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ABSTRACT

The explanatory notes to the qualification paper «Organization of logistics
customer service in the company» comprises of 84 pages, 19 figures, 12 tables, 52

references and 3 appendixes.

KEY WORDS: CUSTOMER SERVICE, LOGISTICS CUSTOMER
SERVICE, CUSTOMER SERVICE PROCESS, CORPORATE WEB SITE,
CUSTOMER SATISFACTION, DEVELOPMENT, COMMUNICATION.

The basic principles of the customer service process are considered in the
qualification paper.

The theoretical part covers the essence and process of customer service at an
enterprise, existing approaches for its improvement. The analytical part is devoted to
the analysis of financial and economic activity of LLC “Center Trans Service” and to
identify problems of customer service.

The subject of the investigation is improving customer service at the LLC
“Center Trans Service”.

The object of the research is the process of customer service and logistics
customer service.

Methods of research are general scientific and special methods of scientific
knowledge: dialectical analysis and synthesis (for comparing different approaches of
scientists to the interpretation of the essence of concepts), abstract and logical
analysis, as well as grouping, generalization, comparison, classification, methods of
financial and economic analysis, SWOT analysis.

Materials of qualification paper are recommended to be used during scientific
research, in the educational process and in the practice of specialists of logistics

departments.
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NOTATION

WMS — Warehouse management system;

ERP —Enterprise resource planning;

RFID —Radio frequency identification;

TMS —Transport management system;

CRM —Customer relationship management;

KPI —Key performance indicator;

EU —European Union;

LLC —Limited liability company;

CTEA —Classification of types of economic activity;

USREOU —Unified State Register of Enterprises and Organizations of Ukraine;
COGS —Cost of goods sold;

UAH —Ukrainian hryvnia;
B2B —Business-to-business;
IT —Information technology;

ROI —Return on Investment.



INTRODUCTION

Actuality of the theme. In the modern business world, gaining a competitive
edge and improving operational efficiency depend heavily on providing excellent
logistics customer service. Customer service in logistics is not just a supporting role;
rather, it is a strategic requirement that affects customer retention, satisfaction, and
overall business success. A number of significant current business trends and
challenges highlight the theme's applicability.

Today's customers expect logistics services that are quicker, more dependable,
and more transparent. They anticipate flexible delivery options, timely issue
resolution, and real-time shipment updates. A logistics customer service that is well-
organized and capable of promptly and efficiently attending to customer needs is
necessary to meet these elevated expectations. Additionally, in a highly competitive
market, superior logistics customer service can be a key differentiator. Companies
that excel in logistics customer service can attract and retain customers more
effectively, build stronger relationships, and enhance their brand reputation.

The relevance of the study of methods and tools is determined by the need to
deepen the theoretical and methodological base and practical management of
customer service in the company based on innovative technologies. In this context,
the substantiation of directions for improvement of transportation customer service
management based on digitalization and innovative technologies becomes important.

Theoretical and practical aspects of the matter were studied by such scientists
as Philip Kotler, John Tschohl, David Jacoby, Ralph L. Day, Melnykova K.V., Vovk
V.M., Radziyovska G., Ovcharenko A.G., Pazeeva G.M., Samchynska K.lI.,
Gaydabrus N.V., Mazorenko O.V., Laguta Y.M. Roslancev D.M., Dudar T.G.,
Voloshyn R.V.

The purpose of the qualification work is substantiation of theoretical and
practical aspects of customer service and logistics customer service in the company

based on the implementation of new communication channel.
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Achieving the goal of the qualification work conditioned the performance of
the following tasks:

— research of the essence of customer service and logistics customer service;

— to single out existing approaches to improving customers service at the
enterprises;

— provide organizational and economic characteristics of the enterprise;

— conduct an analysis of customers service process at the enterprise;

— to investigate the process of logistics customer service at the LLC “Center
Trans Service” in the context of improving the communication channels;

— to provide an economic rationale for the proposed measures.

The object of the qualification work is customer service process at the
enterprise.

The subject of the qualification work is customer service based on
improvement approaches.

Methods of research. A complex of general scientific and special methods of
scientific knowledge: dialectical, analysis and synthesis (for comparing different
approaches of scientists to the interpretation of the essence of concepts), abstract and
logical analysis (when substantiating and developing methodological approaches to
the assessment of financial and investment potential), as well as grouping,
generalization, comparison, classification, methods of financial and economic
analysis, SWOT analysis, ABC-/XYZ-analysis.

Legislative and regulatory acts of Ukraine, resolutions of the Cabinet of
Ministers of Ukraine, background information, textbooks and manuals, scientific
research articles, information from Internet sources served as the information base of
the conducted research.

The qualification work consists of an introduction, three chapters, conclusions,

and references.
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CHAPTER 1
THEORETICAL APPROACHES TO THE ORGANIZATION OF
LOGISTICS CUSTOMER SERVICE OF THE COMPANY

1.1 The essence of the concepts of “customer service” and “logistics

customer service”

Customers are the main elements of any type of business. It is quite difficult to
overestimate the value of customers for any enterprise operating in any field. It is
obvious that the customers are the main source of income and profit for the enterprise
and more importantly of development of the company. However, not only do they act
as a primary source of income by purchasing products or services, or provide sales
growth over time, but they also help any business to keep and enhance its market
presence and competitive edge.

They also provide an opportunity for business development by giving the
feedbacks and showing or not showing such a thing like brand loyalty. Customers are
able to be the driving force for product or service improvement. According to the
customer’s positive or negative experience and suggestions, enterprises can identify
the possible areas for improvement and innovation. The provision of feedback is
necessary for a company to stay competitive and meet all the time changing market
demands and customers’ requirements. It becomes possible for companies to adjust
their offerings according to the customer needs and raise overall customer satisfaction
score.

Moreover, satisfied customers tend more to be loyal to a brand and repeatedly
choose the products or services of a particular company, rather than competitors. Not
only will it lead to a steady revenue stream but also result into brand advocacy. The

loyal customers are very likely to recommend particular business to friends and
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family, colleagues or anyone interested, that will possibly become new customers of
a business, without additional market costs.

Customers of can be divided into three equal categories that provide the

companies with needed results (Fig. 1.1).

Customers

A

Individual Entities Individuals
entrepreneurs

Figure 1.1 — Types of customers
Source: [2; 3]

Despite the fact that the customers are all different in its legal form, the
requirements that they have and their expectations that should be met, they all have
one common thig, that is being the resource of revenue and profit for the company.

Thus, understanding and satisfying customer needs should be the main focus of
any enterprise that is willing long-term success and sustainable development.

In today’s competitive environment, where customers have a broad pool of
choice to choose from, companies should pay special attention to the formation and
maintenance of relationships with customers. Logistics companies are not an
exception for this rule. Customer service has to be on top level in order to stand out
among fellow competitors.

The basic reasons for implementing customer service process at any enterprise
1s to meet customers’ requirements and to build solid customers’ loyalty and
relationships.

That is why it is crucial to understand the concept of customer service and

logistics customer service.
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It is rather challenging to give one precise definition for such a broad type of
activity as customers service. In general, customers service is the guidance, help or
support provided by a company to the customers mainly before, during and after the
purchase of the product or service utilization. A few well-known specialists in
marketing and provident specialists in customer service have given their own
definition of the customer service based on the practical experience and theoretical

knowledge gathered over the flow of their careers (Table 1.1).

Table 1.1 — Definitions of customer service

Author Definition
1 2

Philip Kotler “... a set of auxiliary services accompanying the main
service or product...”

John Tschohl ““...fast, honest, comprehensive help and problem solving...”

David Jacoby “...providing assistance or instruction before, during and
after the purchase...”

Ralph L. Day “Customer service implies activity additional to the main
service accompanying the sale of a product or provision of a
service.”

Source: [3]

Even though all the definitions are not the same, they once again focus on help
and set of measures aimed at fast and comprehensive response to customers’ needs
before, during and after the purchase or utilization of services.

The latest development of the customer service has been noted in the last
decade, mainly connected with usage of social networks. Nowadays people spend
more and more time using different social media websites like “Facebook™, “X”, and
the companies also use it as a direct channel of communicating with customers.

Even though the whole process of customer service has undergone a great way
of establishing and developing, it is to be believed, that it will only continue to evolve

and find new ways to benefit the business (Fig. 1.2).
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1870s-
1890s
1760s * Invention of
o the Future
* First ever telephone 19905
customer and wider * Using of AT
support using of the * Start of as customer
teams technology Internet service tool
1868 1960s 2000s -
* First money- * Beginning of present
back call centers « Start and
guarantee development
offering of social

media

Figure 1.2 — The evolution of customer’s service
Source: [4]

At the same time, logistics customer service is subtype of customer service,
since it is narrowed by the company’s activity.

However, logistics service is a set of services performed during direct delivery
of commodities to customers at the final stage of the transport chain, while customer
service is a process of creating significant benefits that include added value while
providing cost-effectiveness in the supply chain. To sum up both definitions, it is
possible to tell that logistics customer service is a set of logistics operations with
material, informational and financial flows that provide the highest score of
customers satisfaction during managing logistics flows. The set of logistics
operations also meets the criterion of optimal logistics costs and provide the company
with competitive advantages among its competitors [5].

Now the necessity of logistics customer service is much higher than ever.
There could be a few reasons for this. For example, the demands and wishes of
customer are always changing and growing [6]. After the COVID-19 pandemic the
logistics industry has completely developed to the new level because the customers
expect more and also demand more. The world will definitely not go back to the way

it was only five years ago. Moreover, products become less and less different,
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especially since the company operate in the same field. However, even though all the
companies present at the same market can not show a great range of customers
services options, it is still a unique and complex system at every enterprise that
ensures it financial stability. In order to understand the essence of the concept of

logistics customer service it is necessary to dig into its elements (Fig. 1.3).

Logistics customer

service
v \ 4 v
Pretransaction Transaction Posttransaction
elements elements elements
. Statement of policy; Stockout level; o Installation,
. Customer Backorder ability; warranty, repairs;

acknowledgement;
Organizational

Product tracking;
Customer claims;

Order cycle time;
Transshipment;

structure; System accuracy; . Product
J Capacity flexibility; Order convenience packaging;
° Technical services . Products returns

Figure 1.3 — Elements of logistics customer service
Source: [7]

Here it is possible to see that the main goal of pretransaction parts is to create a
positive environment for customer service. These elements give the explanation about
tactical and operational sides of customer service processes at the company. This
sector is especially important for reverse logistics processes.

Meanwhile, transaction elements are basically everything from the moment the
order is received until the delivery to the final consumer. At this stage, the enterprise
iIs mainly focusing on packing, transporting, storage is needed of the order both
timely and cost effectively.

Last but not least, posttransaction elements represent the services that are
needed to support the product brand afterwards, or to help customers with defective
products or wrongly operated services, or provide return policy, or handle

complaints, claims, etc.
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1.2  Study of the company's customer service process

To start with, the core of the logistics system of enterprises is logistics
customer service process. Within the operations of logistics transportation systems,
the concept of logistics customer service is crucial. The supply chain's overall scope
serves as the foundation for this idea. Historically, it has been challenging for supply
chain participants to specify their part in the overall end-user customer service
provided [8].

A greater understanding of "their role not only with reference to trading
partners but also to the end customer and at the point to the fact that logistics
customer service in the supply chain functions as communication vessels" is,
nevertheless, the growing trend.

The term "customer service" encompasses a wide range of activities, from
after-sale maintenance to product availability. From a logistics standpoint, supply
chain operations and all other logistics-related activities culminate in customer
service.

It is possible to specify two parts of customer service (Fig. 1.4). Combined they
present effective and efficient logistics customer service.

As it was previously mentioned, customer service is a complex activity system
that includes all interactions between the company and its customer. Studying the
company’s customer service is a necessary step for successful activity of any
company in the market.

First of all, it allows the management to see the advantages and disadvantages
in existing processes of customer service. Thanks to this, it is possible to find the
areas that need improvement and further development to provide high level of
customer satisfaction. Research on the customer service process is also helpful in a
way to better understand the requirements and expectations of the customers. The
more prepared the company is for the market demand — the more likely are the

customer to come back to the company. Continuous research of the customer service
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process also allows to optimize the utilization of company’s resources, that leads to

cost saving and rises the effectiveness of the operations.

Logistics customer
service process

Inventory strategies
e Forecasting;
¢ Inventory decision-making;
e Storage decision-making;
e Purchasing and supply
scheduling decision-making.

Transport strategies
e Transport planning;
e Transport scheduling;

e Transport modal selection.

Figure 1.4 — Elements of logistics customer service process

Even though, the customer service process is individually tailored for every
company, it is still believed that there is a common logistics system of an enterprises

in limits of which there is a unified operation list that represents common customer

service.

In order to present a common logistics system, it is presented in a simplified
way, mentioning the main processes, such as getting an order — supply -
manufacturing — transportation — distribution — delivery of the order (Fig. 1.5).

However, it is still possible to narrow down the particular operations happening
in such a logistics systems. The listed operations are also rather common and are used

by the majority of the companies. Although, there may be differences in how it is

Source: [9]

operated from company to company.
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4 ™ 4 N

Getting an Delivery of the
order order
. J \ J
4 N\ 4 N
Supply Distribution

\ J \ J

4 ™ 4 N
Manufacture Transportation

\ J/ \ J

Figure 1.5 — Logistics system of enterprises
Source: [10]

The presented list of the operations (Fig. 1.6) shows rather a detailed process of
logistics customer service. From the point of getting an order up until the fulfillment
the order and final delivery, such schemes are present at all companies that want to
get better financial results and more important satisfied customers. Of course, not
only this algorithm is a driving force of the result, however, it is extremely important
to have logical and step-by-step system in order to provide the best possible result.

Receiving orders as the first step of the process is the first communication that
happens between the customer and the company. The customer has done some
research about possible choices among the presented companies in the market, it has
still chosen the given company thanks to, for example, previous experience or
recommendations. The initial information is discussed at this stage and whether or

not the following business activity is possible.



Receiving orders from external and internal customers;

.

Coordination of terms of supply and shipment of products or services with suppliers and recipients;

G

Product delivery planning;

G

Reception and storage of products in the warehouse of the company;

G

Control of the process of marketing of incoming products to the warehouse of the enterprise;

G

Shipment of the products from the enterprise;

.

Control of the process of shipment of products to consumers;

.

N
Putting the necessary marks in the invoices, according to which products are delivered;
N
Acoounting of products subject to return by trade enterprises;
hVd
Conclusion of contracts with transport companies;
A4
Calculation of the optimal route of product delivery;
N2
Development of vehicle tracking route;
N2
Calculation of transport costs;
N2

Control of the traffic route of vehicles

| Informing recipients about the estimated time of arrival of vehicles; |

Figure 1.6 — Unified list of operations in logistics customer service process
Source: [11]

Coordination of the terms is the second stage where it is already confirmed that
both the company and the customer are ready to work together. It is still a formal
stage where both sides are discussing possible variant of fulfilling the order, the
conditions of shipment. Both sides take legal actions and more likely sign official
document that is the guarantee for the both sides of the deal.

Product delivery planning step is already an internal process of the enterprise.
The management looks for the algorithm that is used mainly in the given conditions
or builds a new strategy if it was not needed yet. Product delivery planning is the
stage where the enterprise needs to come up with the most cost-efficient solution that
provides the best service for the client. It is important to work in favor of both sides,
but still keep balance.
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Reception and storage of the products at the company’s warehouse is an
important step of the customer service, that influences the efficiency and timeliness
of product delivery to the final consumer. If the process of reception and storage is
well-planned and takes place without any issues, it is possible to assume that it will
affect customer satisfaction rate positively by timely and high-quality delivery. It will
also help minimize the costs and damage rate during the storage. As well as other
processes in customer service, this high quality of reception and storage of goods will
allow not only to keep the old customers but also to attract new ones, as well as
enhance the brand image at the market.

Control over the placing of the products may be one of the key elements of the
process. The level of persuasiveness and accuracy of the given step affect not inly
promptness and accuracy of the order realization but also general effectiveness of the
firm’s logistics system. A well-designed control system guarantees less loss, lower
risk of product damage, and higher customer satisfaction as well. Even though, it is
obvious, that every presented step of the customer service process has its outlined
algorithm, it is worth to look though the algorithm of the placing the products more
carefully, since it is mainly responsible for the final outcome of the system (Fig. 1.7).

