 

 ,      
     

є ,     ,  є 
      ,   

      
.  

         -

 є       
 .      -

є       є   
    .    
      -

 , є   є    
. 

      
       -

  .   є  
       – 

        
   ,   . 

-    є  є  
є         



67   , . 38, 2021 

; є     
 ,    -   

 ,    , 
    . 

 ,   ,    
    -   

 є:  ,    
  ;   
      
    ;   

      
;   ;   

  є - є  ;  
     . 

     
   . 

        
      -  

( . 1). 
  

  1  
ь  "  " 

 

   –  

 . ., 
 . .,  
 . . [9] 

      
 є     

 ,  є  
      
      

      
     є  

є  

 . ., 
 . .  

[10] 

 є  ,   
 ,     

      

.  [11]   , є    
, є       

    , « є 
’        
   ,    

 » 



68   , . 38, 2021 

 . 1 

 

   –  

 . ., 
 . . [12] 

 , , ,  ’   
     

   

 . ., 
 . ., 

 . . [13] 

      
     , 
      

      
       
  

є  . .  
[14, c. 95] 

,     
,  є        

,    
  ,   

     
 

 . . 
[15, . 56] 

       , 
      
,     

     -  
є   

  

     є  є   
є  ;    

;  ,  . 

 ,    є    
 ,   ,     

 ,   ,     
. 

   ,     
 «      

 , ’   є    
 ,       

» [16, . 38].  

,     
 є      -

 є   є  ,   , 
       



69   , . 38, 2021 

      
, ’   є     

,       . 

     -
   : ,  

  є , , , 
 ’ ,    , 

  . 

      
  : , , 
   ,  ,  
,  ,  , -

 , SWOT-  . 

      -
  є     

    ( . 2). 

 

                                      В

    
    

    
  В

   
   

   
   

   
   

   
   

   
   

   
   

  В

1

2

2

3
3

4

4

4

7

8

8

6

А
а

в
і

ь

ь а в і ь

Е
в

і
ь

 - а а  ів ь;
В - в  ів ь  

 

. 2.       
  

 

     -

    [17, . 166-174].    -

  є      



70   , . 38, 2021 

є   : , -

  . 

      
    ( . 2). 

 

 2  
      

 

 
 

( ) 

  
( ) 

  
( ) 

 (0; 0,5] (0,5;1] (0; 0,78] 

 (0,5; 1] (0; 0,5] (0,78; 0,82] 

 

      
   . 3. 

,  є      
    ,   

,     
. 

      : 
       

 є ;    “   
”;      -

    ;   
   ’є   . 

      є       
    є ,  

,    . 

       
      
 .      

 . ,    
  ,  « »  . 

     :  
є  – 0;   – 0,1;  – 0,3;  – 0,5;  – 

0,7;   – 0,9;  – 1,0. 

     
      

      .



71   , . 38, 2021 

 3  
      

 

№ 
-

 

   
 

 
( , , ) 

  
 

  

1 2 3 4 

1  ( ),  
 ( ),  
 ( ) 

 
 

 

–         
є ; 

–    “   ”; 

–         
 ; 

–      ’є   
 

2  ( ),  
 ( ),  
 ( ) 

 
-

 
 

–          
( , , , ); 

–     ( ,  
); 

–      

3  ( ),  
 ( ),  
 ( ) 

 
 

 
" " 

–       
; 

–   /    
; 

–      ;  
–   « »    ;  
–      

4  ( ),  
 ( ),  
 ( ) 

 
 

  

–    є      
;  

–      ;  
–    ;  
–     



72   , . 38, 2021 

 

 . 3 

 

1 2 3 4 

5  ( ),  
( ),  
( ) 

 
 

  

–      ; 

–   (     
   ); 

–    -  є ; 
–     (  

 - )  ,  
є      « є - »   

   

6  ( ),  
( ),  
( ) 

 
-

 
 

  

–       є  
    ; 

–         
         

    

7  ( ),  
( ),  
( ) 

 
 

 
 

–         
   ; 

–  ( )      
 ; 

–      ; 
–    “  – ”; 
–    ;  
–     ; 

–      
8  ( ),  

( ),  
( ) 

 -

 
 

  

–    є     
 ; 

–    . 

 



73   , . 38, 2021 

 .  ,    
      

 -    . 
    є   

        
  ,     -

.      
      

,   .  

 
 

 
1.  . . : . :    

, 2008. 346 . 
2. Buren N., Demmers M., Heijden R., Witlox F. Towards a Circular 

Economy: The Role of Dutch Logistics Industries and Governments. Sustainability. 
2016. No 8(647). . 1–17.  

3. Candemira Y., Çelebib D., Candemira Y. An inquiry into the analysis of 
the Transport & Logistics Sectors’ Role in Economic Development. Transportation 
Research Procedia. 2017. Vol. 25. P. 4692–4707. 

4.         
 2030 . URL: https://zakon.rada.gov.ua/laws/show/430-2018-

%D1%80#Text (  : 08.11.2021). 
5.        . URL: 

https://mtu.gov.ua/files/Logistics.pdf (  : 08.11.2021). 
6.  . .    : 

, , : . :   , 
2017. 513 . 

