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In the first section, the study analyzes the theoretical foundations of enterprise
brand management based on marketing principles. It examines classical and modern
approaches to branding, emphasizing the strategic role of marketing in shaping
brand value, recognition, and consumer loyalty in a competitive market
environment.

The second section provides an analytical overview of the Ukrainian postal
services market, including a detailed examination of JSC «Ukrposhta» and its
Khmelnytskyi Directorate. It assesses the current market trends, technical and
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Introduction

In today’s dynamic market environment, enterprises aiming to maintain
competitiveness and ensure sustainable development must focus on forming
customer-oriented marketing approaches. These approaches involve building long-
term relationships with customers, personalizing services, integrating digital
technologies, and adapting business models to evolving consumer behavior. The
scientific understanding of this process is an important task in modern marketing, as
it enables the development of effective strategies for engaging target segments,
increasing customer satisfaction, and creating sustainable competitive advantages in
the marketplace.

The relevance of the research is driven by the need for national postal
operators to adapt to intensified competition, the rapid growth of e-commerce, the
digital transformation of the market, and rising consumer expectations regarding
service quality. The formation of customer-oriented marketing approaches in the
activities of the Khmelnytskyi Directorate of JSC «Ukrposhtay is a strategic task
that enables not only the retention of the existing customer base but also the
attraction of new consumers, ensuring increased operational efficiency, strengthened
market positions, and enhanced brand trust at the regional level.

Various aspects of the formation, implementation, and transformation of
customer-oriented marketing approaches in the context of the postal services market
have been researched by both Ukrainian and international scholars. Among the most
notable are the works of N. Antoshkova, V. Khalina, V. Kovalevskyi, O. Holovan,
O. Oliinyk, S. Markova, M. Oliinyk, and T. Vasylieva, as well as international
authors such as P. Kotler, G. Katarjaya, and Y. Setiawan. Their studies cover a broad
range of issues, including client-oriented enterprise strategies, service quality
improvement, the integration of digital technologies into customer management, the
use of CRM systems, loyalty program development, and the application of

marketing tools to increase competitive advantages and ensure sustainable growth.
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Despite the substantial theoretical coverage of the topic, the current
transformation of markets and consumer behavior, the growing need for companies
to adapt to digital trends, and the increasing emphasis on emotional value and social
responsibility underscore the necessity for renewed research. This is especially
relevant for enterprises operating in the Ukrainian postal services market, such as
the Khmelnytskyi Directorate of JSC «Ukrposhta», which aim to strengthen their
market positions while improving customer-oriented marketing tools under
conditions of intense competition.

Therefore, further research into theoretical, methodological, and practical
approaches to the formation of customer-oriented marketing approaches in the
activities of enterprises is highly relevant. It will facilitate the development of
effective tools for improving customer experience, strengthening brand loyalty, and
ensuring long-term competitive advantages under the conditions of digitalization
and market transformation. These considerations have determined the choice of the
topic for this master’s qualification thesis, as well as its purpose, object, and subject
of research.

The purpose of the master’s thesis is to substantiate the theoretical foundations
and develop practical measures for the formation of customer-oriented marketing
approaches in the activities of the enterprise, taking into account the specifics of the
postal services market, the impact of digital transformation, the growing importance
of service quality, and the increased need to strengthen customer loyalty and
competitive positioning.

To achieve this goal, the following objectives were determined:

— to analyze the theoretical foundations for the formation of customer-
oriented marketing approaches in enterprise activities;

— to conduct an analytical study of the activities of JSC «Ukrposhta» in the
Ukrainian postal services market;

— to characterize the management policy and assess the implementation of
customer-oriented approaches in the activities of the Khmelnytskyi Directorate of
JSC «Ukrposhtay;
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— to develop a set of practical measures for improving the formation and
implementation of customer-oriented marketing approaches in the activities of the
Khmelnytskyi Directorate of JSC «Ukrposhtay.

The object of the research is the customer-oriented marketing management
processes of the enterprise within the postal services market.

The subject of the research is the theoretical and methodological foundations
and practical tools for improving customer-oriented marketing approaches in the
activities of the enterprise, using the example of the Khmelnytskyi Directorate of
JSC «Ukrposhtay.

The theoretical basis of the master's qualification work includes the scientific
works of domestic and foreign researchers on customer-oriented marketing, service
quality management, consumer behavior, and competitive positioning, as well as
relevant legal and regulatory acts of Ukraine and international standards in the postal
and logistics services sector.

The research methodology is based on the application of general scientific and
specialized approaches, including system analysis, marketing assessment,
comparative and benchmarking techniques, graphical and tabular representations,
expert judgments, and synthesis. The analysis and presentation of data were carried
out using up-to-date digital technologies and specialized software tools.

The informational foundation of the research encompassed analytical and
marketing data from the Khmelnytskyi Directorate of JSC «Ukrposhtay, statistical
information provided by the State Statistics Service of Ukraine, scholarly works by
both domestic and foreign researchers, corporate documentation, proceedings from
scientific-practical conferences, as well as analytical reviews of the postal services
market.

The scientific novelty of the master’s qualification thesis lies in the
development and substantiation of a system of customer-oriented marketing
measures for a postal enterprise, grounded in contemporary marketing principles.
The proposed approach strengthens the strategic positioning of the company by

integrating digital service tools, improving the quality of customer service,
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enhancing loyalty programs. Using the case of the Khmelnytskyi Directorate of JSC
«Ukrposhtay, the study presents a conceptual framework for improving customer
experience, raising service standards, and deepening emotional engagement in the
context of heightened market competition.

The third section formulates a set of practical marketing-driven measures
aimed at reinforcing the customer-oriented management system of the Khmelnytskyi
Directorate of JSC «Ukrposhtay. These recommendations encompass the
enhancement of loyalty programs, the improvement of customer service quality, the
implementation of advanced digital solutions (including API integrations with e-
commerce platforms, expansion of the parcel locker network, and the launch of
collaborative marketing campaigns), and the systematic engagement of both
individual and business clients. The proposed initiatives are designed to boost the
company’s operational performance, elevate the customer experience, strengthen
long-term client relationships, and solidify its strategic positioning in the
competitive postal services market.

The key findings of the research were presented and explored during the X1X
International Scientific and Practical Conference titled «Marketing technologies in
the context of european integration processes», held on December 19-20, 2024, in
Khmelnytskyi at KHNU (Appendix A).

Based on the outcomes of the conducted research, a scientific publication was
prepared and published, totaling 0,5 printed sheets [26].

The master's qualification thesis, comprising 90 pages, consists of an
introduction, three chapters, conclusions, a list of 42 references, and 3 appendixs.
The work includes 5 figures, 11 tables, and analytical calculations.
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1 Theoretical foundations for the formation of customer-oriented marketing

approaches in enterprise activities

In today’s competitive environment, marketing is increasingly viewed not
merely as a set of tools for promoting goods and services but as a strategic
management philosophy aimed at creating long-term value for customers. This
approach shifts the focus from short-term profits toward the systematic satisfaction
of consumer needs, which becomes the foundation for forming sustainable
competitive advantages for enterprises.

Within this context, customer-oriented marketing approaches gain particular
importance, as they prioritize consumer interests across all business processes —
from product development and marketing strategy formulation to the construction
of service systems. Academic literature emphasizes that customer orientation is not
only a tactical or instrumental element but a full-fledged concept that defines the
core principles of company operations. Its foundation is a deep understanding of
consumer needs, the creation of added value, and the formation of positive customer
experiences, which contribute to increasing their loyalty.

In the current marketplace, building competitive advantages through
discounts, assortment expansion, or technological innovations is becoming
increasingly challenging, as these elements are easily replicated by competitors. By
contrast, a company’s attitude toward its customers and its ability to create a unique
customer experience are factors that cannot be quickly imitated, as they are part of
the company’s deep corporate culture. Thus, customer orientation serves as a key
factor in brand positioning and ensures stable profit growth, helping companies
maintain competitiveness even under the pressure of high consumer expectations.