Another step in the process is shipment of products from the enterprise. This
procedure entails getting goods ready for shipping, creating orders, packing cars, and
handling necessary paperwork. An efficient shipment organization reduces the
possibility of delays and damage while guaranteeing prompt and high-quality
delivery of goods. For this step the companies are very likely to use different
systems, for example, such technologies as WMS are used for automatization of the
processes and cutting the costs. The enterprises also show tendency to lean into using
of the ERP-system integration for synchronization of data about the order and
shipment, as well as RFID- tags for accurate tracking [13]. The effective process of
shipment of products may help the enterprise to cut on the time of preparation of
shipment and to optimize the utilization of the warehouse space and more importantly
raise the level of customer satisfaction due to reliability and transparency of the

process.



* Preparing the schedule of receiving;
Prepar¥fion for | ° Prepgnpg the needed dqcumentatlon;
receiving | * Providing staff and equipment.
product

 Unloading the products;
Receiving | ° Verification of the products with accompanying documents.

the products

* Visual nspection;
_ * Checking the compliance of the quantity of the products according to
Venfying the| the documents;

quantity and | « Carrying out random tests.
quality

* Issue the acceptance acts;
 Enter product data into the accounting system;

Registration | « Report on products receipt to relevant departments.
and marking of]

the products

N 2 N

Figure 1.7 — Step by step algorithm of placing the products at a company’s
warehouse
Source: [12]

One of the most important aspects of logistics customer service that impacts
the promptness and caliber of goods delivery is the management of the product
shipment process to end customers. The success of the business in the marketplace
and overall customer satisfaction are dependent on how well this process works.
Monitoring every stage of the process, from order preparation to delivery, is part of
shipment control to guarantee that quality standards and customer requirements and
expectations are met.

Informing the customer about the time of delivery counts obviously as a direct

communication with customer. Even though the company has an approximately
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planned schedule for the shipments and deliveries, it is still important to at least
inform the customer about the time of delivery or it would have been even better to
take into consideration the preferred time of the delivery. It would be highly
appreciated by the customers.

Marking the invoices is a crucial step that ensures accurate and efficient
delivery of products. Not only for the company but also for the customer is it
important to correctly identify the quantity, product codes, if any, delivery address,
special instructions, and conditions of shipment. It is also necessary to keep a copy of
the marked invoice for the records. This will be useful for tracking purposes and for
resolving any potential discrepancies or issues that arise.

Accounting of products subject to return is an important process for ensuring
the exact volume of commodity values and financial transactions. This process
includes several stages, such as making a decision to return to event processing and
updating records in difficult conditions. In this case, the customer must also be
informed when the products have been returned and when the return has been
processed. It is necessary to conduct a survey and get feedback on the reasons of
returning the product. It would be helpful for improving the quality of both products
and services and increase the quality of customer service, which is the main goal.

Conclusion of contracts with transport companies is a vital element of logistics
customer service, for such elements as reliability and efficiency depend on it. Taking
into account various requirements for the transportation of different types of goods,
contractual relations with transport companies must be clearly regulated to ensure
that all conditions and requirements of customers are met. The key elements of this
stage are description of the services, tariffs and payment conditions, duties and
responsibilities of both sides, insurance, confidentiality, due date of the contracts and
problem-solving approaches. The given process requires careful planning, analysis
and negotiation to ensure that all customer requirements and expectations are met.
Effectively concluded contracts help increase the level of customer satisfaction,

optimize logistics processes, and strengthen the company's reputation [14].
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One of the most important steps in providing the client with logistics services
is calculating the best route for product delivery. This procedure has the benefit of
lowering transportation expenses, enhancing delivery effectiveness, and satisfying
client demands. Logistics companies can minimize their environmental impact, cut
down on fuel and vehicle maintenance expenses, and shorten delivery times by
implementing route optimization. In this process companies can also include the
utilization of TMS — transport management systems, which work alongside WMS in
order to make the route planning and optimization automated. Moreover, the
algorithms of machine learning also help to forecast the time of delivery that will be
additional advantage from the customers’ point of view. As it was slightly mentioned
before, this step has an additional possibility of attracting new customers and
maintaining already existing customer market by increasing the environmental
awareness of the business. This step helps the companies to decrease the level of CO?
emissions, which is a clear indicator of sustainable business [15].

Development of vehicle tracking route is the following step after calculation of
the optimal route. It keeps the steady strategy that was given previously on cutting
costs, reducing the delivery time, raising the quality of indicator.

Calculation of the transport costs is a vital step for the company. As it was
mentioned previously, the companies, nowadays, tend to pay more attention to
cutting costs strategies. The right approach of the company to the matter of
calculating the costs allows the enterprise to provide competitiveness, optimize the
costs and once again raise customers satisfaction rate. At this stage the company
particularly takes into consideration different types of costs (Fig. 1.8).

For accurate calculations of transport costs the enterprises may also use
different methodologies of calculation. Normally, three methods are the main to be
considered:

— route method — analysis of the most optimal route, its distance, and
calculating the cost by multiplying the distance by average fuel consumption and its

cost;
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— time method — calculating the time of loading, transportation and unloading

as well as all the preparation operations, and calculating the total costs by multiplying
total time by the driver’s wage rate;

— method of calculation per unit of product — it is calculated by dividing total

costs by products quantity.

Fuel costs:

Personnel costs:

Maintenance and repairs costs;

Depreciation costs;

Insurance costs;

Administrative costs;

Penalties and extraordinary costs;

Storage costs;
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AL L

Road and tolls payments.

Figure 1.8 — Types of costs
Source: [16]

This significant step helps the company not only to offer competitive prices for
its services, but also shows clear algorithm of the price creating process. The
customers are able to see the structure of the price that they pay.

Even though according to the scheme control of the traffic route of vehicles is
listed as the last process, there are still operations happening after that, just outside of
the logistics system of the enterprise. This step allows to conduct statistical research
and give updates on road situation and the route optimization. Even though the route
calculation and route development are normally happening before this stage, it is
impossible to know for sure what is happening outside on the road. There is always a

chance of traffic jam, road accident, bad weather conditions, repair works and other
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phenomenon that could affect the transportation process. By controlling the traffic
route, it is possible to give updates on the current situation and to introduce the
necessary changes to already existing routes. At this point it is also likely to use GPS-
trackers and TMS to track the real-time movement and to manage the vehicle, as well
as give the recommendations to a driver. Not only does it contribute to cost-cutting
strategies or transparency of the process or raises the satisfaction rate of the
customers, it also prevents any possible accidents such as thefts and loses due to the
uncontrolled circumstances.

It is also possible to analyze the process of logistics customer service not only
from a point of logistics system of the enterprise. For example, looking into process
of logistics customer service from the point of process approach does not make much
difference to already presented logistics customer process. However, in this case,
process of logistics customer service is a result of interaction between the customer
and a seller with different level of activity and involvement at different stages [17].

Such processes are hamed according to these characteristics as preparation for
acceptance and realization of the order; communication with a customer; internal
communication, preparation of the product; delivery; payment services; installation
of the product; warranty services; complaints handling; return policy; policy of return
packages. However, the named processes do not provide specific steps in logistics

customer process [18].

1.3 Existing approaches to improving the customer service process

Outstanding customer service is a crucial differentiator that determines a
company’s successful operation or its failure in today’s competitive business
environment. Businesses constantly look for methods to improve and enhance their
customer service procedures as they work to meet and surpass customer expectations

and market requirements and standards [19]. Throughout the timeline of development
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of customer service industry, numerous strategies have been created and put into
practice to raise the standard, efficacy and efficiency of customer service.

These methods cover a wide range of tactics, such as implementing customer-
centric organizational practices and especially utilizing cutting-edge technologies.
Companies looking to improve customer satisfaction, cultivate loyalty, and
streamline their customer service procedures must comprehend and assess these
current approaches. It is vital to know and understand what tried-and-true techniques
and cutting-edge innovations companies use to improve their customer service
operations, offering a thorough rundown of the instruments and procedures that result
in better customer experiences.

It is worth mentioning that with further development of new technologies and
creating innovative high tech, the companies will only put more effort into coming up
with new approaches of handling customer service [20].

To begin with, as it was mentioned, the implementation of the advanced
technology will only grow and will show impressive results for customer service
segment of the companies’ operation. Already now the trend for CRM systems,
automated tracking, artificial intelligence and chatbots has been present for the last
couple years, it has significantly improved the overall experience of customer service.

Firstly, CRM is generally a program that optimizes all processes and
operations, connected with interaction between company and customers by storing,
structuring and managing data [21]. The CRM-systems nowadays normally have a

few parts, that are responsible for different kinds of data and tasks (Fig. 1.9).
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Figure 1.9 — Structure of CRM-system
Source: [22]

Nowadays there are two classifications of CRM. However, the most common
classification divides CRM-systems according to the system of relations with
customers. They are:

— operational — the main goal of such systems is to optimize the working
Processes;

— analytical — the main purpose is to provide customers with high-quality
services on the basis of collecting and analysis of data;

— collaborative — they are used for coordination of sales processes, marketing
and customer service.

Another innovation that becomes to be widely used now is automated tracking
and notification system. Now this is one of the most effective and impressive
approaches in customer service. This technology allows companies to track orders in
real-time regime, provide updates for customers on the status and geographical
position as well as the conditions in which their product is. The introduction of this
technology has already shown numerous advantages and positive result in customer

service.
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First of all, there is a full transparency between the company and customers. It
completely destroys the barrier of not knowing and demonstrates the customer real-
time information about their order. It raises the trust level and normally leads to the
financial improvement at the company.

This technology also helps the support centers of the companies. When the
customers have automotive access to the up-to-date information, they have no need of
contacting support centers. This gives the support centers an opportunity to focus on
the other workload like complaints, replying to perspective clients or solving any
other kind of issues.

The speed and effectiveness are probably the main two indicators that are in
the pool of interest of any customer. Here the automated tracking and notification has
the biggest advantage from the customers’ point of view. Supposedly they are more
likely to choose an option where their request is fulfilled as fast as possible.

Chatbots have been used already for quite some time by many companies, no
matter big or small. They are quite convenient to collect quick and direct response
from customers as well as to give the answers for the most common questions. The
biggest advantage of the chatbots is that they are automated and are programmed in
such a way to guide the customer through different categories until they find the
necessary information or decide to call or write an e-mail to the company. It is also
time saving technology for both, customers and companies [23].

However, there is a disadvantage of limited information pool. It is difficult to
put all the possible information on all matters in single chatbots without making it
hardly to reach or overloading the interface. In the case, when the request of the
customer is individual and cannot be labeled as a common issue or a question, they
still have to contact the company’s representative or support team directly.

Another approach that has been used since the beginning of the customer
service is employee training and development. Even before high-tech innovations and
automated technologies people understood that the main way to increase customer
satisfaction is by training employees and developing their skills and qualifications.

Investing in the training and development of employees enhances not only the
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productivity of their work but also helps to create a satisfying customer experience
[24].

Obviously, the main advantage of this approach for the company is increasing
the professional competence. Such tendencies as regular training provide employees
with new knowledge and skills, that allow them to more efficiently perform their
tasks and duties and solve customer problems.

However, in order to understand the working potential of the employee it is
necessary to distinguish and rate the psychophysiological potential for engaging in
socially beneficial activities; chances for regular social interactions; potential for
creating novel concepts, techniques, or imagery; rationality of conduct; and
availability of the information and abilities required to carry out specific tasks and
jobs.

Another aspect influenced by the staff training is increased employee
motivation. The employees are very like to feel supported by the company, when
engaging into the training program provided by the company. It shows that the
management is ready to invest into new knowledge of its workers rather than hire
new people. The employees also feel more confident in their work when the
qualifications and knowledge is increased not only by the individual work but also
help provided by the enterprise [26].

Reduction of employee turnover is one of the managerial indicators of the
company that the company want to support. Hiring new individuals may become a
problematic issue when it comes to the training and educating new employees in
already long-existing working environment of a particular enterprise. That is why the
best possible solution could be investing in employee training.

There are different types of possible training end educational process. The
company could use each of them independently, but more often they use a
combination, that is supposed to give the best results. The main aspects of teaching
and development of employees at an enterprise could be: regular seminars and
workshops, online courses or educational platforms, couching, evaluation and direct
feedback.
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The approach that is one of the most effective among the customers is enhance
communication channels. Modern communication channels offer ease, accessibility,
and flexibility in the way that customers and businesses interact, making them a
crucial component of any strategy for enhancing the customer service process. By
utilizing a variety of communication channels, you can enhance the overall quality of
service and cater to the needs of distinct customer segments.

One of the most recent and widely used approaches is omnichannel logistics.
Using every available sales channel and communication channel, fully integrating
them, offering the same selection and prices across all sales channels, accepting
payments through any method, and maintaining a single database of customers’
preferences are all part of an omnichannel strategy. Channels for interacting with
customers include emails, social media, mobile applications, websites, service
terminals, and physical retail locations. Without a well-established logistics system,
omnichannel retail is unfeasible because the customer needs to receive the goods
precisely when they are supposed to and at the level of service that was promised to
him right away, regardless of the channel [26].

At the same time, it is important not to confuse omnichannel and multichannel
logistics. The only same characteristic of the both systems is that they both include
suggesting products and services through various channels. Although, channels of
multichannel system work independently one from another, while in omnichannel
system they sum up all the inventory, order fulfillment processes, customer service
operations together (Fig. 1.10).

Such a technology provides higher level of accessibility, speed and flexibility
of the enterprise. Customers are more satisfied because they can select the most
convenient method of communication from a variety of available channels offered by
the company. It also allows to quickly react and reply to customers’ requests and
solve the possible issues in real-time regime. Multimodal communication channels
also provide more effective and convenient communication with clients that helps to

minimize misunderstandings and problems.



30

Singlechannel Multichannel Omnichannel

'nu_.l:l % @
tefl [ F— Nj’ﬁ‘f
o \
L W

Figure 1.10 — Schemes of singlechannel, multichannel and omnichannel
logistics
Source: [27]

In the last years it is possible to witness the rising of another megatrend that
becomes one of the key approaches to logistics customer service, especially in
Europe. Focus on sustainability nowadays is becoming bigger and takes more space
in everyday routine and company’s operations. That is the reason why logistics of
circular economy gained so much attention.

This particular business model enables companies to utilize resources as long,
as it is possible, in contrary to already long existing business model of “get — utilize —
get rid of”. The concept of logistics of circular economy allows companies to pay
more attention to the sustainability issues that have greatly risen in the last few years.
It gives an opportunity to solve current environmental issues as well as the problem
of resource shortage. The rule of 3R lies in the basis of the concept. The rule
identifies as “reduce, reuse, recycle”. The given concept is implemented at the
beginning phases of the planning and development of the products. Reverse logistics
Is a key element of this approach. Logistics of circular economy is only possible to

implement with the condition of collecting the products and its transportation to the
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central point, where they will be reproduced, reconstructed or utilized once again, or
recycled [28].

By focusing on sustainable practices, the company is able not only to cut on
costs by route optimization and utilization of energy saving vehicles, but also to
improve company’s reputation. Adopting eco-friendly procedures enhances the
company’s reputation, which draws in more clients who respect sustainability. It also
provides a specific competitive advantage by investing in innovative processes and
technologies.

To talk particularly about the logistics customer service in Ukraine, it is needed
to say about the European tendency and strategy of Ukraine to fully enter European
economic space and follow European standards of customer service. Eurologistics
has become an independent area of activity, that combines the requirements for all
transport companies operating in the European are, as well as transport policy of the
EU. The main task of eurologistics is to design the introduction and control over a
system common to European states, which will move and accumulate products and
involve physical flows as well as information and financial flow.

Since the interaction between Ukraine and EU member states becomes only
greater and tighter, the demand also becomes only greater considering transportation
between the states. So, for a few years already, the companies have paid great deal of
attention to building connections, supply chains with European countries to satisfy

customers’ requirements [29].

Chapter 1 summary

The main objects of study in the Chapter 1 were concepts of ‘“customer
service” and “logistics customer service”. After thorough research, it is possible to
conclude, that customer service is the guidance, help or support provided by a

company to the customers mainly before, during and after the purchase of the product
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or service utilization, while logistics customer service is a set of logistics operations
with material, informational and financial flows that provide the highest score of
customers satisfaction during managing logistics flows.