7.  . .     «  
». : , 2012. 117 . 

8.  :   . . 2. / .: . . 
 ( . .)  . :   “ ”, 2000. 864 . 

URL: http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-logistichna-
strategiya.html (  : 08.11.2021) 

9.  . .,  . .,  . .  
: . X :  « », 2010. 440 . 

10.  . .,  . .   
      

є . Modern Economics. 2019. № 14. . 296-300. DOI: 
https://doi.org/10.31521/modecon.V14(2019)-46. 

11.  . .   . .: -
, 2003. 503 . 

https://zakon.rada.gov.ua/laws/show/430-2018-р#Text
https://zakon.rada.gov.ua/laws/show/430-2018-р#Text
http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-logistichna-strategiya.html
http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-logistichna-strategiya.html


74   , . 38, 2021 

12.  . .,  . .   
 є . . 2021. № 1-2. DOI: 

10.32702/2306&6792.2021.1–2.65 

13.  . .,  . .,  . .   
 є   . i   . 2018. № 3.  

URL: http://www.economy.in.ua/pdf/3_2018/10.pdf (  : 08.11.2021) 

14. C  . .    . 
URL: http://www.elitarium.ru/2007/12/11/logisticheskie_strategii.html (  

: 08.11.2021). 
15.  . .   є :  

.   : i   . 2021. 
. 37. . 48-60. 
16.  . .  «  »  «  

».   : i   
. 2019. . 33. . 31-44. 

17.  . .     
.   : i   . 

2020. . 35. . 160-176. 
18. Bielecki M., Lodz . Total logistics management concept and principles in 

manufacturing enterprise. Business Logistics in Modern Management. 2017. 
Vol. 17. P. 93-107 URL: https://econpapers.repec.org/article/osibulimm/ 
v_3a17_3ay_3a2017_3ap_3a93-107.htm (  : 08.11.2021). 

 

References 

 
1. Oklander, M.A. (2008). Lohistyka [Logistics]. Kyiv: Tsentr navchalnoi 

literatury [in Ukrainian].  
2. Buren, N., Demmers, M., Heijden, R. & Witlox, F. (2016). Towards a 

Circular Economy: The Role of Dutch Logistics Industries and Governments. 
Sustainability, 8(647), 1–17 [in English].  

3. Candemira, Y., Çelebib, D. & Candemira, Y. (2017). An inquiry into the 
analysis of the Transport & Logistics Sectors’ Role in Economic Development. 
Transportation Research Procedia, 25, 4692–4707. [in English]. 

4. Pro skhvalennia Natsionalnoi transportnoi stratehii Ukrainy na period do 
2030 roku [About the praise of the National Transport Strategy of Ukraine for the 
period until 2030]. Retrieved from: https://zakon.rada.gov.ua/laws/show/430-2018-
%D1%80#Text [in Ukrainian]. 
 5. Stratehiia staloi lohistyky ta Plan dii dlia Ukrainy [Sustainable Logistics 
Strategy and Action Plan for Ukraine]. Retrieved from: 
https://mtu.gov.ua/files/Logistics.pdf [in Ukrainian]. 

6. Hryhorak, M.Iu. (2017). Intelektualizatsiia rynku lohistychnykh posluh: 
kontseptsiia, metodolohiia, kompetentnist [Intellectualization of the logistics 
services market: concept, methodology, competence]. Kyiv: Sik Hrup Ukraina. [in 
Ukrainian]. 

http://www.economy.in.ua/pdf/3_2018/10.pdf
http://www.elitarium.ru/2007/12/11/logisticheskie_strategii.html
https://zakon.rada.gov.ua/laws/show/430-2018-р#Text
https://zakon.rada.gov.ua/laws/show/430-2018-р#Text
https://mtu.gov.ua/files/Logistics.pdf


75   , . 38, 2021 

7. Roslavtsev, D.M. (2012). Konspekt lektsii z kursu «Lohistychne 

obsluhovuvannia» [Lecture notes for the course "Logistics Services"]. Kharkiv: 

KhNAMH [in Ukrainian]. 

8. Ekonomichna entsyklopediia [Economic encyclopedia]: U trokh tomakh. 

T. 2. / S.V. Mochernyi at al. (Eds). (2000).  Kyiv: Vydavnychyi tsentr “Akademiia” 
Retrieved from: http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-

logistichna-strategiya.html  [in Ukrainian]. 

9. Ponomarenko, V.S., Tankov, K.M., Lepeiko, T.I. (2010). Lohisytychenyi 

menedzhment [Logistics management]. Kharkiv: PH «INZhEK» [in Ukrainian]. 

10. Shyshkin, V.R, Bakhmetova, Y. (2019). The Perspectives of the Logistics 

Strategy Use as the Condition of Enterprise’s Competitive Ability Providing 

[Prospects for the use of logistics strategy as a condition for ensuring the 

competitiveness of the enterprise]. Modern Economics, 14, 296-300. DOI: 

https://doi.org/10.31521/modecon.V14(2019)-46. 