According to the American Marketing Association, customer orientation is a
managerial approach in which customer needs take precedence over the seller’s

interests. At the same time, this orientation does not contradict the company’s own
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interests; on the contrary, it is considered the most effective path toward forming
long-term competitive advantages and achieving stable success in the market.

Scientific research presents various approaches to interpreting the concept of
customer orientation. Currently, there is no universally accepted definition of this
phenomenon, which provides a foundation for ongoing academic debate. Most
researchers agree that the central idea of customer orientation lies in meeting
customer needs as the basis for creating additional advantages for the enterprise.
However, there are ongoing scholarly discussions over whether customer orientation
should be considered a strategic mindset, a management method, a tool, a process,
or even a form of customer experience.

Overall, the theoretical foundations for forming customer-oriented marketing
approaches encompass several key aspects: understanding the essence of customer
orientation, defining its role in enhancing enterprise competitiveness, and analyzing
the internal and external factors that influence its effectiveness. Awareness of these
foundations is a necessary prerequisite for developing practical recommendations
for constructing a customer-centric management system.

In contemporary academic discourse, the concept of customer orientation
emerges as a multifaceted framework encompassing various aspects of strategic
enterprise management. A thorough analysis of scientific literature allows the
identification of several main approaches to its interpretation, each focusing on
specific areas of a company’s interaction with its customers.

The strategic approach involves the deep integration of customer orientation
into all key business processes of the enterprise. In this perspective, customer
orientation is viewed as a long-term strategic commitment aimed at creating
additional value for customers through careful analysis of their needs and the flexible
adaptation of product and service offerings to dynamic market changes. This
approach enables the enterprise to build sustainable competitive advantages and
maintain continuous development.

The organizational-cultural approach emphasizes the formation of an internal

corporate environment oriented toward the customer. Here, customer orientation is
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seen as part of the organizational culture, which defines employee behavior
standards, company values, and the strategic direction toward establishing long-
term, trust-based relationships with customers. The primary focus is on engaging
personnel in the service process, increasing their motivation, and fostering a sense
of responsibility for the quality of customer interactions.

The marketing approach positions customer orientation as the foundation of
the enterprise’s marketing activities. Within this framework, special attention is
given to thorough market analysis, segmentation of the customer base, and the
development of individualized strategies that account for the characteristics of
different consumer groups. A key task is the constant monitoring of changes in
customer needs and behaviors, which enables timely adaptation of marketing tools
and ensures the continued relevance of the company’s offerings.

The technological approach, which is gaining increasing importance in the
context of digital transformation, views customer orientation through the lens of
applying modern information technologies. This includes the use of digital solutions
for collecting, analyzing, and processing customer data, as well as the
implementation of CRM systems, big data analytics, and other digital tools that
enhance the efficiency and personalization of customer interactions. This approach
provides the enterprise with the ability to respond quickly to market changes and to
build deeper and more sustainable relationships with consumers.

The main components of customer orientation can be summarized in five key
elements, commonly referred to in academic literature as the «5C» concept. At the
center of this system is the customer. All enterprise activities are built around a deep
understanding of customer needs, expectations, and behavioral characteristics. A
thorough analysis of customer requests forms the foundation for developing
effective marketing and management strategies capable of ensuring a high level of
satisfaction and customer retention.

The second component, communication, involves building -effective
interactions with customers across all available communication channels. This is not

limited to simple information sharing but includes establishing two-way dialogue
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through which the enterprise can receive timely feedback, understand current market
demands, and adapt its activities accordingly to changing consumer expectations.

A crucial condition for the successful implementation of a customer-oriented
approach is corporate culture. Creating an internal environment where each
employee clearly understands their role in delivering positive customer experiences
enhances the effectiveness of all business processes. Such a culture fosters a sense
of shared responsibility, significantly strengthening the overall level of service.

The fourth component, coordination, ensures the harmonized work of all
organizational units. Only through clear task distribution and well-coordinated
collaboration between departments can the enterprise achieve the unified goal of
meeting customer needs. Coordination acts as a mechanism that integrates various
business directions into a cohesive system.

Finally, the component of control involves continuous monitoring and
assessment of the effectiveness of implemented customer-oriented measures. This
enables the enterprise to promptly identify weaknesses, address shortcomings, and
improve processes to maintain competitiveness.

Thus, the integration of all five components allows the enterprise to build
strong competitive advantages, strengthen customer loyalty, and ensure stable
operations and long-term development. This approach serves as a key to success in
today’s market, characterized by high dynamics of change and increasing consumer
demands.

In conclusion, the analysis of existing approaches allows us to assert that
customer orientation is a modern management concept. It is based on a deep
understanding of consumers and their needs, which enables the formation of high
loyalty, retention of existing customers, and attraction of new ones through products
and services that are maximally adapted to their expectations. It is precisely
customer orientation that becomes the reason why consumers return to the company,
positively evaluate its activities, and recommend it to others.

The management of enterprise activities based on customer orientation

involves the integration of several key components that together form a
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comprehensive system of interaction with consumers. The main elements of this
approach include: the development of products and services tailored to customer
needs; the formation of personnel focused on meeting customer requests; the
implementation of rules and standards to ensure high-quality service; and the
organization of service processes that maximize customer convenience. Let us
examine each of these components in more detail.

First, customer-oriented products and services serve as the foundation of
customer-centered management. Their development requires thorough marketing
research, market analysis, and the collection of customer feedback. This makes it
possible to identify current demands, expectations, and preferences, which, in turn,
allows the company to create offers that not only meet but exceed customer
expectations. Continuous updating and improvement of the product assortment and
service solutions are essential conditions for maintaining market competitiveness
and ensuring customer satisfaction.

The second important component is personnel focused on customer
satisfaction. The effectiveness of a customer-oriented strategy largely depends on
the competence, motivation, and engagement of employees. In this context,
professional training, the development of communication skills, conflict
management, and an understanding of customer psychology are of particular
importance. Employees should demonstrate a high level of empathy, responsibility,
and readiness to provide quality service. Incentive and reward systems must be
structured to encourage staff adherence to high service standards.

The third element is the establishment of clear rules and standards aimed at
ensuring consistent service quality. These should cover all stages of customer
interaction — from the initial contact to post-sale support. Regular monitoring of
compliance with these standards, as well as prompt adjustments based on feedback
analysis, is essential. This enables the maintenance of a consistently high service
level and the gradual improvement of the customer experience.

The fourth component involves the organization of service processes, which

should be designed to maximize customer satisfaction. This includes optimizing
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business processes to ensure convenience in interaction, speed of service, and
flexibility in resolving problematic situations. The use of modern technologies,
particularly automation and digital platforms, helps improve operational efficiency
and creates conditions for providing personalized service. An important practice is
the regular updating and refinement of procedures, based on the analysis of customer
experience data.

A summary of the main components of customer-oriented enterprise

management is presented in Table 1.1.

Table 1.1 — Main components of customer-oriented enterprise management

Component Essence Expected results

Products and services | Conducting marketing research, | Creation  of  competitive
tailored to customer | market  analysis, collecting | products, increased customer
needs feedback, developing solutions | satisfaction, growth in
that meet or exceed customer | customer loyalty

expectations

Customer-focused Development of communication | Provision of high-quality
personnel skills,  conflict = management, | service, increased employee
enhancement of empathy, | engagement, improved

implementation of motivation and | company reputation
incentive systems
Clear service rules and | Establishment of standards for all | Consistently high  service
standards stages of customer interaction, | level, reduction of errors,
compliance monitoring, timely | continuous improvement of
adjustments based on feedback | the customer experience

analysis
Organization of service | Optimization of business | Increased operational
processes processes, use of digital | efficiency, accelerated service

technologies and automation, | delivery, creation of a flexible
ensuring speed, convenience, and | and adaptive system of
service personalization interaction with customers
Source: compiled by the author based on [2; 9; 15; 17; 20; 27; 29; 39; 41]

The systematization of the key components of customer-oriented enterprise
management, presented in the table, allows us to conclude that the effective

functioning of a company under the principles of customer centricity requires the
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integrated combination of several interconnected elements: the development of
products and services tailored to consumer demands; the preparation and motivation
of personnel; the implementation of clear service standards; and the optimization of
service processes through the use of modern technologies. This integrated approach
creates the necessary conditions to ensure a high level of customer satisfaction,
foster customer loyalty, enhance the enterprise’s competitiveness, and secure its
sustainable development in a dynamic market environment.