After giving definitions and conducting research on the two concepts, there
was done an analysis of customer service process. It was collected in a process
description, including such steps as receiving an order; coordinating of terms of
supply and shipment of products or services with suppliers and recipients; products
delivery planning; reception and storage of products in the warehouse of the
company; control of the process of marking of incoming products to the warehouse;
shipping of the products from the enterprise; controlling over the shipment of
products to consumers; informing recipients about the estimated arrival time; putting
necessary marks into invoices; accounting of products subjects to return; conclusion
of the contracts with transport companies; calculation of the optimal route;
development of vehicle tracking route; calculation of transport costs and control of
the traffic route of vehicles.

There was also an analysis on existing approaches of improving customer
service process. Such approaches as CRM-systems, automated tracking and
notification systems, chatbots, employee training and development, enhanced
communication channels, particularly omnichannel system, logistics of circular

economy and logistics customer service according to the European standards.
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CHAPTER 2
ANALYSIS OF THE ORGANIZATIONAL AND ECONOMIC
CHARACTERISTICS OF THE COMPANY’S CUSTOMER SERVICE
MANAGEMENT

2.1 General characteristics of the activity of the enterprise LLC “Center

Trans Service”

The base for the writing of the explanatory note was limited liability company
“Center Trans Service”, which offers a wide range of logistics services. Limited
liability company “Center Trans Service” is a responsible tax payer according to the
third group of the Register of single tax payers. It was established in 2016 based on
the decision of the founder. The address of the enterprise — Ukraine, 08104, Kyiv
region, Kyiv-Sviatoshyn district, Myrotske, Tsentralna street, 1.

Limited liability company “Center Trans Service” was founded on the grounds
of and is operating according to the Commercial Code of Ukraine, the Civil Code of
Ukraine, the Charter of the enterprise and its Regulations [30].

LLC “Center Trans Service” is an independent legal entity, and the liability of
the owners of the ownership interest for the company’s debts and obligations is
limited to the amount of the contributed capital. LLC “Center Trans Service” operates
on the principles of self-sufficiency and self-financing, fulfilling the goals and
objectives defined by the founding documents.

The official data of the given enterprise are entered in the Unified register of
taxpayers and is presented below (Table 2.1).

The objective of foundation of the LLC “Center Trans Service” back in 2016
was to capitalize on the growing demand for supply chain solutions in areas such as

e-commerce, manufacturing and agriculture.
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Table 2.1 — Generalized data of LLC “Center Trans Service”

Content of necessary
information

Information about a specific enterprise

1

2

1. Full name of the enterprise

Limited liability company “Center Trans Service”

2. Shorten name of the
enterprise

LLC “Center Trans Service”

3. Date of registration of the
enterprise

Certificate of state registration 28.03.2016

4. USREOU code

40372626

5. The size of the authorized
capital

10 000,00 UAH

6. Organizational and legal
form of the enterprise

Limited liability company

7. Form of ownershipi

Private ownership

8. Juridical address of the

Ukraine, post index: 08104, Kyiv region, Kyiv-

enterprise Sviatoshyn district, Myrotske, Tsentralna street, 1
9.Subordination of the Constitution of Ukraine, Economic Code of
enterprise Ukraine, Tax Code, Laws of Ukraine, Acts of the

President of Ukraine, the Cabinet of Ministers of
Ukraine, internal rules, regulations and other acts of
the Company

10. Type of activity

Main

Code CTEA 52.29 Other auxiliary activities in the
field of transport;

49.41 Freight road transport;

52.10 Warehousing;

52.24 Transport handling of goods;

68.20 Leasing and exploitation of own or leased
real estate [3].

11. Organizational structure of
the enterprise

Linear-functional structure

The main types of activity of the enterprise include:

— trading and intermediary activities;

— manufacturing;

— construction and repair works;

— foreign economic activity [31].

LLC “Center Trans Service” offers services to outside clients for planning

transportation via air, sea, rail, and vehicle. The business arranges for the delivery of
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transportation services between clients in need of them and providers of trucks,
trains, airplanes, and water transportation. Clients obtain the proper transportation
service, and vehicle providers make better use of their resources when collaborating
with a freight forwarder, that increases their capacity for production, strengthen their
ability to procure, and obtain additional economies of scale through large volumes.
The company also operates in the repairment and construction segment of the
economic activity.

The mission of LLC “Center Trans Service” is to give each of its clients a
satisfying, dependable experience while providing outstanding value in the industry
and raising the bar for professionalism in the logistics solutions the business offers.
The management of the company aims to manage the business profitably, but also
responsibly for the benefit of its customers and its own employees, for whom the
company provides a dependable and safe work environment.

The business strategy of the company lies in developing and strengthening its
business in the local market through acquisitions and mainly organic growth [32].

The goal of the enterprise is to become one of the leading providers of
transportation and logistics services to the customers, with the goal of continuous and
significant growth and being among the most stable and profitable companies in the
industry. The vision of LLC “Center Trans Service” is supported by four strategic

directions that define the ambitions of the enterprise (Fig. 2.1).

Strategic directions of the
LLC “Center Trans
Service”

/\

Clients People

Operational Growth
excellence

Figure 2.1 — Strategic directions of the LLC “Center Trans Service”

Source: developed by the author based on the collected information
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The customers are always suggested transport and logistics services of high
quality and competitive price. The management of the company pursue profitable
growth, balanced between sustainable above-market organic growth and an
acquisition approach. Operational excellence is crucial in the business. It is critical
for an enterprise to operate at peak performance, enabling the company to remain
competitive and provide timely and quality service to the customers. The LLC
“Center Trans Service” is also committed to attracting, motivating, supporting and
developing talented employees by offering responsibility, empowerment and space
for growth. The top-management of the company values its workers and tries to
always show necessary support.

One of the biggest assets of the company is its workforce. The employees at
LLC “Center Trans Service” are the biggest value of the company. The management
of the company has decided to dedicate and invest in employees’ development to
fully satisfy modern requirements for occupational health and safety, and to create
favorable conditions working conditions, providing their employees with the
necessary material and technical resources.

The company pays considerable attention to the social support of employees
and their professional development, the company provides the opportunity to attend
trainings, professional seminars and training at its expense. LLC “Center Trans
Service” takes a responsible approach to the fulfillment of its obligations, as
employer and complies with all norms of labor legislation.

The company also has a personnel motivation system and KPI.

On the Fig. 2.2 it is possible to see an organizational structure of the LLC
“Center Trans Service” [32]. According to the classification, the given organizational
structure belongs to the linear-functional structure. It is also possible to see that the
enterprise has two main offices of project management. The company also provides

the services outside of Ukraine as well as inside the country.
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Figure 2.2 — Organizational structure LLC “Center Trans Service”

Source: developed by the author based on the collected information
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on

organizational-legal form that is used for carrying out logistics activity of the

enterprise. The organizational structure also provides for the distribution of functions

and powers between the heads of the structural units that make up the management

bodies of the logistics company.

The structure of the LLC “Center Trans Service” is based on the high quality of

the services, low level of costs, the possibility of quickly informing all participants of

the logistics services and correcting their actions.
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The Director is the sole executive body of the Company according to its
Charter. The Director carries out operational management of the current activities of
the Company. The Director is also responsible for developing plans for the Company
activity.

The Director must also present annual report and balance sheet to the General
meeting of the participants. In addition, he is also responsible for firing and hiring
new employees.

The Director is under the subordination of the approved decisions of the
General meeting of the participants and the Charter of the Company.

The Director develops and approves the Company’s staff schedule, employee
salaries, set indicators, size and terms of the bonuses. The Director approves the
income and expenditure plan of the Company.

The General meeting of the participants has the right to delegate part of its
power to the Director, except for the powers assigned to the exclusive competence of
the General meeting of participants.

Accounting and financial department is responsible for preparation and
analysis of financial results such as balance sheet of the Company, income
statements, cash flow statement, based on the logistics activity of the enterprise. In
the meantime, transport department performs national and international passenger
transportation and cargo transportation by railway, road, air, water transportation. It
also performs transport and forwarding services, including transporting foreign trade
and transit cargo.

It also deals with transportation of natural gas through pipelines; transportation
of natural and oil gas through distribution pipelines; transportation of oil through
trunk pipelines; transportation of oil products by trunk pipelines; supply of natural
gas at a regulated tariff and unregulated tariff.

As any other transport company, LLC “Center Trans Service” faces various
risks inherent in its daily operations. A crucial and intricate component of the
business's management activities is the management of these risks by lowering the

likelihood that they will materialize as well as their potential financial impact to a
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manageable level. Structured risk identification, analysis, and reporting serve as the
foundation for the risk management system and serve as a means of assessing risks
and subsequently initiating the necessary steps to lessen their effects. A flat
organizational structure makes it easier to escalate problems quickly and respond to
them in a timely manner when they could significantly affect business operations and
financial and strategic goals.

LLC “Center Trans Service” is one of numerous players in a large competitive
freight forwarding market.

The company is doing everything to become a one of the leaders satisfying the
needs of consumers in transport and logistics services, oriented to broad growth and
to be among the most profitable in their field. For this the company is doing the next
steps:

— aims to provide clients with consistently high-quality, worldwide,
competitive transportation and logistics services to support the full supply chain;

— actively seeks profitable expansion via acquisitions, mergers, and organic
growth;

— keeps refining and streamlining administrative and operational processes to
assist knowledgeable and enterprising staff;

— aims to give workers the best equipment, instruction, and working
conditions possible so they can accomplish their jobs as effectively as possible.

The purpose of the company business activity is to become an indispensable
partner for enterprise customers, helping them to create and maximize sustainable
competitive advantages. The management of the company is implementing the
purpose by helping the customers to bring their products to market quickly,
efficiently and safely. In addition to the professionally developed and reliable
logistics solutions of LLC “Center Trans Service”, the company's customers can be
sure that every interaction will be guided by honesty and respect, the basic principles

of doing business.
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2.2 Analysis of production and financial indicators of the LLC “Center

Trans Service” activity

It is important to analyze company’s financial results in the past three years to

understand its position in Ukrainian market (Table 2.2).

Table 2.2 — Dynamics of financial results of the LLC “Center Trans Service” in

2021-2023
Absolute deviation Relative
Years . .
Ne| Indicators (+F) deviation, %
2021 2022 2023 2022- 2023- | 2022- | 2023-
2021 2022 2021 2022
1 2 3 4 5 6 7 8 9
1| Revenue [13453318[16902857|20843502|3449539|3940645| 125,64 | 123,31
2| Costof
goods sold |{10504342|12877086(16441004|2372744 3563918 | 122,59 | 127,68
(COGS)
3 | Gross profit | 2948976 | 4025771 | 4402498 | 1076795 | 376727 | 136,51 | 109,36
4 Other
operating | 145518 | 166643 | 202834 | 21125 | 36191 | 114,52 | 121,72
income
5| Financial
profitfrom | ) 11144 | 1538307 | 1611195 | 514163 | 72888 | 150,2 | 104,74
operating
activities
6 | Financial
result before| 868357 | 1090142 | 2794933 | 221785 | 1704791 | 125,54 | 256,38
taxation
7 | Income tax | 85403 98850 194613 | 13447 | 95763 | 115,75 | 196,88
8 Net
financial 782954 | 991292 | 2600320 | 208338 | 1609028 | 126,61 | 262,32
result

Source: calculated by the author based on the financial statement
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From the Table 2.2 it is possible to see a continuous growth of the financial
indicators of the Company. The dynamics of the main financial indicators in year
2021-2023 is graphically shown at the Fig. 2.3 in order to better understand how the

situation has been changing during the last three years.

25000000
20000000
15000000
10000000
5000000
0
2021 2022 2023
Revenue Cost of goods sold (COGS)
Gross profit Financial profit from operating activities
= Financial result before taxation Net financial result

Figure 2.3 — Dynamics of the financial indicators of LLC “Center Trans Service” in
2021-2023 years, thousand UAH

Source: calculated by the author based on the financial statement

As it is possible to see from the Fig. 2.3 all indicators are showing stable
growth, which is a good sign for the shareholders. To start with, revenue is
continuously increasing, overpassing previous period value, which indicates that
either price of the units/services sold has increased or the number of units sold has

increased. It can also happen that the both variables have increased.
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Cost of goods sold (COGS) has also overpassed previous results, taken 2022 or
2023 as a base year for a comparison. That proves the point that the direct costs of
producing have increased, which is a reason of the price of a unit/services has risen.
Gross profit, which is presented only in UAH equivalent, indicates the amount of
revenue left after subtracting the COGS. It is also possible to see that the given
indicator has doubled in 2022 in comparison with 2021. That is because the company
has decided to reduce its operating expenses without lowering sales prices and even
making them higher.

Despite all the challenges that the LLC “Center Trans Service” has faced in the
last few years as well as other enterprises all over Ukraine, the net financial profit has
increased in more than two times in 2023, comparing to 2022.

Other indicators that play crucial role in supporting logistics business is
Company’s assets. It is necessary to track the current and non-current assets of the
company to improve productivity in running the business. First of all, knowing the
assets' makeup and worth can help one assess the logistics company's stability and
soundness financially. It is possible to conclude about company’s liquidity, solvency
and overall financial performance from after conducting assets analysis [36].

Secondly, it is one of the most working options of attracting the investors to the
business. Investors can determine whether to invest capital in a company by assessing
its growth potential, profitability, and risk profile through an assessment of the
quality and value of its assets.

Moreover, the Company's strategic planning and decision-making processes
are informed by asset analysis. Management can optimize resource allocation,
prioritize investments, and align asset management strategies with business
objectives and market dynamics by having a thorough understanding of the
composition and condition of assets.

At this point it would be helpful to analyze non-current assets of LLC “Center
Trans Service”. Non-current assets are assets and property owned by a company, in
this case by LLC “Center Trans Service”, which cannot or hardly can be converted to

cash within a year.
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Non-current assets are for the business's long-term use and are anticipated to

contribute to revenue generation.

Unlike current assets, which are expensed, non-current assets are capitalized.

The asset is added to the balance sheet of the business and depreciated over the

course of its useful life, as opposed to being listed as an expense on the profit and

loss statement [37].

The following analysis of the non-current assets of the LLC “Center Trans

Service” is presented in Table 2.3.

Table 2.3 — Analysis of non-current assets of the LLC “Center Trans Service”
in 2021-2023 years

Absolute deviation Relative
Years .
Ne | Indicator (+F) deviation, %
2021 2022 2023 2022- 2023- | 2022- | 2023-
2021 2022 2021 | 2022
1 2 3 4 5 6 7 8 9
: '”g;g;f'e 104485 | 108324 | 104440 | 3839 | -3884 | 103,67 | 96,41
2 | Amortization | 91369 | 91654 | 118880 285 27226 | 100,31 | 129,71
3 Capital
investments | 437370 | 701136 | 1544921 | 263766 | 843785 | 160,31 | 220,35
in progress
4 Property,
plantand | 2108977 | 3351500 | 6171683 | 1242523 | 2820183 | 158,92 | 184,15
equipment
5 | Depreciation | 992921 | 1830819 | 2254882 | 837898 | 424063 | 184,39 | 123,16
6 Other
financial 100639 | 100639 | 314176 - 213537 | 100 |312,18
investments
7 | Other non-
current 38995 | 190460 | 27591 | 151465 | -162869 |488,42 | 14,49
assets
Total 2880117 | 4583693 | 8305491 | 1703576 | 3721798 | 159,15 | 181,2

Source: calculated by the author based on the balance sheet
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The graphical representation of the conducted analysis can be seen at Fig. 2.4.
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Figure 2.4 — Structure and changes in non-current assets of the LLC “Center Trans
Service” in 2021-2023 years

Intangible assets show inconsiderate changes throughout all three periods
analyzed. Firstly, it shows growth by 3839 UAH in 2022, compared to 2021, but in
2023, there is a decline by 3884 UAH. Thus, the level of intangible assets in 2023 is
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less than even in 2021. Amortisation shows almost the same result compared 2022 to
2021.However, in 2023 it increases by almost 30% which equals to 27226 UAH.