11. Uoters, D.  (2003). Logistika. Upravleniye tsep’yu postavok [Logistics. 

Supply chain management]. Moscow.: YUNITI-DANA [in Russian]. 

12. Kovalenko, H.O., Chukina, I.V. (2021) Lohistychni stratehii 

silskohospodarskykh pidpryiemstv [Logistics strategies agricultural enterprises]. 

Agrosvit. Retrieved from: http://www.agrosvit.info/pdf/1-2_2021/8.pdf [in 

Ukrainian]. 

13. Tymoshchuk, O.M., Melnyk, O.V.& Somin, O.A. (2018). Formuvannia 

lohistychnoi stratehii pidpryiemstv vodnoho transport [Formation of logistics 

strategy of water transport enterprises]. Ekonomika ta derzhava - Economy and 

state. Retrieved from: http://www.economy.in.ua/pdf/3_2018/10.pdf [in 

Ukrainian]. 

14. Sergeev, V.I. (2007). Naiboleye rasprostranennyye logisticheskiye 

strategii [The most common logistics strategies]. Retrieved from: 

http://www.elitarium.ru/2007/12/11/logisticheskie_strategii.html [in Russian]. 

15. Vodolazhska, T.O. (2021). Lohistychna stratehiia pidpryiemstva: sutnist 

poniattia [Logistics strategy of the enterprise]. Ekonomika transportnoho 

kompleksu – Economics of the transport complex, 37, 48-60 [in Ukrainian]. 

16. Kryvoruchko, O.M. (2019). Poniattia «lohistychnyi servis» i «lohistychne 
obsluhovuvannia» [The concept of "logistics service" and «logistic servicing»]. 

Ekonomika transportnoho kompleksu – Economics of the transport complex, 33, 

31-44 [in Ukrainian]. 

17. Ovcharenko, A.H. (2020). Otsiniuvannia yakosti lohistychnoho 

obsluhovuvannia spozhyvachiv [Assessing the quality of logistics customer 

service]. Ekonomika transportnoho kompleksu – Economics of the transport 

complex, 35, 160-176 [in Ukrainian]. 

18. Bielecki, M., Lodz, . (2017). Total logistics management concept and 

principles in manufacturing enterprise. Business Logistics in Modern Management, 

17, 93-107. Retrieved from: https://econpapers.repec.org/article/osibulimm/ 

v_3a17_3ay_3a2017_3ap_3a93-107.htm 

http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-logistichna-strategiya.html
http://www.ukr.vipreshebnik.ru/entsiklopediya/57-l/4066-logistichna-strategiya.html
https://doi.org/10.31521/modecon.V14(2019)-46
http://www.agrosvit.info/pdf/1-2_2021/8.pdf
http://www.economy.in.ua/pdf/3_2018/10.pdf
http://www.elitarium.ru/2007/12/11/logisticheskie_strategii.html


76   , . 38, 2021 

DEVELOPING QUALITY STRATEGIES OF  

LOGISTICS CUSTOMER SERVICE 

 
KRYVORUCHKO ., Doctor of Economic Science (DSci), Professor. 

E-mail: oksana_kryvoruchko@i.ua, Scopus Author ID: 57204691493; 

ORCID ID: https://orcid.org/0000-0003-0967-7379 

VCHARENKO ., postgraduate. 

E-mail: nastik.ovch@gmail.com 

Department of Management, Kharkiv National Automobile and Highway 

University, Ya. Mudrogo str., 25, Kharkiv, Ukraine, 61002. 

 
Abstract. Today’s requirements for the implementation of logistics activities require the 

formation and revision of appropriate strategies. The article considers the practical and 

theoretical experience of developing strategies for logistic activity and logistics consumer 

service. The strategy of quality of logistics customer service is implemented in the management of 

logistics business processes of the enterprise and is a set of solutions, plans and measures aimed 

at continuous improvement and ensuring effective organized activities of staff in a certain 

material environment related to offering and providing logistics services that meet specific needs 

and requirements of customers. 

When forming quality strategies of logistics services, special attention should be paid to 

the culture of quality (formation of the worldview of the whole team in the field of quality – 

motivating each employee to acquire new knowledge and skills) and business culture of logistics. 

The latter acts as a certain unity of interests of all groups of persons interested in logistics 

processes; provided with appropriate ways of making management decisions, etc. 

The article proposes an approach to the formation of logistics service quality strategies, 

which is based on determining the levels of efficiency, effectiveness and adaptability of logistics 

customer service, and involves the development and selection of options for appropriate 

alternative solutions. The following strategies are determined as typical: strategy of logistics 

outsourcing, concentrated improvement, reengineering of the logistics service process, 

purposeful quality improvement, application of “kaizen” technologies, minimization of logistics 
costs, quality management, continuous improvement of the quality of logistics services. 

The choice of priority alternative solutions is based on the maximum values of their 

integrated assessment, taking into account the importance of implementing a particular strategy. 

 
Key words: strategy, logistics customer service, quality, logistics activities, quality 

strategy of logistics services. 
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