A crucial role in the implementation of a customer-oriented approach belongs
to the enterprise’s employees. Specifically, the orientation of personnel toward
meeting customer needs acts as a decisive success factor for the company, as it
contributes to increased sales volumes and improved service levels. Understanding
the fundamental principles of employee behavior and constructing a customer-
oriented service framework is essential for the successful functioning of the
business.

The concept of personnel customer orientation can be described as a set of
characteristic traits, behavioral patterns, and modes of interaction, which are

summarized and visually presented in Figure 1.1.

Customer-oriented staff

v v
Qualities Behavior Formi manifestu
Professional Internal customer focus Individual customer
- qualities: knowledge, - N focus
skills, abilities
Personal qualities: Demonstrating customer Collective customer
| motivation, attitudes, N focus N focus
values

Figure 1.1 — Main characteristics of customer-oriented enterprise personnel
Source: compiled by the author based on [2; 9; 15; 17; 20; 27; 29; 39; 41]
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The essence of employee customer orientation lies in the combination of
specific qualities, behavioral models, and forms of interaction with clients.
Foremost, diligent fulfillment of duties is of primary importance, which implies a
responsible approach to work tasks and the provision of high-level service. Equally
important is the deep understanding of customer requests, which is realized through
asking the right questions, analyzing responses, and reviewing customer feedback
after purchase or service use. Such an approach allows for flexible adaptation of the
company’s offerings to the needs of each particular client.

No less critical is the ability to put oneself in the customer’s shoes, helping to
view the purchasing or ordering process through the eyes of the consumer and
identify potential problem areas. Attention to detail also plays a significant role, as
companies focus even on the smallest aspects that may affect customer satisfaction.

Another important aspect is exceeding customer expectations — when a
company offers more than the customer anticipates, thereby creating a positive
impression and stimulating loyalty. In daily service practice, politeness is crucial:
respectful communication, expressions of gratitude, and correctness in negotiations
contribute to a positive company image.

Handling complaints serves as an essential tool for improving processes, as
analyzing problematic situations enables the company to quickly identify and
eliminate shortcomings. Monitoring effectiveness allows management to determine
which decisions promote development and which, conversely, hinder it, thereby
enabling timely adjustments to strategy. It is also worth emphasizing the importance
of fair compensation, as motivated employees demonstrate higher levels of
engagement and service quality.

Adherence to these principles helps shape a positive customer experience,
which, in turn, stimulates growth in customer loyalty and creates the foundation for
the company’s long-term success.

Customer-oriented management is especially relevant for establishments
operating in the service sector, where service quality is one of the key factors of

competitiveness. The implementation of customer-oriented practices contributes to:
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— creating competitive advantages, as in markets where offers are similar,
excellent service distinguishes a company from others;

— increasing loyalty, as satisfied customers are more likely to return, ensuring
stable income and attracting new clients through personal recommendations;

— optimizing business processes, as customer feedback and suggestions help
identify weak points and eliminate them more effectively;

— strengthening reputation, especially in the digital age, when online reviews
have a significant impact on company perception;

— increasing revenues, since loyal customers spend more, and retaining
existing clients is less costly than acquiring new ones.

The introduction of a customer-oriented management approach is one of the
key and current strategies necessary for the effective operation of modern
enterprises. This approach enables not only the satisfaction of customer needs but
also ensures the sustainable development of the business, enhances competitiveness,
and fosters long-term relationships with consumers. To understand its essence more
deeply, it is advisable to analyze the main principles of customer-oriented

management, systematized and presented in Figure 1.2.

Deep understanding Development of personal Focus on retention
of your customers communications with clients customers
A
Cooperation based on Customer-oriented c ; g
relationships, not | approach to enterprise ustomer-focuse
products D management > service
Implementation of Customer experience Forming partnerships with
loyalty programs management clients

Figure 1.2 — Principles of the customer-oriented enterprise management approach
Source: compiled by the author based on [2; 9; 15; 17; 20; 27; 29; 39; 41]
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The formation of a customer-oriented management approach begins with the
clear identification of target consumer segments. The starting point for developing
such a strategy is a deep understanding of the key customer. As researchers note, the
first stage of strategic marketing planning is the precise delineation of the consumer
groups that the enterprise targets. For this purpose, market segmentation is used —
dividing the potential customer base into homogeneous segments based on
geographic, demographic, behavioral, or psychographic characteristics. This enables
not only a better understanding of the needs of individual groups but also the
development of personalized commercial offers that meet their expectations.

The next steps involve targeting and positioning. The selection of priority
segments and the creation of value propositions that precisely meet their needs form
the foundation of effective customer-oriented marketing. According to the concept
proposed by P. Kotler, a marketing strategy is built as a set of actions that includes
segmentation, targeting, and positioning, aimed at maximally satisfying the needs of
the defined audience and achieving strategic business goals.

Another key principle is the creation of unique customer value and an
appropriate level of service. Scientific sources emphasize that companies should
solve their clients’ problems better than competitors by offering unique advantages
that are difficult to substitute in the market. To achieve this, the marketing mix (4P:
product, price, place, promotion) is modified, taking into account the needs of the
target audience. First, a product is developed that matches identified needs. Second,
the price is determined based on the subjective perception of value and the
purchasing capacity of consumers. Third, accessibility to the product or service is
ensured through the establishment of effective distribution channels. Finally,
effective communication is organized to clearly convey the advantages of the offer.
Thus, the classical 4P approach acquires a new meaning — focusing on the complete
alignment of each element with the real expectations of customers.

An important component of a customer-oriented strategy is the focus on long-
term customer relationships and the management of their lifetime value. Unlike

traditional strategies that focus on one-time sales, modern marketing is aimed at
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creating customer satisfaction as a foundation for enhancing their loyalty and
stimulating repeat purchases. In this context, the concept of customer lifetime value
becomes especially relevant, reflecting the total profit a customer brings to the
company throughout their relationship with the brand.

Achieving such long-term value is impossible without the implementation of
specialized tools, such as CRM systems, loyalty programs, personalized services,
and high-level service standards. The effectiveness of these mechanisms requires a
unified organizational model within which all functional departments of the
enterprise — from marketing and sales to production and logistics — work together
toward the shared goal of creating and maintaining customer value.

Equally important is the development of an internal organizational culture that
ensures cross-functional interaction, the exchange of customer data between
different departments, and collective responsibility for the level of customer
satisfaction. This integrated approach enables companies to respond quickly to
changing customer needs and ensure the relevance of their marketing strategy in
conditions of constant market transformations.

Modern scientific approaches to building customer-oriented marketing
strategies are increasingly integrating digital technologies, which radically change
how businesses interact with their target audience. The digital transformation of the
economy is reshaping both consumer behavior and the ways enterprises manage
loyalty, personalize communications, and create individual value for each customer.
A review of the scientific literature shows the growing role of customer-oriented
strategies based on innovative technologies such as data analytics, artificial
intelligence, interactive platforms, and omnichannel service models.

One of the leading trends is interaction personalization, which involves
adapting marketing messages, products, and services to the unique needs of each
customer. Modern consumers expect not mass-market but personalized solutions,
which significantly enhances the relevance of communications, as well as

engagement and satisfaction levels. Digital personalization is not merely an
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advantage but a necessary condition for effective marketing activities under
conditions of high competition and rapidly changing consumer preferences.

Another important direction of development is data-driven approaches — that
IS, marketing strategies based on detailed analysis of customer data. Thanks to the
implementation of Big Data, machine learning, and artificial intelligence, companies
can carry out precise audience segmentation, forecast consumer behavior, and
proactively adapt their offers. The systematic use of big data analytics enables
companies to make well-founded strategic decisions, increases the effectiveness of
marketing campaigns, and contributes to long-term competitiveness.