Capital investments that are in progress are also showing an increase in its
value, firstly, by 263766 UAH in 2022 from 2021, and then surprising 843785 UAH,
120% more than in previous reported period, 2022. It is connected with expansion
projects to accommodate growing demand of the services, provided by LLC “Center
Trans Service”.

Property, plant and equipment also show growth by 1242523 UAH comparing
2022 to 2021. In 2023 it shows even further growth by 84%, 2820183 UAH. That is
as well connected with new projects and growing of the company. As the Company
grows, it makes investments in real estate, construct or rent more warehouses,
distribution hubs, and transportation facilities, as well as buy machinery and
equipment to handle the demand and capacity that is rising. In total, the non-current
assets of the company that were 2880117 UAH in 2021, rise up till 4583693 UAH in
2022 and till 8305491 UAH, in total rising for 140% in total.

Now let's analyze the use of current assets, because the use of working capital
affects the profit and profitability of the enterprise.

The current assets of the enterprise are part of its property and by its economic
nature are funds invested (advanced) in working capital and circulation funds [37].

The main purpose of current assets is to ensure the continuity and rhythm of
production.

Current assets of the company are those means of production that transfer their
value to the cost of production completely during one production cycle. Current
assets, in turn, consist of production inventories, work in progress and expenses of
future periods [38].

The analysis of the current assets of the LLC “Center Trans Service” is

presented in Table 2.4.
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Table 2.4 — Analysis of the current assets of the LLC “Center Trans Service” in
2021-2023 years

Years Absolute deviation R_ela_tive
Ne| Indicator (/) deviation,%
2021 2022 2023 2022- 2023- | 2022- | 2023-
2021 2022 2021 2022
1| Inventory 96635 | 188871 | 236988 | 92236 | 48117 | 195,45 | 125,48
2 | Receivables
forgoods, | 415065 | 678503 | 704235 | 233328 | 25642 | 152.4 | 10378
works and
Services
3 Other_current 587721 | 848238 | 2473319 | 260517 [1625081 | 144,33 | 291,58
receivables
4 | Cashand
cash 921223 | 917065 | 827839 | -4158 | -89226 | 99,55 | 90,27
equivalent
5 | Receivables
from 21600 | 10741 | 24360 | -10859 | 13619 | 49,73 | 226,79
settlements
with budget
6 | Expenses in
future 13270 14028 15526 758 1498 | 105,71 | 110,68
periods
7 | Other current
assets ) ) )
Total 5168079 | 7300383 {13498127|2132304 | 6197744 | 141,26 | 184,9

Source: calculated by the author based on the balance sheet

The changes in current assets will be easier to see and analyze using the

diagram that depicts changes graphically (Fig. 2.5).

After analyzing current assets, it is possible to say that inventory has increased
by 92236 UAH from 2021 to 2022, which is almost two times more, and only by
48117 UAH from 2022 to 2023.
It is worth to mention that receivables for goods, works and services has been
unsteadily rising. In 2022 it was already 678593 UAH which is 152% more than in
2021, while in 2023 it is 704235 UAH, which has risen up for 104%. This indicates

that the company expects payments for completed works in the future 2024. From
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this receivables from settlements with budget is only 24360 in 2023, which is more
than 226% more than in previous period.

However, the expenses for future periods are present throughout all analyzed
periods. In 2023 the costs equal to 15526 UAH, which is almost 111% more than in
previous period. That means that those are expenses that occurred during the 2023

reporting period but belong to subsequent (2024) reporting period.
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Figure 2.5 — Structure and changes in current assets of the LLC “Center Trans
Service” in 2021-2023 years

Summing up the current assets of the Company, the total current assets have
been growing from 5168079 UAH in 2021 to 7300383 UAH, the growth is more than
141%. And up till 13498127 UAH in 2023, the growth is almost 185% compared to
2022 period.
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2.3 Analysis of the customer service process

In the competitive environment of logistics business, providing outstanding
customer service does not end at the point of transporting one’s cargo from one
geographical point to another. It continues with building trust-worthy relationships
between companies and customers and other supply chain participants and
acknowledging them as a continuation of the shipment partner’s operations. The main
goal is to deliver high quality services that exceeds expectations and requirements
and empowers enduring relationships [39].

Transparency is one of the ground bases for developing a customer service
culture in logistics area. This involves paying prompt attention to any questions,
concerns or issues, maintaining regular and comprehensive communication and
giving regular updates regularly and on demand on the customers as well.

The customer base is the main lifeblood for any business that gives business its
driving strength. Logistics and transport enterprises can and should build strong
relationships with the customers and win their trust and loyalty by providing
outstanding customer service. Customers that are happy with a company are more
likely to use it again and to recommend it to others, which increases business
prospects and creates a loyal customer base.

The companies who want to be distinguished among other competitors need to
have a positive and strong brand image. It is an essential part for any business
development nowadays. However, logistics companies are able to stand out among
the rest of the market by suggesting superior customer services. Establishing a
reputation for professionalism, dependability, and promptness can help a business
succeed by attracting new customers and building a loyal clientele. Companies in the
cutthroat logistics market are constantly vying for clients' attention. A logistics
company can gain a competitive edge by providing exceptional customer service.
Consumers who receive superior customer service, customized solutions, and

proactive communication are more likely to choose a company over its rivals. By
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consistently exceeding customer expectations, a logistics company can differentiate
itself from the competition and establish a strong reputation for excellence.

LLC “Center Trans Logistics” pays a lot attention to its customer service
process, since it reflects the public image of the enterprise and can help attract new
customers from the market. Customer service starts long before customers have made
their purchase, requested a service or called to complain about anything.

LLC “Center Trans Service” does not have a web site and big online
availability. The Company has a stable range of the customers that does not change
normally. The company also has a B2B (business-to-business) strategy, where they
provide their services for other types of businesses. However, the Company is always
open for new customers to enter interaction and have strong relationships with them.
However, that is the reason for the Company to maintain high quality relationships
with already present customers. The Company has been implementing omnichannel
in its customer service process to maintain quick responds rate and high level of
customers’ satisfaction.

The first point in services during sales happen when customers make their, in
majority, repeated contact with a company, through customer service or quick-
respond team. Since, the majority of the customers of the LLC “Center Trans
Service” have already had contact and were provided with Company’s services, there
1s almost no most critical part in customers’ service, where the main attention should
be concentrated. But rather all the steps of the customers service must be performed
with excellence to keep the satisfaction rate rather high [40].

However, for new customers, this stage is probably one of the most important
aspects since they decide whether or not they will take the services of the Company.

However, the first contact of the customer and Company’s representative is quite
important in terms of performing the services. It is important for Company’s operator
to understand whether or not the company will be suitable to help the customer and fit
into requirements. It is necessary to understand exactly which type of services are
needed, for how long, where will it be happening geographically, how many people

must be involved.
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Post-sale services occur after customers have contacted customer service team.
It can happen immediately, in the form of a response form (“Was our team helpful in
resolving your issue?”’) or after several weeks or months have passed, in the form of a
survey, such as a customer satisfaction survey.

The post-contact phase of customer service is all about forming long-lasting
relationships and building for the future. That is almost the main focus of the LLC
“Center Trans Service”. Businesses typically don't want to waste their pre- and
contact-phase efforts by failing to follow up and keep up their relationships in the
post-contact phase. Here LLC “Center Trans Service” is not an exception.

Considering the fact that LLC “Center Trans Service” does not have yet mobile
app or online web site, the after-sale services happen with the help of “contact team” —
basically, people who are busy with contacting the customers or their representatives
and ask them about the experience of working with LLC “Center Trans Service”.

In order to present the whole customer service process, it is recommended to

graphically depict the way it happens (Fig. 2.6).
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Figure 2.6 — Scheme of customers service process (beginning)
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To start with, the first point of the pre-contact between the customer and the
Company is formulating of customer’s order. By this moment, the future customer
has already studied the market of the possible service providers and has decided that
LLC “Center Trans Service” is the best match for the given job among many others.
In case, the customer has already had an experience of working with LLC “Center
Trans Service”, they have had a positive and satisfying enough experience to make a
decision for a repetitive work. At this moment the customer, no matter if they are new
or have had previous experience, can suppose that the given Company is capable of
providing the services they need.

At the second stage there is a direct contact between the customer and
company’s representative using e-mail, phone call or visiting office, if that is
possible. As it was mentioned earlier, the company does not have yet web site or any
social media presence, that could be a reason of limited accessibility. However, at
this stage the company’s representative, whether it is an operator from support team
or sales department employee, can already analyze from the given information if the
company is capable of providing the services. If necessary, there is a discussion with
higher management and employees from operational department, who can give an
accurate answer or come up with new possible ways of meeting customers’
expectations, if the assets and possibilities of the company match them.

After thorough research, discussion from both sides, the customer is informed
whether or not the company is capable of performing the given task. If the company
is not, the client is very likely to keep looking for the right service provider. In
particular cases, knowing the specific details of the task, the Company is able to give
some recommendations on this matter.

In case there is positive feedback from both sides, there is a discussion part.
Firstly, the customer provides all the details about the order, what are the terms, the
products, the destination, the conditions, additional information on the matter, that
could be helpful for arranging the service performance by the Company. In the
meantime, the company analyses what must be done from their side, what are better

conditions for performing of this task, also announces the approximate price.
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When both sides have discussed all the details and most interested questions, if
they have come to terms and agreed on the conditions, they formulate the binding
contract, that is necessary for following to the both sides. It is an official agreement,
that has all the characteristics about the task that must be performed, the conditions
under which it will be performed by the Company, the resolutions for unexpected
situations, the terms of payment, and possible sanctions in case of not following the
official contract.

The payment process takes place before the performance of the service. It is
happening cashless, according to the legislation of Ukraine. Paying for goods and
services can be done quickly, conveniently, and securely with cashless transactions.
A rise in cashless transactions promotes economic expansion and increases payment
transparency. It is possible to arrange the splitting of payment into two parts: first part
being 60% of the total payment, the second part being the rest 40% of the payment.
However, this applies only to loyal customer, who have previous experience of
working with LLC “Center Trans Service”. There is also a possibility to paying
partly. It is noted independently in contract, signed by the two parties. The LLC
“Center Trans Service” is trying to implement the customer loyalty system by
facilitating the payment process, especially in the conditions of today’s economy and
political situation in Ukraine and worldwide.

After the full or part payment, the Company is dealing with performing the
task, strictly following the instructions and technical requirements for the given work.
The Company also makes sure to update the Customer on every step of the work, if it
is needed or required by the customer himself, or they are doing it on a regular basis,
which was set up in the contract.

After sale services may be included or not in the official contract. The
Company is always motivated to perform additional services, that are appropriate for
this task. It may be the repairment work, quality assurance work, etc. However, the
Company is always putting customers wish firstly. If the after-sale services are not
required, then it would be the end of direct operational interaction considering the

performed work.
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Although, the Company has a policy of performing a questionnaire about the
performed services and whether or not the level of quality was good enough. The
questionnaire may be sent to the e-mail address given in the beginning as one of the
contact forms, in case the customer is not able to answer the questions in a phone
call, which is the first option of the Company. The Company uses short phone calls to
ask a few short questions, which does not last long to bore the customer or annoy.
The questions, its subsequence, variants of the answers, preferrable time of phone
calls and the average durability of the phone call was estimated based on the previous
experience of the Company. The support team has been making reports considering
the questionnaires and the results for quite some time and the analytics have gathered
the information in standards that are followed by all the responsible customers.

After learning about the customers experience considering the performance of
the task, after analyzing the operational indicators available to the Company, the
management of the enterprise is able to develop corrective actions or change the
standards that are common in the Company. Also, if the Company has received
positive feedback, the Company still analyzes what was appreciated more and what
would become the strong side of the brand, at the same time developing strategies of

how to improve other indicators.

Chapter 2 summary

The base of the research given in Chapter 2 was limited liability company
“Center Trans Service”. The company was established in 2016 and since then has
had a successful operational experience in the logistics and transport sector. The main
types of activities of the company are freight road transport; warehousing; transport
handling of goods; leasing and exploitation of own or leased real estate.

The analysis of the company's financial indicators revealed stable profit

growth, a gradual increase in the company's assets.
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There was also a thorough analysis of the customer service of the LLC “Center
Trans Service”. It had shown that even though, the enterprise has many positive sides
including financial performance, development strategy and risk management, it has
still some disadvantages that may lead customers to choose the competitors over the
LLC “Center Trans Service”.
It is believed that as long as the company is developing and improving its
customer service, it will also resolve the following issues that will be analyzed in
Chapter 3.
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CHAPTER 3
DEVELOPMENT OF PROPOSALS FOR THE FORMATION
OF LOGISTICS CUSTOMER SERVICE AND ITS IMPROVEMENT

3.1 Identification of shortcomings and possible areas of improvement of

the organization customer service of the LLC “Center Trans Service”

According to the analysis of balance sheet of the Company and financial
statements it is possible to conclude, that even though the company does not
concentrate a lot on the media presence and advertisement, it is quite stable due to its
stable customers. However, there are obvious aspects of its customer service that can
be improved.

For any company it is crucial to find its disadvantages and work towards
continuous improvement, in order to attract new customers and maintain already
stable customer base. For this the company may use different analysis, that will
indicate which part of its services can be further developed or slightly improved.

In order to take proper of the business in the conditions of competitive
competition, unpredictable political situation, economic crisis and war, the Company
should be aware of the main forces of the business and its weaknesses. For this
numerous managements of the businesses use SWOT-analysis.

SWOT-analysis gives an opportunity to build a strategy based on strengths,
weaknesses of the entity and additionally use opportunities and prevent threats. The
first mentioning of SWOT-analysis was back in 1963 at a conference concerning
problems of business police. Since then, this tool has much developed. Nowadays all
types of businesses regularly use this tool, whether it is large corporations or start-ups
[41].

In order to understand the Company’s position at the market at this moment, it

Is recommended to conduct SWOT-analysis (Table 3.1).
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Table 3.1 — SWOT-analysis of the LLC “Center Trans Service”

Strengths

Weaknesses

— Presence at Ukrainian market and
abroad;

— Well-known reputation among existing
customer base;

— Diversified list of services and
products;
— Personalized approach to every
customer;

— Highly qualified employees of different
specialties;

— Experience  of operating  during
COVID-19 pandemic and full invasion of
Ukraine.

— Limited number of own warehouses in
some regions;

— High dependency on fuel prices;

— Limited capabilities for transportation
of specific/dangerous goods;

— Insufficient automatization of the
logistics processes;
— High  dependency on  existing

partnerships;
— Absence of own web-site or any social
media presence.

Opportunities

— Expansion of the range of services;
— Investments in  updating
expanding the fleet;

— Opening of new storage facilities in
key regions;

— Developing of partnerships with other
logistics companies in Ukraine and
abroad;

— Access to new customer markets;

— Presence online by using of own
developed web-site or social media.

and

Threats
— Increasing competition from large
logistics operators;
— Unstable economic situation in the

country and the world;

— Complication of customs procedures
and changes in legislation;

— Increasing requirements for
environmental friendliness of transport;

— Cyber-attacks and  threats to
information security.

Source: developed by the author based on the collected information

It is safe to say that one of the strengths of the Company is wide geographical

presence in Ukraine and outside. It gives an opportunity to have and further develop

customer base in the future. It has a solid reliable reputation among clients who have

been working with the company for some time already, that secures brand image and

proves customer’s loyalty. Not only does LLC “Center Trans Service” provide

various services for the customers but also tries to enhance the experience by

personalizing services as much as it is possible in the given conditions. The company

can also count on skilled employees who have undergone great educational and
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training base in order to perform the tasks nowadays and even in the conditions of
COVID-19 pandemic and full invasion of Ukraine.

However, limited number of storage areas makes it difficult to efficiently
operate and perform services with high flexibility and timeliness. The range of
services is also limited due to the lack of appropriate conditions for transportation of
dangerous goods or the goods that need specific conditions. The Company may also
find the losses connected with lack of automatization of logistics services, that would
provide additional saving costs. High dependence on the fuel prices cannot be
globally solved only by the company’s efforts, unfortunately. However, it is possible
to find more sustainable and eco-friendly means of transport and ways of performing
other logistics processes, so that not to face complications with growing requirements
for sustainability of Company’s operations.

At the same time, the Company has number of growth opportunities that can
boost its financial performance greatly by providing new services for the customers
or accessing new markets. The Company may also benefit from introducing of its
own web-site or developing social media presence. It is also possible to develop
partnerships and alliances with other logistics companies in and outside of Ukraine. It
will give additional assets that may be needed to fully satisfy customers’
requirements. It will also help to avoid the increasing competition from bigger
transport companies in Ukraine.

However, despite Company’s efforts, there is still threat of unstable external
environment that concerns economic situation in Ukraine and worldwide, as well as
war danger. Legislation that is always changed and developed may also make it
difficult to operate successfully, since it takes time and a lot of resources to adjust.

Another main instrument for more detailed analysis of an enterprise is often
customer segmentation.

Customer segmentation can be done according to multiple factors, such as
geographical area, type of services mainly requested, revenue that they provide for
the company or any other indicator. In general, customer segmentation is division of

the customers into smaller categories by common characteristics. The main goal is to
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understand the needs of clients and optimize the interaction between the customer
and the company. As it was mentioned, there are a few indicators for customer
segmentation, such as:

— demographic;

— geographic;

— psychographic;

— behavioral.

The demographic segmentation of the customers divides them according to the
age, sex, educational level, marital status, income level and others, while geographic
segmentation divides customers according to the living area, like country, region, city
or town or district. At the same time psychographic segmentation of the market is
based on analyzing personal traits of the customers, their values, interests, lifestyles.
Last but not least, behavioral segmentation focuses on the loyalty level, favoritism of
specific services/products, frequency of purchases and utilization of the purchases
[42].

Market segmentation is one of the most important characteristics that any
enterprise could analyze and sum up in order to improve its services. First of all, it
gives a better client orientation for the management. Through this technique it is
possible for the companies to understand specific needs of customers, the wishes of
different customer groups. It enables companies to create the services and products
that will fit the requirements as well as possible.

Secondly, it provides competitive advantage for the company that takes
customer segmentation seriously. The enterprises that are well aware of the
tendencies and trends of their customer markets, are more likely to react faster on the
market changes and change their products to new standards.

Mainly, it gives different companies chance to provide the customers with
tailored service and products, that are strictly personalized according to their needs
and requirements. It boosts the customer satisfaction level which leads to risen
loyalty level among existing customers of the companies and proves the working

attitude of the given company to new customers.
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In order to understand better the customer market of the LLC “Center Trans
Service” it is recommended to narrow down the customer market to the most loyal
and persistent companies, that show a stable connection with the Company.

Also, the main types of analysis for the segmentation of the customers of the
Company were chosen ABC- and XY Z-analysis.

ABC-analysis is a specific method of customer classification by their value and
priority to the company. According to the ABC-analysis, the customers of the
company are divided into three classes: Class A, Class B, Class C [43].

The results of the ABC-analysis of the LLC “Center Trans Service” are
presented below (Table 3.2).

Table 3.2 — ABC-analysis of the LLC “Center Trans Service”

Customer | Revenue from Share of each Cumulative Jump of | Class
customer per | customer in the share of the the share
year, C.U. total revenue clients
1 2 3 4 5 6
5 77600 17,73 17,73 8,92 A
14 38550 8,81 26,54 1,06 B
16 33920 7,75 34,29 0,08 B
13 33570 7,67 41,97 0,24 B
3 32500 7,43 49,39 1,30 B
8 26820 6,13 55,52 1,00 B
10 22460 5,13 60,65 0,33 E
12 21020 4,80 65,46 0,12 E
18 20480 4,68 70,14 0,20 E
15 19610 4,48 74,62 0,44 E
9 17700 4,04 78,66 0,56 E
7 15230 3,48 82,14 0,64 E
6 12450 2,85 84,99 0,03 E
19 12300 2,81 87,80 0,27 E
17 11130 2,54 90,34 0,01 E
20 11100 2,54 92,88 0,08 E
1 10760 2,46 95,34 0,40 E
2 9000 2,06 97,39 0,59 E
4 6400 1,46 98,86 0,32 E
11 5000 1,14 100 0 E
TOTAL 437600 - - - -

Source: calculated by the author based on the collected information
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Class A are those clients who make up till 80% of the total sales of the
enterprise. In the meantime, Class B is the next category of the customers who make
up till next 15% of the total sales of the company, whereas Class C are the clients
who provide the last 5% of the total sales of the company.

At the Table 3.2 it is possible to see the segmentation of the customers of LLC
“Center Trans Service”. There are presented twenty main customers of the company,
that are stable and use the company’s services a few times a year normally. One
customer belongs to the category A. That means that the first customer is the most
valuable to the Company. It contributes heavily to the overall profit without eating up
too much of the resources.

Meanwhile there is only five customers in B category. They represent middle
of the road customers or products. Although, with some encouragement they can be
reclassified into A-class customers.

Subsequently, there are fourteen customers in category C. Even though, these
customers are in the lower category, the majority of them still heavily contribute to
the revenue of the company. However, there are situations when its presence or
absence does not contribute or take away much value of the company.

The next analysis that was chosen to dig deep into the segmentation of the
customer base of the LLC “Center Trans Service” is XY Z-analysis. XYZ-analysis is
a specific tool that classify the customers of the enterprise according to their demand
stability. This analysis helps to understand how much sales are affected by external
factors like advertisement, trends, season.

XYZ-analysis is mainly used to analyze the perfect customer which will
provide the biggest revenue for the company’s product. It also enables to see which
sales outlets are the most profitable and stable, to understand the reason for it in order
to try to apply it for others, less profitable outlets [44].

According to the methodology of XYZ-analysis, Class X has the coefficient of
variation between 0-10%, which indicates a stable demand from the given customers.
Class Y is the one with the coefficient of variation between 10-25% that shows that

there is demand but it is not stable and it may be difficult to forecast it in the future.
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Class Z has the coefficient of variation more than 25%. The demand from the
customers in this class is unpredictable or hardly predictable.

The results for XYZ-analysis are presented below in the Table 3.3.

Table 3.3 — XYZ-analysis of the LLC “Center Trans Service”

The number of orders by quarter Average | Coefficient
Customer | I quarter I Il v number of XYZ
quarter | quarter | quarter | of orders | variation
1 2 3 4 5 6 7 8
1 15 21 13 15 16 21,65 Y
2 16 17 20 15 17 12,71 Y
3 20 20 20 20 20 0,00 X
4 6 7 7 8 7 11,66 Y
5 2 0 5 4 2,75 80,63 Z
6 3 5 0 3 2,75 74,97 Z
7 5 1 1 1 2 100,00 Z
8 15 10 10 10 11,25 22,22 Y
9 14 15 18 19 16,5 14,43 Y
10 23 27 26 24 25 7,30 X
11 10 12 15 8 11,25 26,54 Z
12 30 20 10 30 22,5 42,55 Z
13 8 4 5 7 6 30,43 Z
14 5 6 11 4 6,5 47,83 Z
15 1 0 2 1 1 81,65 Z
16 6 5 5 7 5,75 16,65 Y
17 30 10 15 25 20 45,64 Z
18 40 40 50 40 42,5 11,76 Y
19 5 3 8 7 5,75 38,56 Z
20 2 5 5 4 4 35,36 Z

Source: calculated by the author based on the collected information

According to the collected information, the following results in XYZ-analysis
were obtained: majority of the customers of the LLC “Center Trans Service” are
placed in Z-category (eleven out of twenty). This means that eleven customers that
are in Z-category show the biggest demand variations among existing customers.
These variations are mainly sporadic and unpredictable, caused by unknown factors
or unusually strong changes in demand. There are as well seven customers in Y-

category. The stability of their demand is average and can be connected with regular
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changes that can be predicted. The demand of these customers is typically due to a
known or predictable cause, such as specific seasons, holidays, or changes in
economic factors. In the meantime, there are three main customers who are placed in
Z-category. It shows that the demand variations are the biggest.

However, it is for the best to combine both ABC- and XY Z-analysis to produce
the common matrix that will show the direct characteristics of every customer of the
company that is given. The combination matrix of ABC- XYZ-analysis can optimize
the rational usage of the resources of the company, making strategical decisions and
improve the customer service level at the enterprise.

After the combining of the two methods, each of the customer groups should
be treated differently in forecasting. The system must use a different forecast profile
for every class of the customers.

The results of combination are presented in Table 3.4.

Table 3.4 — ABC-XYZ matrix for customers of LLC “Center Trans Service”

X Y Z
A - - 5
B 3 16, 8 14:13
C 10 18;9;1:2;4 12;15;7;6;19;17;20;11

Source: calculated by the author based on the collected information

According to the given matrix, Customer 5 is the only in section AZ, which
indicates high yield of the customer but rather low stability of the demand. This
means it is difficult to calculate the forecast of their demand. Customers 14 and 13
are meanwhile in BZ. Even if the customers’ yields are average, they have still low
stability of demand. Such customers as 3, 16, 8, 14 and 13 are all in category B but
customer 3 is in category X, Customers 16 and 8 are in category Y and customers 14
and 13 are in category Z. The average yield of these customers are average but the
stability of the demand decreases with each category. One of the biggest categories
are CY and CZ. In this case they identify the customers with the most lowest yield

and stability of demand (CZ) and customers who have the lowest yield but still
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average stability of the demand on company’s services, that is not very problematic
to predict using existing data (CY).

The company that seeks to increase the level of customer service in the future
should also understand the approximate estimation of the existing level of the service
at the company.

Estimation of the existing service level for the customers may depend on
variety of different factors, such as type and price of the product or service;
characteristics of the service; together with the transportation and storage conditions;
distance for moving the production; frequency of sales; terms of payment; size and
interval of delivery; compliance between the schedule of the delivery and schedule of
the client; liquidity of the production, etc. [45].

The maximum feasible, average, minimal necessary, and basic levels of
logistic service can be distinguished based on the combinations, significance, and
values of the system of factors. At every stage of the service cycle, it is crucial to
deliver the required level at the lowest possible cost. This is because cutting logistical
costs nearly always has a negative impact on the quality of customer service that the
business can offer. Conversely, even a small improvement in the quality of service
provided to the customers can result in a large rise in the cost of logistics. In this way,
the service level is viewed as a constraining factor in the logistical chain from a
managerial perspective. The method of considering the client's response in the event
of the absence of a specific product type or range of products should be used to
ascertain the necessity of having economically reasonable stock on hand.

In order to analyze the existing customer service at the LLC “Center Trans
Service”, four main factors affecting company’s logistics service level were chosen
(Fig. 3.1).

Timeliness is one of the key elements of the logistics service in general. It
affects not only customers’ satisfaction but also business success or failure. On time
delivery of goods and services guarantees operational efficiency, reduces expenses,
and boosts the competitiveness of the business. Timeliness provides businesses with

high level of reputation and reliability from customers, optimization of processes and
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reduction of costs. It helps also to reduce storage costs of the company, since the
enterprises are capable of giving quick reactions and actions for changes in the

market. Which also leads to general cut on costs and rising volumes of sales.

Timeliness Affordability Flexibility Work without
claims

Logistics service level

Figure 3.1 — Factors of logistics service level

Source: developed by the author

The ratio of the anticipated time interval between receiving an order for
product supply and the customer receiving the ordered goods is known as the
timeliness of service. It is measured against the actual time interval. The consumer's
perspective should be taken into account when evaluating this indicator. If the fastest
delivery speed results in higher service or logistical costs, then not all customers need

it. The following formula can be used:

1 vn texp(d)
n “1=1¢ fact (i)

(3.1)
— where: t ey iy — orders fulfillment time, expected by a customer;

— 1t fact ) — the actual time of orders fulfillment;

— n — the total number of customers.

Affordability also plays crucial role for customers. High affordability of

logistics services allows companies to occupy bigger segments of customers at the
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market and be competitive among other market players. Affordability includes the
possibility of getting services at the right time, right place and at a right price, which
drastically influences company’s financial performance. Affordability gives a chance
for the companies to broaden their markets geographically and perform their services
faster and more efficient [46].

The following formula can be used to determine the price indicator, which
describes the cost of a particular type of service by comparing the expected price to

the actual value of the tariff for a service or order:

A = 1 n C exp (i)
n“=1¢ race (i)’

(3.2)

— where: C «p () — cost of orders, expected by customers;

— C 1t ) — the actual cost of orders for customers;

— n — the total number of customers.

In the modern conditions of the market and economy, flexibility plays an
important role for the company in terms of shifting their services and matching their
offers to today’s market needs. Flexibility of the logistics services lets companies
reduce or decrease the volumes presented at the market according to the changing
demand. It also gives customers a chance to get personalized products, which fit their
requirements and personal preferences. By increased reaction speed it is also
becomes possible to reduce the risks of excess inventory or product shortages,
ensuring a much more stable and cost-effective supply chain.

Service flexibility refers to an organization's capacity to alter the main
operations of its logistics services, taking into account the unique requirements and
expectations of its clientele, all the while preserving the integrity of the system and
the mutually beneficial objectives of suppliers and customers.

It can be calculated according to the following formula:
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(3.3)

— where: Q ¢ — the total number of the executed orders;

— Q req — the total number of customer contact requests.

The last point chosen for the analysis of the enterprise is work without claims.
Every claim that appears in logistics system can have a negative impact on overall
reputation of the company. Work without claims strengthens the trust and loyalty
level. It also ensures that customers have received positive experience by working
with the company. Moreover, when there are no claims, less time and money are
spent trying to solve problems, which improves the efficiency of logistics operations.
However, one indicator that highlights the factor of working without claims among
other is trust with suppliers and long-term cooperation. The logistics chain needs to
run steadily, and developing trustworthy relationships with suppliers and other
partners is facilitated by working without complaints. In addition, a dispute-free
environment encourages productive, long-term collaboration with all supply chain
partners.

While calculating the indicator, the next formula can be used:

_ZQex—2Qcl
2Q ex

(3.4)

— where: Q ¢ — the total number of orders, which was made with claims from
the customers;

— Q & — the total number of the executed orders.

All these factors have different impact on a final result, that is integrated
service criterion.

The integral service criterion is calculated using the following formula to

ascertain the current level of logistics customer service:
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Sint= A

j=1°) (35)

— where: S j — the value of the logistics services criterion, which were used,;

— m — the number of the logistics services criterion, which were used.

The finalized existing level of logistics customer service at the LLC “Center
Trans Service” is presented at the Table 3.5. For the given analysis the services
provided for already mentioned customer of the Company were used.

From the performed quantitative analysis it is possible to characterize the
service level of the company. The current approach to customer service is rather
correct. According to the recommendations of the ABC analysis, clients of the
category A should be served at the highest level, customers of category B at the
average level of services, and customers of category C at the lowest level. The proof
of the given conditions can be seen from the performed analysis. From the presented
calculations, it is possible to see that the service level of the category A is the highest
and equals to 0,91. The level of customer service of category B is 0,89, which depicts
average level of the logistics service. At the same time for category C the criterion is
0,87. It is possible to notice that the timeliness and affordability factors are ranging
the most between the expected indicators and actual for all categories of the
customers. That is why it is possible for the indicators to be greater than 1.

Therefore, the biggest weaknesses for the category A are services flexibility
and work without claims, as the values of the criteria are the lowest among all other
calculated criteria. At the same time, timeliness is extremely important for customers
of category A. Therefore, it is absolutely necessary to raise the value of the services
flexibility by better adaptation of goods and services to customer requirements. In the
meantime, the criterion “work without claims” can be improved by optimizing
logistics processes, developing the material base and developing employees’ skills.

The weakest criteria for category B are as well work without claims and

flexibility, since it has the lowest rate among other criteria
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3| 135 133 |34000|32500] 80 | 17 | 100 | B |1,02|1,05
8 | 148 150 | 25970 |26820] 45 | 10 | 65 | B |0,99]0,97
13| 74 75  |33350(33570| 24 28 | B |0,99]0,99
14| 172 170 | 39000 |38550| 26 32 | B |1,01]1,01
16| 150 152 |34560(33920] 23 | 4 | 32 | B |099]1,02
1] 143 143 |11450(10760| 64 | 9 | 8 | C |1,00|1,06
2 | 157 159 | 8310 | 9000 | 68 | 13 | 92 | C |0.99]0,92
4| 89 9 | 6240 |6400| 28 | 6 | 31 | C |0,99/0,98
6 | 42 40 |13670|12450| 11 28 | C |105]1,10
7| 65 63 |17630|15230| 8 | 2 | 22 | C |1,03[1.16
o | 154 154 | 18000|17700| 66 | 7 | 85 | C |1,00]1,02
10| 170 175 | 2119022460 100 | 13 | 126 | C |0,97]0,94
1] 27 31 |3690 [5000| 6 | 1 | 15 | C |087/074
12| 136 140 | 19890]21020] 90 | 20 | 124 | C [0.97]0,95
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19| 115 118 | 11750(12300] 23 | 4 | 45 | C |0.97]096
20| o8 102 |10840|11100| 16 | 3 | 35 | C |0.96|0,98
T : - |- | 734 | 124 [1010 | - |060)6199]0772 01831067

Source: calculated by the author based on the collected information.