A distinctive feature of the modern customer-oriented strategy is also the shift
from one-way communication to a dialogical model, which involves the use of
interactive feedback channels. Studies demonstrate the effectiveness of digital tools
such as chatbots, mobile applications, social networks, and online platforms, which
make it possible to build sustainable dialogue with customers, strengthen trust, and
engage them in the process of co-creating value. These tools not only increase the
speed of response to inquiries but also contribute to the formation of communities
around the brand, which strengthen the emotional connection with customers.

The implementation of these trends requires the deployment of modern CRM
systems capable of integrating information from all customer interaction channels.
This ensures not only the personalization of communications but also the effective
management of customer experience (customer experience management, CEM),
which is an important direction in the development of customer-oriented marketing.
Thus, a modern customer-oriented strategy must be not only relevant but also
technologically flexible, allowing enterprises to adapt quickly to market changes,
anticipate customer expectations, and create innovative market offerings.

In conclusion, it should be emphasized that the modern paradigm of customer-
oriented marketing combines the classical principles of focusing on customer needs
with the powerful potential of digital technologies. Its effectiveness is determined
not only by a deep understanding of customers but also by the company’s ability to

make data-driven decisions, ensure interactive interaction, and create value at every
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stage of contact. This opens new opportunities for strengthening customer loyalty,

expanding market presence, and ensuring the long-term success of the enterprise.
The summarized results on the key directions, tools, and expected outcomes

of forming customer-oriented marketing approaches in enterprise activities are

presented in Table 1.2.

Table 1.2 — Key directions in the formation of customer-oriented marketing

approaches in enterprise activities

Key directions Tools and approaches Expected outcomes
Identification of target | Market segmentation, | Clear understanding of customer
segments targeting, positioning needs, personalized offers

Adaptation of the marketing | Customer satisfaction, exceeding
mix (4P), unique advantages | customer expectations
Focus  on long-term | Loyalty programs, customer | Increased loyalty, growth in
relationships lifetime value management repeat purchases
Optimized decisions, flexible
responsiveness, strengthened
emotional connection
Integration of CRM | Data integration, customer | Unified customer experience,
systems and CEM | experience management, | maintenance  of  competitive
management omnichannel models advantages

Source: compiled by the author based on [2-3; 5; 9; 12; 15; 17-18; 20-22; 25; 28; 29; 39]

Creation of customer value

Implementation of digital | Big Data, Al, analytics,
tools chatbots, mobile applications

The conducted analysis allows us to assert that the formation of customer-
oriented marketing approaches in enterprise activities is a complex process that
requires a deep understanding of target segments, the creation of unique consumer
value, a focus on long-term relationships with customers, and the use of modern
digital technologies. This approach involves not only the adaptation of classical
marketing tools to meet customer expectations but also the systematic
implementation of CRM systems, loyalty programs, personalized services, and
interactive communication channels.

An essential condition is the construction of a unified organizational model in
which all company departments operate in a coordinated manner, directing their

efforts toward creating and maintaining customer value.
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In conclusion, the formation of customer-oriented marketing approaches in
enterprise activities, integrated with innovative technological solutions, ensures not
only the satisfaction of existing consumer needs but also the anticipation of their
expectations, thereby contributing to strengthening customer loyalty, enhancing the

enterprise’s competitive position, and achieving its long-term success.

Conclusions to the first section

The conducted analysis allows us to state that in today’s busSiness
environment, marketing is no longer merely an instrumental mechanism for
promoting products; it is transforming into a strategic management concept centered
on customer orientation. This approach shifts the focus toward systematically
satisfying consumer needs, creating long-term value, and building sustainable
competitive advantages — key factors for a company’s success in an increasingly
competitive landscape.

Within the scope of the theoretical study, the main approaches to
understanding customer orientation were outlined. The strategic approach
emphasizes the integration of customer-centric principles across all business
processes; the organizational-cultural approach highlights the role of corporate
values and behavioral standards; the marketing approach focuses on market
segmentation and in-depth analysis of customer needs; while the technological
approach is linked to the active use of digital tools (such as CRM, Big Data, Al, and
analytics) that enable the personalization of customer interactions and enhance the
effectiveness of marketing campaigns.

A particularly important role in shaping customer-oriented approaches is
played by the five key components united in the «5C» concept: Customer,
Communication, Culture, Coordination, and Control. Their integration allows the

enterprise to build a holistic system of interaction with consumers, which includes
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the development of products and services tailored to specific demands, the
preparation of personnel focused on high-quality service, the implementation of
clear service standards, and the optimization of internal business processes.

Scientific analysis confirms that modern customer-oriented strategies must
account not only for classical marketing tools but also for the opportunities unlocked
by digital technologies. Personalization of interaction, data-driven approaches,
interactive feedback channels, the implementation of CRM systems, and customer
experience management (CEM) all allow enterprises to effectively adapt to market
changes, forecast consumer needs, and build deep, emotionally resonant
relationships with customers.

A crucial condition for the effectiveness of customer-oriented management is
the creation of a unified organizational model in which all company departments
coordinate their activities around a shared goal — the formation and maintenance of
customer value. Only through the coordinated efforts of marketing, sales,
production, logistics, service, and IT departments can seamless customer experience
be ensured, stimulating increased loyalty, higher repeat purchases, and the attraction
of new clients through positive recommendations.

Thus, the formation of customer-oriented marketing approaches is a
multifaceted and multi-level process encompassing strategic, organizational,
marketing, and technological dimensions. It requires enterprises to deeply
understand their target segments, continuously improve products and services,
actively engage employees, effectively coordinate business processes, and flexibly
use digital tools. Ultimately, the integration of classical marketing principles with
innovative technological solutions enables enterprises not only to meet current
consumer needs but also to exceed expectations, creating a strong foundation for
strengthening market positions, enhancing competitiveness, and achieving long-

term success.
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2 Analytical study of the activities of JSC «Ukrposhta» in the postal services

market

2.1 Current state, characteristics of trends, and prospects for the development

of the postal services market in Ukraine

The modern postal services market of Ukraine represents a strategically
important segment of the national economy, providing critically necessary logistical,
informational, and communication services for businesses and the population. In the
context of digital transformation, rising consumer expectations, high competition,
and the influence of external factors (including war, economic instability, and
globalization), this market is undergoing dynamic changes. Analyzing the current
state and key development trends of the postal services market allows for identifying
its structural characteristics, determining the main players, understanding the
directions of modernization, as well as outlining the prospects and challenges
affecting its further development.

In the context of the transformations the Ukrainian economy is undergoing
due to the full-scale war, the postal services market of Ukraine demonstrates signs
of gradual recovery and adaptation to new conditions. One of the most notable
changes has been the shift in logistics routes, complicated access to certain regions,
increased security costs, and a decline in the population’s purchasing power. Despite
these challenges, already in 2023, a positive dynamic became noticeable, especially
in the segment of international shipments, whose volumes grew by more than half
compared to 2022. This indicates the adaptive potential of operators and the growing
demand for international logistics.

The Ukrainian postal services market is characterized by high concentration:
the two largest operators — the state-owned Ukrposhta and the private Nova Poshta

group — control nearly 97 % of the market [10]. Nova Poshta is the undisputed leader
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in shipment volumes, actively expanding its infrastructure, with approximately
30 000 service points (branches and parcel lockers) across the country; notably, over
the past year alone, more than 2 200 new branches were opened and about 5 000
parcel lockers were installed [30]. For its part, Ukrposhta retains a significant market
share in the segments of letter correspondence, international mail, and services in
rural areas, actively modernizing its services through the implementation of
electronic tracking, online payments, and other digital functions [35]. The third
notable player is the private company Meest, which specializes in niche courier
services for business clients, international delivery, and freight transportation [31].

At the same time, it should be noted that other operators are also present on
the market, occupying specialized niches. For example, Justin, part of the Fozzy
Group (the «Silpo» supermarket chain), focuses on e-commerce, fast urban delivery,
and integration with trading platforms, operating an extensive network of parcel
lockers and service points inside retail stores [33]. Operators such as Delivery and
SAT hold significant positions in the B2B segment, focusing on regional freight
transportation and servicing small and medium-sized businesses [32; 34]. Although
the market share of these companies is smaller compared to the leaders, they play an
important role in complementing the competitive environment, stimulating the
development of service innovations, and expanding the range of logistical services
in Ukraine.

Table 2.1 presents a brief overview of the main operators in the Ukrainian
postal services market.

As shown in Table 2.1, the main players in the Ukrainian postal services
market are Nova Poshta, Ukrposhta, Meest, Justin, Delivery, and SAT, each
occupying specific market niches and possessing their own competitive advantages.
The current dynamics of the domestic postal services market are shaped by the
complex conditions of wartime as well as by the rapid digital transformation of the

industry.
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Table 2.1 — Major operators in the ukrainian postal services market

Postal
operator

Key characteristics

Market share / Field of activity

Nova
Poshta

Private group, leader in shipment
volumes; ~30 000 service points;
actively expanding its network

Controls the largest share of the express
delivery market; specializes in domestic
and international shipments, fast delivery
for e-commerce, B2C, and C2C segments

Ukrposhta

Sole national operator; modernizing
services (electronic tracking, online
payments); strong positions in rural
areas, international mail, and letter
correspondence

Significant share of the traditional postal
services market, government mailings,
international mail; gradual digitalization of
services

Meest

Private company specializing in
international deliveries, niche B2B
services, and freight transportation;
business-client orientation

Niche player; strong presence in
international shipments, business delivery,
and freight transportation

Justin

Operator within the Fozzy Group;
specializes in e-commerce, fast
urban delivery; network of parcel
lockers in supermarkets

Fast delivery for e-commerce, integration
with trading platforms; active presence in
retail networks, especially in large cities

Delivery

Private company focused on freight
transport, regional logistics, B2B
segment; operates a network of
regional branches

Freight transport, B2B; important regional-
level player, especially for small and
medium-sized businesses

SAT

Private freight and B2B delivery
operator; focuses on regional
markets and business clients; offers
specialized logistics solutions

Niche player; regional freight
transportation, B2B logistics; competition
with Delivery and other local operators in
business services

Source: compiled by the author based on [30-35]

Operators are demonstrating high adaptive capacity by implementing

innovative approaches in response to growing consumer demands. One of the key

areas of change is the digitalization of services, which encompasses both customer

interaction interfaces and logistical infrastructure. For example, in 2024, Ukrposhta

launched an updated mobile application that provides access to most services

remotely and began large-scale installation of new parcel lockers in urban locations.

At the same time, operators are paying particular attention to servicing settlements

that have been left without stable postal connections. In particular, Ukrposhta has

deployed a network of mobile branches that regularly serve rural communities [35].
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Nova Poshta, have adapted logistical routes, established backup sorting centers in
western regions, and contributed to the transportation of humanitarian goods within
the framework of partnership initiatives [30].

However, against the backdrop of these efforts, companies’ operational costs
have risen significantly. Increased fuel prices, the need to ensure personnel safety,
and rising wages are all forcing operators to revise their tariff policies. By the end
of 2024, most companies announced price increases for their services. Given the
forecasted inflation and tax burden, this price trend may continue. Therefore, the
task for operators is to maintain a balance between financial sustainability and the
affordability of services for the population [37].

Ukraine’s postal sector is not isolated from global transformations — it
responds to global trends shaped by digital technologies and new consumption
models. According to the latest IPC Global Postal Industry Report, the volume of
traditional letter correspondence worldwide continues to decline. In 2023, the
average decrease in this segment exceeded 8 %, reflecting the massive shift to digital
communication channels [10]. This trend is forcing operators to reformat their
business models, focusing on new sources of income.

In contrast, the parcel delivery segment shows stable growth. Global markets
recorded an increase in delivery volumes of approximately 6,8 %, directly linked to
the spread of e-commerce [10]. In Ukraine, despite the challenges of war, a positive
dynamic is also observed: online orders continue to grow, stimulating the
development of last-mile infrastructure — parcel lockers, pick-up and drop-off points
(PUDO), and courier services.

An important component of global experience is the diversification of postal
company functions. Many national operators are expanding their range of services
by integrating financial, insurance, and logistics solutions for e-commerce. In 2023,
the global revenue share of postal companies from financial services grew by nearly
4 %, confirming the relevance of such innovative changes. Similar processes are also
taking place in Ukraine: companies such as Ukrposhta are gradually introducing new

services, including currency exchange, payment acceptance, and money transfers.
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Another critical aspect is the growing role of cross-border cooperation. Within
the framework of European integration, Ukrainian operators such as Nova Poshta
and Meest Express are participating in international postal alliances that provide for
the unification of customs procedures, integration of tracking systems, and
simplification of logistical transits [30; 31]. This allows the country to gradually
integrate into the global logistics space and expand its presence in international
markets. A comparison of Ukrainian and global trends in postal sector development

IS presented in Table 2.2.

Table 2.2 — Comparison of Ukrainian and global trends in the development of

postal services

Trend

Ukrainian context

Global context

Digitalization  of
services

Ukrposhta ~ mobile  application,
electronic tracking, online payment

Al, Big Data, personalized CRM
systems, track & trace API

Last-mile logistics
development

Expansion of Nova Poshta and
Ukrposhta parcel lockers, support for
humanitarian shipments

Large-scale deployment of parcel
lockers, PUDO points, drone
delivery in pilot formats

Adaptation to crisis

Mobile branches, adapted routes,

Adaptation to changes in

conditions backup hubs in western regions consumer behavior, recessions,
climate challenges

Decline in letter | Remains relevant, especially for | ~8,6 % decrease in 2023 due to

correspondence government and official | digital substitution

correspondence

Growth of the|+30% at Nova Poshta, growth of | Average +6,8 % growth in 2023

parcel segment Ukrposhta international deliveries driven by e-commerce

Expansion of | Active implementation of parcel | Expansion of PUDO networks,

parcel locker | lockers, convenient pickup formats mobile applications with

networks geolocation functions

Diversification of
services (financial,
e-commerce)

Early experiments with financial
services and fulfillment

Postal banks, insurance, and e-
commerce services as integral
parts of postal business

logistics processes

branches, internal accounting systems

International Partnerships of Meest and Nova | Unification of customs
cooperation  and | Poshta with international logistics | procedures, transit tracking,
cross-border networks strategic  alliances  between
integration operators

Automation of | Investments in sorting centers, mobile | Automated sorting, warehouse

robotics, Al-based delivery route
optimization

Source: compiled by the author based on [1; 4; 8; 10; 11; 14; 19; 23; 30-35; 37; 40; 42]
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The analysis of trends in the development of the Ukrainian postal market
reveals the presence of profound structural changes driven by both internal factors
(wartime risks, logistical challenges, rising costs) and global transformations.
Service digitalization, adaptation to new service formats, and large-scale
investments in infrastructure are key factors ensuring the sector’s resilience and
competitiveness. The integration of global trends — in particular, the rapid growth of
e-commerce, process automation, omnichannel logistics, and the implementation of
innovative business models — also significantly influences the future trajectory of
Ukraine’s inclusion in the global postal space.

Among the strategic priorities for the coming years, technological
modernization, increased operational efficiency, and the expansion of customer
service offerings stand out, enabling Ukrainian operators not only to maintain their
current market positions but also to strengthen their competitive advantages in the
international environment. It is expected that the volumes of domestic and
international shipments will steadily increase in the medium term due to economic
recovery and the restoration of consumer purchasing power. E-commerce will
remain a particularly strong driver: the expansion of online trade directly stimulates
demand for fast, high-quality, and reliable product delivery. Accordingly, operators
are increasingly implementing innovative solutions, such as next-day delivery
nationwide, the development of last-mile courier services, the expansion of partner
pick-up points, the automation of sorting centers, and the use of big data and artificial
intelligence for load forecasting and route optimization.