. The company needs to pay specific attention to the market requirements and

trends and develop a new strategy for following the megatrends. However, the most

important indicator for category B is timeliness together with affordability, which
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show the biggest scores for the category. That indicates right strategy of the company
towards fulfilling customers’ needs.

The weakest points for customers of category C is flexibility. As in the
previous categories it again shows the lowest indicator. However, the importance of
this criterion for customers of category C is low, and therefore the company should

not adapt to all the requests of customers of category C.

3.2 Recommendations for improving logistics customer service of the LLC

“Center Trans Service”

After thorough analysis and research on the activity of the LLC “Center Trans
Service” it was possible to see that the company is managing its business activity
rather well and pays particular attention to maintaining its existing customer base.
However, despite the great effort made by the management of the Company and
employees, there are still some issues that make customer service a weak point of the
enterprise. It was seen from multiple analysis that absence of the Company’s web-site
makes it much more difficult for customers to access the enterprise in order to
develop a contact. Not only makes it difficult for existing customers, but even more
challenging for new probable customers who think about the possibility of working
with the LLC “Center Trans Service”.

Today's most efficient means of managing and improving customer service
and, consequently, raising business profitability are social communication and the
Internet network. Because of this, the contact and support team of LLC "Center Trans
Service" currently has to figure out how to combine traditional (TV, radio, outdoor
advertising) and new (Internet) communication channels to find the most cost-
effective way to promote goods and services, keep customers, and draw in new ones.
To do this, one must comprehend the importance of a particular type of advertising

for a particular business under the given financial circumstances [47].
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One extensive avenue for customer service and communication between the
Company and customers is the Internet. The business may select a website on which
it can showcase its experience, for instance. The use of social media on the Internet is
given special consideration because it has the power to alter societal perceptions
about individuals, organizations, and occasions. The consumers of today are highly
tech-savvy. They use email and social media to communicate and receive brand
messages. Online product promotion will be much simpler for LLC "Center Trans
Service" if the website has high-quality content that is shared on social media [48].
In addition to using traditional methods, the modern stage of product
promotion and customer service actively uses Internet tools, the efficacy of which

keeps rising annually (Fig. 3.2).
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Fig. 3.2 Modern communication networks

The evolution of the service sector has been marked by a great deal of
diversity. Production growth and the quick adoption of new technologies have fueled

the emergence of new financial, informational, insurance, and transportation services
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as well as the active development of services offered by businesses both during and
after the sale of goods and services.

LLC “Center Trans Service” has a solid ground of existing customer base,
although, in order to grow in this term of business activity, it is necessary for the
company to conduct regular market researches, improve its communication systems
and develop strategies with low-cost maintenance that will provide the flow of the

new customers easily (Fig. 3.3).

5:\ TRUCKING

Fig. 3.3 Example of a web site of Transport Company

A successful combination of the work of IT experts and customer specialists
gives the company such advantages as providing round-the-clock access to its
customers, reducing geographical boundaries for access to new markets and the
possibility of immediate communication with customers.

It is important to take measures to improve logistics customer service at the
enterprise (Fig. 3.4). The selected measures will have main direction and secondary
ones, since it is necessary to outline the priority — the development and launch of the

own web site of LLC “Center Trans Service”.
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Purpose: improvement of logistics customer service of the LLC “Center Trans
Service”

Solution: activation of service provision,

search for new sales markets and
development of logistics customer

Solution: development and
implementation of the company's
own website or chatbot

)
The result: acceleration of business ] ] ¥ .
processes and flexibility as well as Result: increasing the competitiveness
an increase in profits due to the of the enterprise due to the
expansion of the sales market establishment of feedback from
customers

Figure 3.4 — Strategy for improvement of logistics customer service for LLC
“Center Trans Service”

Source: developed by the author

The author has offered to the management of the LLC “Center Trans Service”
to start actively implementing digitalization in its activities in order to increase the
effectiveness of customer service at the enterprise. Approval of using Internet
communication channels will make it possible to cover specific customer group
without much costs.

The costs of developing, launching, and maintaining a company’s website will
be substantially lower than those of developing and implementing the company's
chatbot for use in business, according to preliminary calculations made by the author.
Furthermore, the usage of the corporate website will be more pertinent and efficient
in accordance with the particulars of LLC "Center Trans Service™ activity.

A corporate website is made up of various informational blocks and tools that
facilitate communication with different target audience segments. The management
forms the informational component of the corporate site and selects the tools that will
be used based on the field of business, the tasks assigned to the enterprise, the types

of target audience segments and methods of contact with them [49].
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Corporate web site as one of the tools of customer service will give LLC
“Center Trans Service” following advantages:

— a rise in sales, the acquisition of new markets, and the retention of current
clientele;

— the potential for a thorough and all-encompassing presentation of the
business's offerings without regard to location, in any language, and at a time that is
convenient for customers;

— the creation of ideal relationships with suppliers, partners, and customers;

— having continuous communication with counterparties across the nation,
allowing for prompt action responses, consulting, and direct communication with
product end users;

— shifting the enterprise's standing in the market and boosting confidence in it.

The primary means of customer communication for LLC "Center Trans
Service" may be its corporate website [50]. All the information required about LLC

"Center Trans Service™ operations will be available on the company's website in five
information blocks: general company information (location, contacts, management,
permits), information for partners and customers, details about the company's quality
of transport services, information about job openings, details about orders, and details
about media mentions. In addition to receiving the results of the diagnostics in his
own office, the client who visited the site will have the option to schedule logistics
services and pay for them online.

Every LLC "Center Trans Service™ customer has the option to set up a personal
account, which will make it much easier to process customer data and give them
continuous access to the outcomes of all the agreements that have been in place for
the cooperation over the past few years (Fig. 3.5).

A company website cannot be made by LLC "Center Trans Service" specialists
on their own. Because of this, searching for a corporate website developer will be
done online among businesses that are experienced, reputable, and specialize in this

field.
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Fig. 3.5 Example of a personal account of a customer of the Company

Development and launch of the web site have multiple stages (Fig. 3.6).

Stages of development of the company's website

g
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1. Free consultation: analysis of the niche, development of the architecture of the

future site, discussion of its design and necessary functionality
\§

v

P
2. Design development: creation of a design layout according to the wishes of the
| customer and the approved structure of the project

\Z
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3. Design approval: making all customer edits
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4. Testing and launch: checking all pages and functionality for operability,
searching for errors. Performing final checks and launching

V2

5. Programming and implementation: an individual theme for content
management is created from ready-made pages, functionality is implemented, the
administrative panel is configured

v

all types of mobile devices
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6. Responsive layout: creation of ready-made interactive design pages that adapt to

Figure 3.6 — Stages of development of the company’s website

Source: developed by the author
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Such an implementation will also create additional hiring spot for an employee
whose functions will be updating Company’s website with current information as
well as checking the customer communication requests online and dividing them

among support team [51].

3.3 Economic effect of project proposals

As it was mentioned earlier it is crucial for a company nowadays to have an
effective online presence. Implementing a website for a company is a significant
project that can have substantial economic implications. In this case, the company
should definitely assess possible economic effect of the project, in order to decide
whether it is feasible or not.

On the one hand, developing and launching of own web site involves various
costs, including design, development, domain registration, hosting, and ongoing
maintenance. For this the Company should definitely understand if it can afford such
costs at the moment, if given initial investments will be justifies by the returns.
Maintaining web site in the future also includes regular updates, security
management, and technical support, especially in order to prevent cyber-attacks and
threats to informational security. A thorough economic analysis ensures that the
company is prepared for these expenses as well.

On the other hand, a well-designed website, particularly one with e-commerce
features, can draw in more visitors and boost revenue. Determining the prospective
income from virtual transactions facilitates well-informed decision-making. In
addition, new markets can be found on websites, both domestically and abroad.
Analyzing the financial effects aids in determining the market's prospective growth
[52].

Obviously, the main point of introducing corporate web site is to improve

customer engagement and retention. A website that is easy to use increases customer
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satisfaction, which raises retention rates. The value of an enhanced customer
experience can be measured with the aid of an analysis of the economic impact.
Websites function as advertising campaigns' platforms. Determining the campaigns'
ROI and efficacy also involves evaluating their economic impact.

First of all, it is necessary to calculate the total costs for development and

launch of the company’s own web site (Table 3.6).

Table 3.6 — Costs for development and launch of the web site of LLC “Center

Trans Service” in June 2024

Item Cost, UAH
1 2

Developer search via the Internet free
Development of the company website by the executor 470 000
Hiring 1 more employee for the department for direct work 20 000
with customers from June 2024 (salary 20000 UAH)
Maintenance and technical support of the website for the 10 000
first month
Total 500 000

Source: calculated by the author

Thus, the total costs for digitalization of LLC “Center Trans Service” will
amount to UAH 500,000 in June 2024.

But it is predicted that due to the implementation of Internet communications
with customers and partners at LLC “Center Trans Service”, the net income from
sales will increase by 5-10% and, according to the results of financial and economic
activity for June 2024, will amount to UAH 1,429,000 (976,000 thousand UAH *
7%).

At the same time, it is necessary to perform generalized dynamic of the
business activity of the LLC “Center Trans Service” after development and launch of
the corporate web site (Table 3.7).

Finally, it is necessary to determine the economic feasibility of developing and
implementing the corporate web site of LLC “Center Trans Service”. The best to do it

is to use ROl — Return on Investment. ROI is a financial metric, that is used to
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evaluate the profitability of an investment. It is a ratio that compares the gain or loss

from an investment relative to its cost.

Table 3.7 — Dynamic of the business activity of the LLC “Center Trans

Service” after development and launch of the corporate web site

Indicator May June A_Increase
2024 2024 +/- units. +/- %

1 2 3 4 5
Number of customers, persons 115 127 +12 +10,5
Average transaction amount,| 87 000 105 000 +18 000 +20,6
UAH
The company’s profit, UAH 10005000 | 13335000 | +3330000 | +33,3
The company’s costs for +500 000 -
improvement, UAH - 500 000
General  expenses of the +2877000 +31,8
company, UAH 9029000 | 11906 000
Net income of the company,| 976 000 1429000 | +1116 000 +7,1
UAH

Source: calculated by the author based on the conducted research

The basic formula to calculate ROI, that is used in this work is:

Net Profit

ROI = cost of Investment * 100%,

(3.6)

— where: Net profit — the difference between the revenue generated from the

investment and the cost of the investment;

— Cost of Investment — total amount of money invested.

ROI helps businesses and individuals as well to compare different investment

opportunities. It offers a simple method for determining which investment will

generate the biggest profit. For example, when a company has multiple projects to

choose from, it is possible to use ROI to see which project has better financial returns.

For this project, ROl is calculated in the following way:
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13335000
ROI =
(11906000)+500000

*100% = 107,5 %

The implementation of a corporate website for customer convenience by LLC
"Center Trans Service" is an example of a proposed measure that has fully paid off
and brought profit to the company if the ROI indicator is higher than 100%.

Apart from cost-effectiveness, utilizing a website confers numerous benefits to
a business, including:

— utilizing a corporate website not only enhances productivity within the
organization by handling multiple coworkers' and occasionally departments' tasks
simultaneously, but also ensures error-free execution of said tasks. The site can be
accessed by an infinite number of users concurrently, and if its program code is
written correctly, it can handle thousands of simultaneous visits;

— the management gains both a competitive edge and a boost to its reputation
by integrating the site into its operations;

— the ability to conduct several hundred consultations at once;

— automated response to customer inquiries;

— usage of the website to grow the business's clientele.

As a result, the author offered to work with the management of the company to
develop its corporate website. By doing this, the business will be able to enhance its
reputation and raise potential clients' awareness of LLC “Center Trans Service”

operations.

Chapter 3 summary

In the third chapter of the given work there was done an analysis of the internal
environment of the company, analysis of the Company’s customers, existing level of

the logistics customer service. After the analysis the recommendations were
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developed according to the needs of the Company. The Company’s management
seeks to improve the logistics customer service at the enterprise. The suggestion of
the author of the given work was to develop and launch a Company’s corporate web
site, that will be the main communication channel for new and old customers. The
stages of the implementing corporate web site were also presented.

It is recommended to implement such a tool in order to become more
accessible for the customers, partners, suppliers, and others who are in need of
contacting the Company directly.

Not only were given the recommendations, but also economical effect of the
implementation was also calculated. It has proven, that launching of own web site
will be economically feasible, will bring in new customers for the Company and will
provide a stable revenue growth, despite the initial investments and maintenance

costs.
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CONCLUSIONS AND RECOMMENDATIONS

The topic of the bachelor’s thesis is “Organization of logistics customer service
in the company” (on the base of the LLC “Center Trans Service”). Customers are the
basic of any business, whether it is logistics business activity or any other. That is
why companies, especially nowadays, are willing to increase existing customer
service level.

In the first Chapter of the work such concepts as “customer service” and
“logistics customer service” were carefully defined, analyzed as well as the strategy
of its development was also given. Despite the fact that the roots of the customer
service derive from hundreds of years ago, the businesses are still actively looking for
a way to improve it, to please the customer by providing personalized services and
products and increasing overall performance.

Customer service is a broad term that addresses the services before, during and
after sales. At every step of the way, companies need to make sure that they are doing
their best to meet customer’s expectations and exceed them in order to form the basis
of customer loyalty. Well performed customer service makes a solid ground for
growing revenue, competitive advantage of the company, services’ flexibility and
many other factors that define successful business activity. The need to constantly
improve customer service level may be a motivation for a company to follow
megatrends of the industry, implement new technologies and innovations in order to
positively impress clients at all stages of the interaction.

Additionally, an analysis of current methods for enhancing customer service
procedures was conducted. CRM systems, chatbots, automated tracking and
notification systems, employee development programs, improved communication
channels-especially omnichannel systems-employee training and development,
circular economy logistics, and logistics customer service in accordance with

European standards are a few examples of such approaches.
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The second Chapter of the bachelor’s work was focused mainly on giving
characteristics and research on the base of the bachelor’s work, which is LLC “Center
Trans Service”.

The data from the official register of legal entities and individuals of Ukraine
were summarized and the following conclusions were drawn based on the analysis:

— LLC “Center Trans Service” was founded in 2016 as a limited liability
company in Kyiv region, and since then was successfully operating in the chosen
business activity type;

— the main types of activity of the company include trading and intermediary
activities; manufacturing; construction and repair works; foreign economic activity;

— the company shows stable financial growth despite working in turbulent
conditions of today’s economy;

— the company has a well-constructed network with previous customers who
have tended to work with LLC “Center Trans Service” more than once and by that
have cultivated brand loyalty, which has been a great support for the Company;

According to the financial calculations, it was possible to see that despite 2022
being rather challenging and hard year for all businesses in Ukraine, especially those,
that have not yet recovered from COVID-19 pandemic, LLC “Center Trans Service”
managed the stressful situation rather successfully for the given circumstances. The
great example of this is revenue indicator, that has shown a steady increase by about
averagely 24% comparing 2021 to 2022 and 2022 to 2023.

The logistics customer service process was also analyzed. It has shown the
strong sides of the company and its weaknesses, that should be further developed.
The scheme, depicting customer service process, has shown the main steps of the
process, that are, however, common for many logistics companies, but still show the
dutiful attention, that the company pays to it.