An example of technological modernization is the automated international
parcel processing center announced by Ukrposhta, planned to open in 2025, which
will allow more than 90 % of import shipments to be delivered to customers within
1-2 days of arrival in Ukraine [35]. In parallel, plans are underway to launch an
updated mobile application, deploy a proprietary network of parcel lockers in cities,
and introduce accelerated delivery services. These steps will significantly enhance
the competitiveness of Ukrainian operators both domestically and in foreign

markets.
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The industry’s prospects are closely linked to Ukraine’s European integration
processes. The adaptation of national legislation to EU standards is already
underway: for example, in November 2022, the Verkhovna Rada passed the first
reading of a new draft law «On Postal Services», which aims to modernize the postal
market in line with European standards. Among the key provisions are ensuring
access to universal services, stimulating competition, increasing operator
responsibility for service quality, updating infrastructure (including the installation
of modern parcel lockers with QR codes), and introducing electronic stamps and
electronic signatures. Harmonization of the regulatory framework will not only
create conditions for improving service quality but also facilitate the integration of
Ukraine’s postal system into the unified European postal space, simplify interactions
with European partners, and open new channels for entering foreign markets.
Already, the private operator Nova Poshta is actively opening branches abroad
(including in Poland, Lithuania, Germany, and the Czech Republic) to serve the
Ukrainian diaspora and international clients, while Ukrposhta is implementing joint
transit projects with EU postal administrations [10].

An important part of competitive strategies is the implementation of
innovative services and financial products. Global experience demonstrates the
effectiveness of the «post-bank» model, making the development of financial
services based on the postal network (such as bill payments, money transfers, and
insurance) a promising direction. In particular, experts recommend accelerating the
establishment of a postal bank based on Ukrposhta, which would enable the
company to reach broad segments of the population, especially in remote regions,
and provide modern financial services. At the same time, Nova Poshta is investing
in innovative solutions: the company is already testing the use of drones, robotic
systems, and digital post-payment options, and in the future is considering the
implementation of address delivery by unmanned aerial vehicles, smart lockers with
24/7 access, and electric trucks for urban logistics [30].

Special attention should be given to international cooperation, particularly

with China, which is a significant partner for the Ukrainian postal sector. Chinese e-
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commerce giants (AliExpress, JD, TEMU) are increasingly influencing the structure
of import parcels. Ukrposhta already handles over 60 % of all incoming shipments
from China, acting as a key logistics partner for Chinese marketplaces. In 2025, the
company signed a strategic partnership with TEMU, under which it plans to
significantly reduce transit times — with more than 90 % of parcels from China
expected to be delivered within 1-2 days after crossing the border. It is anticipated
that the volume of Chinese shipments will continue to grow at double-digit rates,
stimulating the expansion of air routes and cooperation with international carriers.
Following the stabilization of the geopolitical situation, Ukraine may join new routes
under the Belt and Road Initiative, positioning itself as a transit hub between China
and Europe. Active engagement with China Post and other Asian postal
administrations (including technology exchange, streamlined customs procedures,
and joint parcel tracking projects) opens new opportunities for sectoral development
[8; 10].

Therefore, international cooperation, the development of innovative services,
technological modernization, and European integration will remain key priorities for
the Ukrainian postal sector. Their combination will ensure integration into global
logistics networks, attract investment, enhance efficiency, and build long-term
competitive advantages.

The conducted analysis confirms that the Ukrainian postal market is
undergoing a phase of profound transformation, driven by the simultaneous impact
of external challenges (armed conflict, global technological shifts, European
integration) and internal factors (digitalization, the rise of e-commerce, changing
consumer behavior). Despite difficult circumstances, the sector is demonstrating
adaptability and dynamic development thanks to the active implementation of
innovations, process automation, infrastructure expansion, and service
improvement.

The main trends include the growing role of private operators, particularly the
Nova Poshta group, the digital transformation of the state operator Ukrposhta,

increased competition against the backdrop of market concentration, and a growing
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orientation toward international integration. The sector’s development prospects are
closely tied to the implementation of innovative logistics solutions, the
modernization of the legislative framework in accordance with EU standards, the
development of financial services based on postal platforms, and the expansion of
international cooperation, especially with Asian countries and the European Union.

In summary, Ukraine’s postal sector has the potential to become a fully
integrated participant in the global logistics space, provided there are continued
investments in technology, improvements in service quality, the integration of
digital customer experience management tools, and the establishment of high service

standards.

2.2 General characteristics and analysis of the technical and economic

indicators of Khmelnytskyi Directorate of the JSC «UKkrposhtay»

The serves as a significant regional branch of Ukraine's national postal
operator, providing postal and financial services within the Khmelnytskyi region.
Located at 90 Proskurivska Street, Khmelnytskyi, 29000, the directorate plays a
crucial role in facilitating communication and commerce in the area [38].

Leadership of the Khmelnytskyi Directorate is under Olena Mykolaivna
Doroshenko, who has held the position of Acting Director since 2023. Her
experience and managerial skills contribute to the effective operation of the
directorate amidst contemporary challenges.

The Joint Stock Company «Ukrposhta» was established in 1993 as the
successor to the Ukrainian State Postal Enterprise. In March 2017, the company
completed its reorganization into a joint-stock company, with 100 % of its shares
owned by the state through the Ministry of Infrastructure of Ukraine. This
transformation enabled the company to adapt to modern market demands and

implement innovative solutions in postal and financial services [35].
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The mission of JSC «Ukrposhta» is to provide high-quality and accessible
postal and financial services that contribute to the economic and social development
of the country. The company aims to ensure maximum coverage across Ukraine,
including the most remote settlements, which is vital for guaranteeing equal access
to essential services for all citizens.

As a structural unit of JSC «Ukrposhta», the Khmelnytskyi Directorate
actively implements the company's overall development strategies at the regional
level, adapting them to the specific characteristics of the local market and the needs
of the population. Through the coordinated efforts of its leadership and staff, the
directorate ensures consistent service delivery and contributes to enhancing
customer service quality.

JSC «Ukrposhta» operates as the national postal operator of Ukraine,
providing postal and financial services throughout the country. The company has a
network of over 27 000 branches, including both stationary and mobile service
points, allowing it to serve urban and rural areas alike [38].

To assess the effectiveness of JSC «Ukrposhta» in the face of external
challenges, such as the full-scale war, we will analyze the company's key
performance indicators for the period 2022-2024, the results are presented in Table
2.3. This analysis will help identify trends, evaluate the impact of external factors

on financial results, and assess the efficiency of the company's operations.

Table 2.3 — Key Technical and Economic Indicators of JSC «Ukrposhtay in
20222024

Value of the indicator by years Growth rates
Displ (fall), %
PR 2022 2023 2024 20231 20241
2022 | 2023
1 2 3 4 5 6
Net revenue fro_m sales of products, 10 323 419 1158111 12978008 | 112.18 | 112,06
works and services, UAH thousand 1
Cost of goods, works and services 10 656 52
sold. UAH thousand 9 926 858 g 11 539535 | 107,35 | 108,29
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thousand UAH/person

1 2 3 4 5 6

Gross profit, UAH thousand 396 561 924583 | 1438473 | 233,15 | 155,58
Costs per UAH of sales, UAH 0,962 0,920 0,889 95,69 | 96,63
Other operating income, UAH 179762 | 305082 | 394248 | 169,71 | 129,23
thousand
Administrative expenses, UAH 1148387 | 1429681 | 1630437 | 124,49 | 114,04
thousand
Sales expenses, UAH thousand 207 900 281 252 287 424 | 135,28 | 102,19
Other operating expenses, UAH 411903 | 379726 | 317704 | 92,19 | 83,67
thousand
Financial result from operating