The third Chapter of the work was focused on finding the recommendations for
improving customer service process at the chosen company. Firstly, the author
conducted SWOT-analysis based on the collected information. It helped to

understand and analyze company’s strengths, weaknesses, opportunities, that could
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be used and threats that must be prevented. There was also separate ABC- and XY Z-
analysis that helped to characterize the main customers of the enterprise. It allowed to
better understand the customers, their preferences, and also could help to optimize the
utilization of resources and services planning. Another analysis that was conducted
was research on the existing level of customer service at the give enterprise. It was
based on four main factors, which were: flexibility, affordability, work without
claims and timeliness. For a logistics company it is necessary to regularly check the
given factors in order to stay relevant and be competitive at the market. The
conducted analysis has shown the right approach of the company towards providing
services for different categories of the customers. However, it has also shown
weaknesses, that could negatively influence company’s image.

Based on the conducted researchers, the author of the work has also developed
recommendations towards improving customer service at the LLC “Center Trans
Service”. The main recommendation was to develop and launch a corporate web site
of the company, that would become the main communication channel for customers,
company’s employees, partners, suppliers and others. That would also highlight the
brand image and its following of such a trend as digitalization. Most importantly, it
would increase the level of the customers satisfaction s well as attract new customers,

Return on Investment rate was also calculated in order to ensure, that proposed
project is profitable in the future, despite initial investments. According to the
calculations presented, the ROI of the project is equal to 107%, which indicates its

high financial returns.
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APPENDIXES

Appendix A

Balance sheet and financial statement of the LLC “Center Trans Service” for

2023

KOJIH
Jlara (pix, Micsi, wieno) | 2024 | 01 | 01
Tanpuescrso TOBAPHCTBO 3 OBMEXEHOIO BUITOBIIAJIBHICTIO 1 €JIPTIOY 40372626
«LLEHTP TPAHC CEPBIC»
Tepuropis 1 KOATYY 1412900000
Opraniatiino-npasosa s KOMNor 240
hopMa rocnoAaploBaHHs TOBAPHCTBO 3 OBMEXEHOIO
BUINOBLIAJIBHICTIO

Bt exonosivnoi isasHocti Imna gonoMiana JALHICTS ¥ cdepi Tpancnopry 1a KBEJ] 52.29

Cepeans KUILKICTS IpatisHukis’ 17

Axpeca, renepon syamus Lienrpansua, Gya. 1, ¢. Mupouske, Kncso-Casrommncsxuii paiton, Kuiscsxa o6a., 08104
Oamunus suMipy: THE. rpi. 603 AeCATKOBOrO 3Haxa (okpiv poxaury IV 3airy npo ginanconi pesyastam (3aity

npo cykymuiii 1oxu1) (popma N 2), rpomioni NOKIHHKH  SKOMO HABOANTRCS B FPHBHAX 3 KOMmiiikaMu)

Cxaaneso (3podiTH NOIHAYKY «V» Y BUINOBLIHIN KATTHH):

33 NOAOKCHRIMN (cTanAapTamu) Gyxrarrepeskoro obaiky
33 MEKHAPOAMHMH CTARIAPTAMH PINAHCOBOT IBITHOCTI

baaanc (3sir npo ginanconuii cran)

na 31.12.2023 p.
®opma Ne 1 Koa 3a JIKY /L
Ha novarok = Ha kineus
AxTve m:n m asimioro asitioro
neploay neplogy
1 2 3 4 S
|, HeoSopoTHl akTHen
Hemarepianshi akrmen 16 1000 108 324 104 440
nepsicua sapricrs 1001 199978 223 320
HaKONHYeHa amopTH3aLia 1002 (91 654) (118 880,
Hesasepwenl kanitanvhi Insecrwull 17 1005 701 136 1544921
OcHosHI 3acobu 15 1010 | 3351500 | 6171683
nepsicHa sapricty 1011 | 5182319 | 8426565
3HOC 1012 | (1830819) | (2254 882)
IHsecTvuiiHa HepyxomicTb 1015 - -
nepalicHa sapTicTs iHBecTULIAHOT HepyxomoCTi 1016 - -
3HOC iHBecTMUiHOT HepyxomocTi 1017 - -
Jfosrocrpokosi Gloaoriuki akman 1020 - -
nepsicHa sapricts gosroctpokosux Glonoriurux aktwels 1021 - -
HaKONMYeHa amopTUsaUia A0BrocTPOKOBMX GioNOriNHMX
axktvels 1022 - -
JAoerocrpokosl piHancosl ineecTuull: skl 06nlkoByIOTHCA 33
METOA0M y4acTi B KaniTani iHwmx nignpuemcrs 1030 - -
iHwi dinarcosi insecrmuyl 18 1035 100 639 314176
Jlosroctpokosa aebitopcoka saboprosakicTy 1040 - -
BigcTposeHl noaaTkosi akTMem 19 1045 131634 142 680
Tyasin 1050 2 .
Blactpouen aksisuuliHl suTpatm 1060 -
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Continuation of Appendix A

Ha novatok | Ha KiHeup
AxTHB np':'mh Ko 3siTHoro ssltHoro
PARA |  neploay nepiogy
3aNWWOK KOWTIB Y UEHTPANI30BAHMUX CTPAXOBMUX Pe3epBHMUX
$oHaax 1065 - -
IHwWi HeoBopoTHI aKTHEM 20 1090 190 460 27 591
Ycworo 3a poaainom | 1095 4583693 | 8305491
Il. O6opoTHI akTvaM
3anacu 21 1100 188 871 236 988
Bupo6Huul 3anacu 1101 188 221 224 395
HesasepweHe eupobHMUTBO 1102 - -
loToBa NpoAyKUIR 1103 - -
Tosapu 1104 650 12593
MoTouHi Gionoriuxi akTmen 1110 - -
[Aeno3utu nepecrpaxyBaHHA 1115 - -
Bekceni ogepxan| 1120 - E
[Oebiropcuka 3a6oprosakicTs 3a NpoayKuyjiio, Tosapu, poboTu,
nocaym 22 1125 678 593 704 235
[lebitopcbka 3a60prosaHicTL 3a pO3paxyHKamm 33 BUASHUMM
aBaHCcamu 23 1130 53432 100979
Oebiropcbka 3aboprosaHIicTb 32 pospaxyHKkamu 3 GloKeTOM 24 1135 10741 24 360
y TOMY Yucai 3 nogaTky Ha npubyTok 1136 - -
[Jebiropcbka 3a60proBaHicTs 3a poapaxyHKamu 3
HapaxoBaHux aoxoais 1140 5722 809 390
Ae6iropcbka 3a60prosaHicTs 3a pospaxyHKkamu i3 BHYTPILWHIX
po3paxyHKis 1145 - -
IHWa noToyHa aebitopcbka 3aboprosaHicTs 23 1155 848238 | 2473319
Noroyki dirarcosl iHBecTull 1160 - -
I'powl Ta Ix exslsaneHTH 25 1165 917 065 827 839
loTiska 1166 47 72
PaxyHku B 6aHKax 1167 790 419 666 911
Burpatn maibyTHix nepioajs 1170 14028 15526
HacTka NepecTpaxosuKa y CTpaxoBux peseppax 1180 - -
y TOMY 4ucnl g:
pBax A0BrocTPOKoBMxX 30608’'R3aHbL 1181 - -
pesepsax 36uTKie abo pesepsax HaneXHUX BUNAAT 1182 < -
pesepsax HesapobaeHux npemii 1183 - -
IHLWMX CTPaxoBux pesepsax 1184 - -
IHwi o6opoTHi akTueu 1190 - -
Ycboro 3a posalnom |l 1195 2716690 5192636
lll. HeoBopOTHI aKTUBK, YTPHMMYBEHI AR NPOJANKY, Ta rPYNK
snbyTma 1200 - -
banaHc 1300 7300383 | 13498127
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Continuation of Appendix A

H
...gg

|
|

1638422 | 3897300

1447572 | 2554797

802700 | 1037757

NOTONME KPEAHTOPCHXE 335ODIOBINICTS 33 POIPAXYHKAMM 3
SwoqmeTom

¥ TOMY ‘Al 3 NOAATRY Ha NpuyTox
DOIPAXYHNANM 31 CTPAXYBAHHA

NOTOMKE KPEAHTORCHXS 3350PIOBANICTS 33 POIPAXYHIKIMM 3
| onsaTw npau)

NOTOMKE KPEAHTOPCEKE 3200PIOBAHICTS 38 OQEPMAHMMM
2BancaMm

NoTosma KpearTopChka 3360prosanicTs 3a POIPaXyHKaMH 3
Y4BCHMKAMMA 32

408 141 484 647
62 466 61519
57009 77 886

336162 380 300

39173 46774

T BB BEE BB BE BEEEEEE: EEEEEEEEE BEEBEEEEEsEE

43 500 10 000
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End of Appendix A
Ha novaroxk | Ha kineup
Macwe "’:‘" m ssirHoro seimHoro
nepioay neplogy
NoroyHa KpeaUTOpChKa 3a60prosanicTs Is BHYTPIWHIX
pospaxyHkis 1645 - -
NoTouHa kpepuTOpchka 3a60ProBanicTs 3a CTPAXoBOIK
AlansHicrio 1650 - -
Norouni saGeaneyennn 31 1660 333 356 390 237
Aoxom maiGymuix neplopje 1665 1193 -
Blacrpoven| komicliini qoxoam sla nepectpaxosmkis 1670 - -
IHWi noTouHi 30608'AsaHKA 33 1690 6251 127 205
Ycboro 3a poaninom Hi 1695 3475057 | 5109603
IV. 30608’ A3aHHA, NOB’ASAH] 3 HEOBOPOTHUMM BKTHBAMMH, ]
YTPMMYBaHHMH ANA NPOAAXY, Ta U BUEyTTA 1700 - -
V. Yucra sapricts axTvels HeaepHasHOro neHCIHOM donay 1800 - -
Bananc 1900 7300383 | 13498127
EITTITBAR
OfIEHA
FAWORBHA Jlwrnun Onena I'puropinsa
(Bamn, nprsmmc )
(woma, nprmsmc)
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Appendix B
Balance sheet and financial statement of the LLC “Center Trans Service” for
2022
x?_gy
Jlara (pik, Micsus, qucao) | 2023 [ 01 | 01
Mianpuescrso TOBAPHCTBO 3 OBMEXEHOIO BUITOBLIAJIBHICTIO w€JIPIIOY | 40372626
«[EHTP TPAHC CEPBIC»
Tepuropis KHIBCHKA 3 KOATYY | 1412900000
Opranisauiiino-npasosa 3a KOIor 240
opMa rocro1aploBais TOBAPHCTBO 3 OBMEXEHOIO
BUINOBUIAJILHICTIO

Bl eXOHOMIYHOT AILILHOCTI IHua J0NOMIKHA AAALHICTL Y cdepi TPAHCHOPTY sa KBEJ] 52.29
Cepeans KUILKICTH npauisnukia’ 25

Aapeca, Tenedon syanus Lewrpansua, 6ya. 1, ¢. Mupouske, Kneso-Casrommncsknit paiion, Kuincska o6a., 08104
Oauuuus BUMIpY: THC. TPH. 6e3 IecaTRORBOrO 3Haka (okpiv poaaury IV 3aity npo ginanconi pesyanraru (3siry
npo cykynuuit 10xi1) (Gopma N 2), rpoiosi NOKAIHMKH KOO HABOJAXTECK B IPHBHAX 3 KOMiiKaMu)

CraaseHo (3pobHTH NOIHANKY «V» Y BUITOBLNIN KATTHIIL):
32 NONOKCHHAMM (CTaRApTaMH) nymrepcsmoﬁnixy

38 MEKHAPOAHMMM CTaHAApTAMM (IHAHCOBOT IBITHOCTI

baaauce (3sir npo gpinancosuii cran)

wa 31.12.2022 p.
®opma Ne | Koa sa IKY/L

Ha
Ha Kineup
Axtve NpumiTim WO ) oo 3sitHoro
PAYA | SIHOMD | iy
nepiogy
1 2 3 4 5
I. HeoboporHi akTueu

HemarepianoHi akrusu 16 1000 104 485 108 324

NepsicHa BapTiCTs 1001 195 854 199 978

HaKONM4EHa aMOPTH3aUIR 1002 (91 369) (91 654)
Hesasepweni kanitaneui insecrnuii 17 1005 437 370 701 136
OcnoBHi 3acobu 15 1010 | 2108977 | 3351500

nepsicHa BapricTs 1011 [ 3101898 | 5182319

3HOC 1012 | (992921) | (1830819)
IHBECTHUIMHA HePYXOMICTH 1015 - -

NepeicHa BapTiCTs IHBECTULIAHOI HePYXOMOCTI 1016 - -

3HOC IHBECTUUINHOT HePYXOMOCTI 1017 - -
LosrocTpokosi 6ionoriuni aktmeu 1020

NepsicHa BapTICTL A0BrocTPoKOBMx BIONOrivHMX aKTMBsis 1021 - -

HAKONMYEHA AMOPTU3ALLIA A0BrOCTPOKOBMX BIONOriUMMX 1022 )
aKTmBis
LosrocTpokosi ginamcosi insecTuuil: axi 06niKoByIOTHCA 33 1030 . .
METOAOM YHACTI B KaniTani iHWuxX NiANPUEMCTB

iHWi dinancosi insecTuull 18 1035 100 639 100 639
Hosrocrpokoea aebitopcbka 3aboprosanicrs 1040 - -
BiacTpoueri noaaTkosi akTvemn 19 1045 89 651 131634

-
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Continuation of Appendix B

S
Ha
Ha xineup
Axrvs Npumines | ROR | MONATOK | oo
pagxa = seitMoro :
nepiogy
l'yasin 1050 - -
Biactpoueni aksisnuliini suTpatm 1060 - -
33/MWOK KOWTIB Y UEHTPANIZOBAHMX CTPAXOBUX PE3EPBHMX 1065 ) .
ponaax
IHWi HeobopoTHi aKTHBK 20 1090 38 995 190 460
Ycboro 3a posginom | 1095 2880117 45836093
Il. O6opoTHi akTHBM
3anacu 21 1100 96 635 188 871
Bupobrmai 3anacu 1101 96 635 188 221
Hesasepwene BupobHMLTBO 1102 - -
loroea npoaykujs 1103 - -
Tosapw 1104 - 650
Norouxi GionoriMHi aKTMBKM 1110 - -
Aenozutu nepecrtpaxyBaHHa 1115 - -
Bekceni opgepmani 1120 B -
Aebitopcexa 3aboprosanicTs 33 NpoayKuiio, TOBapw, poboTk, 1125 | 445 265 678593
nocnyrm 22
Aebitopcsxa 3a60prosaHicTy 33 po3paxyHKamM 33 BAAHUMM 1130 | 172415 53432
aBaHCcamm 23
AebiTopcuka 3360proBaHicTh 33 po3paxyHkamu 3 SogxeTom 24 1135 21600 10741
Y TOMY 41Cai 3 NOA3TKY Ha npubyTok 1136 - -
Aebiropcsxa 3a60prosanicTs 3a po3paxyHKamu 3
HaDAMOBIRO: ACOlS 1140 29833 5722
Aebitopcoxa 3a60prosaHicTy 33 po3paxyHKamu i3 BHyTPiwHix 1145 . i
pospaxywkie
IHwa notoura gebitopcera 3aboprosaHicTs 23 1155 | 587721 848 238
Novouki inarcosi insectuuii 1160 - -
I'powi 13 ix exsisaneHTw 25 1165 | 921223 917 065
lotiska 1166 4144 47
Paxymun 8 Hamxax 1167 680 375 790 419
Butparu manbyTrix nepioaie 23 1170 13 270 14028
YacTxa nepecTpaxoBMUKa y CTPaxoBmx pesepsax 1180 - -
Y TOMY 41CAi B: 1181 ~ ;
pe3epeax 40BrocTPOKOBMX 30608 A3aHb
pesepsax 36urkis ab0 pesepaax HANEKHUX BUNNAT 1182 - -
pe3sepsax He3apobneHux npemin 1183 - -
IHIWMX CTPaXOBMUX pesepsax 1184 - -
IHwi oBopotHi akTuen 1190 - -
_Ycvoro 3a posainom Il 1195 | 2287962 2716690
1ll. HeoBopoTHi aKTHBw, yTpumyBaHi 4R NPOAANKY, Ta rPYNK 1200 ) .
subyTra
_Bananc 1300 | 5168079 7300383
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Continuation of Appendix B