. -1191867 | - 4 -402 844 72,24 | 46,7
activities (profit), UAH thousand 9186 86099 028 ’ 6.79
Other financial income, UAH 140419 | 127299 | 123408 | 90,66 | 96,94
thousand
Other income, UAH thousand 126 412 99 216 82294 78,49 | 82,94
Financial expenses, UAH thousand | 115 054 177 920 206993 | 154,64 | 116,34
Other expenses, UAH thousand 493 072 151 881 87 920 30,80 | 57,89
Financial result before tax: (loss), 1533162 | -964 280 492055 | 62.89 | 51,03
UAH thousand
(Expense) income tax income,
UAH thousand 275073 167 919 78 851 61,05 | 46,96
Net loss, UAH thousand -1258089 | -796361 | -413204 | 63,30 | 51,89
Profitability of i
0/: ofitability of services rendered, 103,99 | 108,68 | 11247 | 10450 | 103,49
Value of fixed assets at the end of
the reporting period, UAH 3870901 | 4041107 | 4323746 | 104,40 | 106,99
thousand
Return on equity, UAH 2,67 2,87 3,00 107,46 | 104,74
Capital intensity, UAH 0,37 0,35 0,33 93,06 | 95,48
Average number of full-time 53 432 34751 | 31739 | 6504 | 91,33
employees, persons
Payroll of full-time employees, 5469472 | 5974643 | 6377063 | 109,24 | 106,74
UAH thousand
A_\verage monthly salary per full- 85 143 16,7 167.96 | 116.86
time employee, UAH thousand
Labor productivity per employee, 1932 3333 408.9 172.49 | 122.70

Source: calculated by the author on the basis of the company's financial indicators [6]

The analysis of Ukrposhta's technical and economic performance indicators

for 2022-2024 shows significant transformations due to the impact of martial law.
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Faced with numerous challenges, the company has demonstrated its ability to adapt
and gradually recover.

The evolution of Ukrposhta's net revenue, cost of services, and gross profit

over the period from 2022 to 2024 is illustrated in Figure 2.1, providing a clear

depiction of the company's financial performance trends during these years.

14000000
12 978 008

thousand UAH

12000000

10323419
9926858

10000000
8000000 -
6000000 -
4000000 -
2000000 -
0 — 1438473

= Net income from services rendered, UAH thousand 2024

Years
Cost of services rendered, UAH thousand

= Gross profit, UAH thousand

Figure 2.1 — Trends in net revenue, cost of sales, and gross profit

for JSC «Ukrposhta» during 20222024

Source: compiled by the author based on company data [6]

An analysis of the technical and economic indicators of JSC «Ukrposhtax» for
the period 2022—-2024, as presented in Table 2.3, reveals significant transformations
influenced by the ongoing martial law. Beginning in 2022, the company faced

numerous challenges, including reduced revenues and increased expenses, leading
to substantial financial losses.
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However, by 2023, despite the continuation of martial law, the company
achieved a degree of recovery. Net income from services increased by 12,18 %
compared to 2022, reaching UAH 11,6 billion. This growth indicates effective
business adaptation, particularly through process reorganization and the exploration
of new revenue streams. The cost of sales rose by 7,35 %, reflecting sustained high
operational expenses, including logistics costs. Gross profit growth reached
233,15 %, resulting from the stabilization of business activities, increased net
income, and reduced service provision costs. Expenses per UAH 1 of services
provided in 2023 decreased by 4,31 % compared to 2022, indicating more efficient
resource utilization under challenging conditions.

In 2024, this positive trend continued. Net income from the sale of products,
works, and services increased by 12,1 % compared to 2023, reaching UAH 12,9
billion. The cost of sales grew by 8,29 %, suggesting ongoing cost optimization.
Gross profit increased by 55,58 %, reaching UAH 1,4 billion, indicating improved
operational efficiency. Expenses per UAH 1 of sales decreased to UAH 0,889,
pointing to further cost optimization.

The financial result from operating activities improved from UAH -1,19
billion in 2022 to UAH -402,8 million in 2024. This indicates a gradual recovery of
the company's operating efficiency. Other financial income remained stable, with a
slight decrease from UAH 140,4 million in 2022 to UAH 123,4 million in 2024.
Other income decreased from UAH 126,4 million in 2022 to UAH 82,3 million in
2024.

Finance costs increased from UAH 115,1 million in 2022 to UAH 207 million
in 2024, as a result of higher debt service costs and additional funds raised to support
operations. Other expenses decreased from UAH 493,1 million in 2022 to UAH 87,9
million in 2024, reflecting the stabilization of the situation and a gradual reduction
in extraordinary expenses.

In the period from 2022 to 2024, «Ukrposhta» JSC demonstrated a gradual
improvement in financial results, which indicates effective adaptation to the difficult

wartime conditions and strategic management of resources.
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In 2022, the company suffered significant financial losses, with a pre-tax
financial result of UAH 1,53 billion and a net loss of UAH 1,26 billion. This was
due to significant losses of assets in the occupied territories, lower revenues due to
the economic downturn and a significant increase in operating expenses.

In 2023, the situation somewhat stabilized: the financial result before tax
improved to UAH -964,3 million, and the net loss decreased to UAH 796,4 million.
This indicates a partial resumption of operations in the liberated territories, cost
optimization and the company's adaptation to work in a war zone.

In 2024, the company continued to improve its financial performance. The
financial result before tax improved to UAH -492,1 million, and the net loss
decreased to UAH 413,2 million. The main factors that influenced the decrease in
losses were the growth of revenues from international postal exchange, payment
acceptance and expedited international EMS delivery. However, the company still
remained unprofitable due to currency fluctuations and the cost of maintaining
property, the sale of which was legally blocked.

In general, the analysis of Ukrposhta's financial results for 2022-2024 shows
a gradual restoration of the company's financial stability. Despite the challenges
posed by the war, the company demonstrates the ability to adapt and effectively
manage resources, which is a positive signal to investors and partners.

In the period from 2022 to 2024, Ukrposhta's HR policy underwent significant
changes due to both external challenges and internal transformations. The average
number of full-time employees decreased from 53 432 in 2022 to 31 739 in 2024, a
40,6% decrease. This reduction was the result of the loss of infrastructure due to the
hostilities, automation of business processes and adaptation to martial law, which
required a review of the organizational structure and more efficient use of resources.
In 2022, Ukrposhta temporarily lost control of approximately 12 % of its post
offices, mainly in the occupied areas of Luhansk, Donetsk, Kherson, Kharkiv and
Zaporizhzhia regions, while optimizing its branch network.

Despite the decrease in the number of employees, the payroll increased from
UAH 5,47 billion in 2022 to UAH 6,38 billion in 2024. This growth reflects an
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increase in the average monthly salary of one full-time employee from UAH 8,5
thousand in 2022 to UAH 16,7 thousand in 2024. The increase in salaries
demonstrates the company's commitment to retaining qualified staff, increasing
employee motivation and ensuring competitiveness in the labor market.

In general, the personnel changes at Ukrposhta in 2022-2024 demonstrate a
strategic approach to human resources management aimed at increasing efficiency,
adapting to new conditions and ensuring the company's stable development.

In the period from 2022 to 2024, the labor productivity of one employee at
«Ukrposhta» JSC increased from 193,2 thousand UAH per person to 408,9 thousand
UAH per person, which indicates a significant increase in labor efficiency.

This growth was made possible by several factors. First, optimization of the
headcount allowed the company to focus resources on the most efficient employees.
Secondly, the introduction of new technologies and process automation contributed
to the increase in productivity. Third, the increase in the average monthly salary
from UAH 8,5 thousand in 2022 to UAH 16,7 thousand in 2024 motivated
employees to work more efficiently.

Overall, the increase in labor productivity is a positive indicator that
demonstrates Ukrposhta's successful adaptation to the challenging environment and
efficient use of available resources.

In the period from 2022 to 2024, Ukrposhta demonstrated positive dynamics
in the management and use of fixed assets, which indicates effective strategic
planning and adaptation to the difficult wartime conditions. The value of fixed assets
at the end of the reporting period increased from UAH 3,87 billion in 2022 to UAH
4,32 billion in 2024. This increase of 11,6 % can be attributed to investments in the
modernization of logistics infrastructure, renewal of the wvehicle fleet and
introduction of new technologies that help improve the quality of services and
expand the company's range of services.

The capital productivity indicator, which reflects the efficiency of fixed assets,
increased from UAH 2,67 in 2022 to UAH 3,00 in 2024. This shows that each
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hryvnia invested in fixed assets generated more income, which is a positive signal
for investors and indicates the rational use of the company's resources.