Ha
Ha kineus
Nacvwe Npumira | KOA | ROMETOK | o o
PA | 3aimioro nepiogy
nepiogy
1 2 3 4 5
|. BracHwit kanitan

3apeecTposanuii (naitoewmit) kanitan 26 1400 453 4654
BHECKM A0 HE33aPeECTPOBAHOIO CTATYTHOIO KaniTany 1401 - -
Kanitan y aooujmkax 1405 - -
Lopatkosuia kanitan 27 1410 27 300 27 301

Emicilinmin noxig, 1411 - -

HakonuueHi kypcosi pisHuui 1412 - -
Pesepexui Kanitan 1415 - -
Heposnoginenui npubyTok (HenokpuTHit 36HTOK) 1420 | 1243657 | 2154 949
Heonnayenui kaniran 1425 - -
BunyveHui kanitan 1430 - -
IHwWi pesepau 1435 - -
Ycworo 3a poaninom | 1495 | 1271410 2186904

II. flosrocTpokoel 30608'A3aHHA | 3abesneyeHHn
Biacrpoderi noaaTxosi 30608'A3aHHA 1500 - -
NexcirHi 30608'A3aHHA 1505 - -
HAosrocrpokosi kpeauru Barkis 28 1510 | 160020 | 397182
IHWi posrocTpokosi 30608'A3aHHA 28 1515 907054 | 1241240
Aosrocrpoxosi 3abesneyerHnn 1520 - -
[losrocTpokosi 3abesneyenns BuTpaT nepcoHany 1521 - -
Uinsose diHancysaHHA 1525 - -
BnaropjitHa agonomora 1526 - -
Crpaxosi pezepeu 1530 - -
¥ TOMY HUCAi: 1531 )
pe3eps A08rocTpoxosux 30608 A3aKb
peseps 36uTKiB 360 pe3epe HanemHUX BUnaaT 1532 - -
peseps He3apobneHux npemii 1533 - -
iHWi crpaxosi pesepeu 1534 - -
IHBECTUUIMHI KOHTPAKTH 1535 - -
Npuaoeui pona 1540 - -
Pesepe Ha BUNNATY QHEK-NOTY 1545 - -
Ycboro 3a posainom li 1595 | 1067114 | 1638422
1Il. Norouni 30608'r3aHHA | 3abesnevenHn

KopoTxocTpokosi kpeawTy Bawkis 28 1600 B -
Bekceni puaani 1605 - -
MorouHa KpeauTopchka 3a6oprosanicTs 3a:
AOBrOCTPOKOBMMM 30608'A3aHHAMM 28 1610 | 1179572 | 1447572
Morouna kpeautopeska 3a6oprosaHicTs 3a Tosapu, poboTw, 1615 | 612206 | 802 700
nNOCAYrv 29
MorouHa kpeauTopceka 3360ProBaHICTL 33 PO3paxyHKamMu 3
GioameTom 30 1620 343819 408 141
¥ TOMY 4MCAi 3 NOASTKY Ha NpubyTok 30 1621 50458 62 466

03PaxyHKaMK 3i CTPaXyBaHHA 1625 38619 57009
Noro4Ha upw 3a60proeaHicTb 33 PO3paxyHKamm 3 1630 285201 | 336 162
onnaTk npaui
MNoToyHa kpeauropcbka 3aboproBaHicTb 3a ogepKaHKumm 1635 42888 39173
3BaHCaMM
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End of Appendix B
Ha
Ha xiveup
MNacwe Npwumitkn Noa | novarox 3sitHoro
PARKE | J8IMOMO | iy
neploay
NoTovKa kpeauTopChia 3a60ProBaHICTL 3a PO3PaXyHKaMK 3 1640 39 440 43500
ACHUKAMM 32
MNotouna kpeauTopcoia 3a60ProBaMicTL i3 BHYTPIWHIX 1645 B i
PO3paxyHKie
MNorouna xpeanTopcoka 3aboprosamicTs 3a CTpaxosoio
1650 - -
bHICTIO
Norouni 3abesnevenmn 31 1660 282302 | 333356
Aoxoan manbyrHix nepioais 1665 1150 1193
Biacrpoueni komiciimi poxoam sia nepecrpaxosmis 1670 - .
IHWi noTouHi 30608'asanma 1690 4358 6 251
Ycboro sa posainom Il 1695 | 2829555 | 3475057
IV. 30608'a3akHn, NOB'A3aHI 3 HEOBOPOTHUMM AKTUBAMM, 1700 )
YTPHMYBaHUMK AR NPOAANKY, Ta U BUGYTTA
V. Yucra BapricTb aKTusie HeaepmasHOrO neHciiHOro doray 1800 - -
Banamc 1900 | 5168079 | 7300383
EIT I TBAN
QfIEHA
TAWORBIA Jlwrmun Osena Upuropinna
(intitziaam, nphssmc)
(tpam. mpemaniic)
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Appendix C

Balance sheet and financial statement of the LLC “Center Trans Service” for

2021
‘ KO,
Jlara (pik, micsus, wncao) | 2022 | 01 | 01
Iupuemcreo TOBAPHCTBO 3 OBMEXEHOIO BUITOBIIAJILHICTIO 1a €JIPIIOY 40372626
«LlEHTP TPAHC CEPBIC»
Tepuropis KHIBCbKA 1a KOATYY 1412900000
Opranisawiino-npasosa 3a KOMNor 240
dopMa rocnoaaploBaHns TOBAPHCTBO 3 OBMEXEHOIO
BUINOBIIAJIBHICTIO
Bt cKOHOMIMHOT JURALHOCTI IHma JONOMIKHA JURALHICTL Y chepi Tpancnopry 3a KBEJ] 52.29

Cepeans KiABKICTL npanisHuxia’ 2

Axpeca, Tenehon syamus Llenrpansua, 6ya. 1, . Mupouske, Kueso-Casromnucskuii paiion, Kniscska 063:. 08104
Opunus BMIpY: THC. TpH. Ge3 AccaTkoBOrO 3Haka (okpim posaiay IV 3sity npo dinancosi pesyasram (3sity
npo cykynumit a0xia) (dopma N 2), rpowmiosi MOKAIHMKM RKOIO HABOANTHLCH B IPHBHAX 3 KOMfiKasMu)

Cxnaacno (3pobHTH NOIHAYKY «V» Y BLANOBLAHIN KATTHHLLI):
14 NoAoKCHHAMK (cTanaprasu) Gyxrarrepeskoro obaiky
38 MEKHAPOAHMMM CTaRapTaMK GIHAHCOBOT IBITHOCT

baaanc (3sir npo inanconnii craun)
®opsa Ne 1 Koa za JIKYJL

ua 31.12.2021 p.

Ha
Ha xineup
AxTve NpumiTkm WOA. || osox 3sitHoro
pAaKa = 3sitHoro ;
nepioay
1 2 3 < 5
|. Heo60poTHI aKTHBK
Hemarepianbki aktueu 16 1000 113538 | 104 485
nepsicHa sapricTb 1001 182 683 | 195 854
H3KONMUYEHA aMOPTH3aLiIR 1002 (69 145) | (91 369)
Hesasepuexi KanitansHi iHsecTuuii 17 1005 330 256 | 437370
OcHoBHI 3acobum 15 1010 546 694 | 2 108 977
nepsicHa BapricTs 1011 906 067 | 3 101 898
3HOC 1012 | (359373) | (992921)
IHBeCTHLHA HepyXOMiCTL 1015 - -
NePBsICHa BapTICTL IHBECTULIRHOI HepPyXOMOCTi 1016 - -
3HOC IHBECTHUIAHOT HePYXOMOCTI 1017 - .
JlosrocTpokogi 6ionoriuHi akTueu 1020 - -
NepBicHa BapTiCTL AOBroCTPOKOBMX BioNOriuHMX aKTHBIB 1021 - -
H3KONKYEHa aMOPTH3ALIA AOBIOCTPOKOBMX BioAOTMHMX 1022 ) i
3KTUBI8
LlosrocTpokosi GiHaHCOBI iHBECTHLI: AKi 06NIKOBYIOTLCA 33 1030 . )
METOA0M YuaCTi 8 KaniTani IHwWKx nianpuemcrs
MW diHaHCOoBI iHBeCTMUT 18 1035 100639 | 100639
Jlosrocrpoxkosa aebitopceka 3a6oprosaHicTs 1040 - -
BiacTpodeHi NOA3TKOBI aKTMBK 19 1045 57 406 89 651
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Continuation of Appendix C

Ha
Ha kineup
AxTus MpumiTkm oA | MoK 38iTHOrO
pAAKa | 38iTHOMO :
nepiogy
lyasin 1050 - -
BiacTpoueHi axsianulini suTpaTn 1060 - -
32/MWOK KOWTIB Y UEHTPANI30BAHMX CTPAXOBMX PE3ICPBHNX
1065 - -
$oHaax
IHWI HeoBOPOTHI aKTHBK 20 1090 36 668 38 995
YCb0ro 3a posainom | 1095 | 1185201 | 2880117
1. O60poTHI aKTHBM
3anacu 21 1100 113 628 96 635
Bupobrmyi 3anacu 1101 112 609 96 635
Hesasepwene supobHuyTso 1102 - -
foTosa npoayxuia 1103 -
Tosapu 1104 1019 -
MoTo4Hi 6lonoriuni aKkTueK 1110 - -
[eno3uTi nepecrpaxysanHn 1115 -
Bekcenl ogepwani 1120
JAebiropcoka 3a60prosanHicTy 33 NPOAYKUIO, ToBapH, poboTw,
RoCAYM 2 1125 534697 | 445265
Lebiropcoka 3360prosanicTL 33 PO3PAXYHKAMM 33 BUAIHKMM 1130 142669 | 172415
ABAHCAMM 23
[lebitopcexa 33a60proBaticTs 33 po3paxyHKkamu 3 GoxeTom 24 1135 40 891 21 600
y TOMY SMCAi 3 NOASTKY Ha NPUBYTOK 1136 - -
Lebiropcoxa 3360prosanicTs 33 Po3paxyHKamm 3
A 1_140 14015 29833
NeGitopcoka 3360proBaHicTb 33 POIPAXYHKAMM i3 BHYTDIWMHIX 1145 R )
PO3paxyHkis
IHWa noTouHa aebiTopcbka 3a60prosaxicTs 23 1155 840437 | 587721
Notouni dinancosi insecTuuii 1160 - -
Ipowi Ta ix exsiganeHTu 25 1165 213380 | 921223
loviexa 1166 3166 4144
PaxyHku 8 6aHkax 1167 49745 | 680375
Burparm manbymuix nepioais 23 1170 12771 13270
HacTKa NePecTPaxoBmKa y CTPAXOBMX pe3epsax 1180 - -
Y TOMY 4mcni 8: 1181 ~ y
pe3sepsax AOBIOCTPOKOBMX 30608 A3aHb
pesepsax 36mTkis 360 pelepsax HANEKHHUX BUNNAT 1182 - -
pesepsax He3apobnenux npemin 1183
IHWMX CTPAXOBKX pe3epsax 1184 - -
IHWi 060pOTHI aKTHBK 1190 - -
Ycboro 3a poaginom Il 1195 | 1912488 | 2287962
1Il. HeoBOPOTHI aKTHBK, YTPHUMYBaHI ANA NPOAANY, Ta IPYNK 1200 - )
subyTTR
Banauc 1300 | 3097689 | 5168079
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Continuation of Appendix C

Ha
Ha kineup
MNacwe Npumitkn Hom. || mossTou 3siTHOro
paaka = 3sitworo
1 2 3 4 5
|. Bracuwmii kaniran
3apeectposavini (naiosmit) kanitan 26 1400 453 453
BHECKM 40 HE3APEECTPOBAHOTO CTATYTHOrO Kanitany 1401 - -
Kanitan y pooujinkax 1405 - -
Jloparkoswit kanitan 27 1410 27 300 27 300
Emiciinmia goxia 1411 - -
Hakonuuen| kypcosi pisHmu| 1412 - -
Pesepsnuit kaniran 1415 - -
Hepoanoginenni npubyTok (HenokpuTi 36MUToK) 1420 | 460 703 | 1243 657
Heonnavenwi kaniran 1425 - -
Bunyyenui kaniran 1430 - -
IHWi pesepen 1435 - -
Ycboro 3a poaainom | 1495 488 456 | 1271410
1I. flosrocrpokosl 30608'A3anHA | 3ab6eanevenrnn
|_Blactponeni noaaTkosi 30608 A3aHHA 1500 - .
Nenclitni 30608'A3aHHA 1505 - -
Jlosrocrpokosl kpeanT Gankie 28 1510 165 581 | 160 020
IHWI A0BrocTPOKOBI 30608 A3AHNA 28 1515 597 762 | 907 094
_fosroctpokosi 3a6esneyennn 1520 - -
Jlosrocrpokosi 3a6esneuentn BUTPaT nepcoHany 1521 - -
_Uinbose dinancysannn 1525 - -
Bnaroplina ponomora 1526 - -
Crpaxosl pesepsu 1530 - -
y TOMYy umcni: 1531
|_peseps A0BroCTpokosux 30608 A3anL
peseps 36uTkie a60 peIeps HANEMHUX BUNNAT 1532 - -
peseps Hezapobaennx npemii 1533 - -
MW crpaxosi pesepsu 1534 - -
IHBECTULIAHI KOHTPAKTH 1535 - -
MNpu3osui doma 1540 - -
Pe3epn Ha BUNAATY JUKEK-NOTY 1545 - -
Ycvoro 3a posalnom II 1595 763 343 | 1067114
1Il. NoTouui 30608’ A3aHKA | 3a6esneyeHHn
KopoTtkocTpokosi kpeanti Gankie 28 1600 20234 -
Bexceni suaani 1605 - -
MNoTouna kpeauTopcbka 3aboprosanicTs 3a:
_A0BroOCTPOKOBMMM 30608'A3aHHAMM 28 1610 189767 | 1179572
Norouna kpeauTopcbka 3aboprosanicTe 3a Tosapu, poborw,
nocAy™M 29 1615 508728 | 612206
MoTOuKa KpeaUTOPCLKA 3360ProBanicTh 3a PO3PaxyHKamu 3
GlommeTom 30 1620 285853 | 343819
y TOMY YMCAi 3 NOAATKY Ha NPUBYTOK 30 1621 50 049 50 458
PO3PaxyHKamu 3i CTPaXyBaHHA 1625 22 451 38619
MoTo4Ha kpeArTOPCLKA 3a60PrOBAHICTS 33 PO3PaxyHKaMK 3
ofaTH Npaul 1630 = 297406 | 285201
MNoroyHa KpearTOPCLKa 3a60ProBaKicTb 33 OAEPHAHUMM 1635 49916 42888
asaHcamu
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End of Appendix C
Ha
Ha Kineup
Nacve Npwminy | KOR | MOMATOK |- om0
pAAKa = 3BiTHOrO neplogy
neploay
MNoTtouna kpeaUTOpPCLKa 3a60ProBaHICTL 33 PO3PAXYHKIMK 3 1640 182 000 39 440
YHaCHUKaMK 32
MNoToyna kpeauTopCLKa 3a60ProBaHICTL i3 BHYTPIWHIX 1645 . i
PO3paxyHkis
Notouna kpeaAMTopcLKa 3360ProsaHiCTL 3a CTPAXOBOIO 1650 . d
AANBHICTIO
Norouni 3abeanevennn 31 1660 284071 | 282 302
ox0/AM ManbyTHix nepioais 1665 660 1150
BiacTpouen| koMiciitni Aoxoau 8ig nepecTpaxosukie 1670 - -
IHWI NoToMHI 30608'A3aHHA 1690 4 804 4 358
Ycworo 3a poaginom Il 1695 | 1845890 & 2829555
IV. 30608'A3aHHA, NOB'A3aHI 3 HEOBOPOTHUMM aKTHBAMM, 1700 . |
YTPMMYBIHUMM ANA NPOAANKY, Ta W BUEYTTA
V. Yucra BapricTb aKTHBIB HEACDIKABHOIO NEHCIHHOM doHay 1800 - -
banauc 1900 | 3097689 | 5168079
EIT I 1 BVM
OfIEHA
TR OREHA Jlwrnin Osena Ipuropisna
(imitziaan, mpivwac)
(entpam, mpeosine )