At the same time, the capital intensity, which shows how much fixed assets
are per unit of output, decreased from UAH 0,37 in 2022 to UAH 0,33 in 2024. This
decrease indicates a more efficient use of assets, which may be the result of the
introduction of modern technologies and optimization of production processes.

In general, the analysis of Ukrposhta's technical and economic indicators for
2022-2024 indicates the successful implementation of the modernization strategy
and effective management of fixed assets. These achievements are especially
significant in the context of martial law, when the company was forced to adapt to
new challenges and ensure uninterrupted provision of services to the population.

The analysis of Ukrposhta's technical and economic indicators for 2022—2024
shows a gradual recovery of the company after significant losses in 2022 caused by
military operations. Revenue growth, improved operational efficiency, cost
optimization, and increased labor productivity demonstrate the company's ability to
adapt to difficult conditions and ensure sustainable development. However, the net
loss in 2024 indicates the need for further efforts to improve the company's financial

stability and performance.

2.3 Characteristics of the management policy and the implementation of
customer-oriented approaches in the activities of the Khmelnytskyi Directorate of
JSC «Ukrposhta»

Diagnosing the management policy and the implementation of customer-
oriented approaches within the Khmelnytskyi Directorate of JSC «Ukrposhtay is a
crucial analytical task that enables a comprehensive assessment of both the strategic
and operational aspects of the enterprise’s activities. Among the core principles

shaping the company’s foundation, it is essential to highlight its clearly defined
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mission, vision, and corporate values, all directed toward continuous development,
service improvement, and adaptation to evolving customer demands. The company’s
mission focuses on providing accessible and convenient services that ensure reliable
communication between people regardless of their geographic location, while the
vision emphasizes the ambition to become a company that helps every client,
employee, and partner achieve their goals, thereby strengthening its position both
nationally and internationally.

The corporate values reflected in the company’s daily operations underscore
the importance of personal responsibility, openness to change, honesty in
communication, and simplicity of products and services. Moreover, teamwork acts
as a catalyst for achieving shared goals and fostering a climate of trust among
customers and partners.

Analyzing the activities of the Khmelnytskyi Directorate of JSC «UKrposhtay
allows for detailing its priority operational directions. In particular, postal services
cover the delivery of letters, parcels, and postcards both domestically and
internationally, with the possibility of using specialized services — for example,
registered mail that ensures an additional level of security and delivery tracking.
Express delivery, shipment insurance, and tracking options form key competitive
advantages and enhance customer trust. Thus, the Khmelnytskyi Directorate of JSC
«Ukrposhta» not only fulfills its functions as a national postal operator but also
serves as an important element of the social infrastructure, contributing to economic
growth and deepening Ukraine’s integration into global markets.

Additionally, the postal offices provide financial services, including the
payment of utility bills, domestic and international money transfers, as well as the
disbursement of pensions and social assistance — particularly significant for
settlements where banking infrastructure is underdeveloped. Another important role
is played by the delivery of printed materials, including subscription management,
which ensures that citizens in even the most remote regions remain informed.

Modern challenges encourage the Khmelnytskyi Directorate to focus on

expanding the range of customer-oriented services, particularly through the sale of
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essential goods and the implementation of partnership programs that allow for
product diversification. In summary, JSC «Ukrposhta» demonstrates a resilient
capacity to adapt to market conditions by introducing innovations and modernizing
business processes, which allows the company to strengthen its market position even
under challenging economic circumstances. The main drivers of growth remain
postal and financial services, the development of e-commerce, an extensive branch
network, and the implementation of new services — all of which form the basis for
further success both nationally and regionally.

Characterizing the management policy and the use of customer-oriented
approaches within the Khmelnytskyi Directorate of JSC «Ukrposhtay, it is important
to highlight the regulatory framework governing its operations and organizational
structure. The directorate’s work is carried out based on a provision approved by the
General Director of JSC «Ukrposhta», which regulates the procedures for the
establishment, organizational activities, and potential termination of regional
branches. This provision ensures that the directorate’s operations comply with
current Ukrainian legislation and the general provisions of the company’s charter,
forming a unified corporate governance system that effectively aligns the company’s
strategic goals with the needs of the regional market.

The Khmelnytskyi Directorate is a structural unit of JSC «Ukrposhta» and
performs its tasks within the Khmelnytskyi region, without constituting a separate
legal entity. It operates based on delegated powers, adhering to corporate standards,
which ensures the consistency and legal coherence of all management processes.
Importantly, the transition from a state enterprise to a joint-stock company has
allowed the directorate to implement modern corporate governance practices while
maintaining control over assets and resources, which remain the property of JSC
«UKrposhtay, rather than individual units.

The organizational model of the Khmelnytskyi Directorate is built on a

functional principle, which provides for three levels of management (Figure 2.2).
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1 level

Central management office of JSC «Ukrposhtay
registered at 22 Khreshchatyk St., Kyiv, Ukraine

N7

2 level

Khmelnytsky Directorate of JSC «Ukrposhtay is a separate structural unit located in
Khmelnytsky, which operates within the territory of Khmelnytsky region

~_ 7

Level 3

Central postal offices and customer service centers located in the settlements of Khmelnytsky
region provide postal and other services

Figure 2.2 — Organizational structure of the Khmelnytskyi Directorate of
JSC «UKrposhtay

Source: compiled by the author based on company materials [7; 35; 38]

The organizational structure of the Khmelnytskyi Directorate of JSC
«Ukrposhta» consists of functional and operational units: the former handle
management tasks, while the latter are responsible for the operational delivery of
services — including the processing of mail, logistics operations, and the provision
of customer services across the region. It is important to emphasize that these units
operate under the company’s unified balance sheet, meaning they do not maintain
separate financial or tax records, which once again underscores the centralized
approach to management and the unified corporate direction.

Detailing the structure of the Khmelnytskyi Directorate, several key
components can be highlighted: a courier service, a central post office, five regional
centers, and fourteen central branches located across the administrative districts. The
extensive network includes 251 stationary offices and 106 mobile offices, which

makes it possible to cover not only urban areas but also remote rural regions,
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ensuring the availability of postal and financial services even in sparsely populated
localities. Logistics operations are supported by a developed route network
comprising 74 routes: interregional, district, and urban, covering over 11 000 km,
which ensures delivery stability and optimized timelines [38].

Overall, the analysis of the activities of the Khmelnytskyi Directorate of JSC
«Ukrposhta» demonstrates a high level of organizational balance, enabling the
efficient coordination of both operational and managerial tasks. This approach not
only guarantees the continuity of operations even under difficult conditions but also
creates a foundation for implementing customer-oriented practices, particularly
improving service quality, personalizing services, and expanding opportunities for
digital interaction with customers.

Between 2022 and 2025, JSC «Ukrposhtay» has positioned itself not only as a
key player in the postal and logistics services market but also as an active participant
in social, cultural, and humanitarian initiatives that have become an integral part of
its customer-oriented policy. The company’s social projects have been an important
tool for strengthening customer trust, shaping a positive image, and enhancing the
emotional connection with the public, especially during wartime.

One of the most striking examples is the «Field Post initiative, which allows
free mailing of letters and parcels to military personnel on the front lines. This
project has not only increased customer loyalty but has also strengthened the
company’s reputation as a national brand that cares for the country’s defenders.
Additionally, «Ukrposhtay actively organizes charity campaigns — for example, in
collaboration with well-known charitable foundations, the company raises funds for
medical equipment, humanitarian aid for internally displaced persons, assistance for
victims of hostilities, and support for orphans [35].

Particular attention should be given to cultural and patriotic initiatives. The
issuance of stamps dedicated to important events for the Ukrainian people, war
heroes, prominent figures, and cultural symbols has become not only a commercial
product but also a social action. Stamps featuring patriotic themes (for example,

series on Ukrainian heroes, and the revival of Ukrainian symbols) have gained wide
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public resonance, contributed to societal consolidation, and served as an additional
source of funding for humanitarian and military initiatives through charitable sales.

The company also actively supports educational projects, particularly by
delivering books to schools, libraries, and community centers in remote and war-
affected regions. This initiative not only ensures access to knowledge but also
demonstrates the company’s social responsibility, creating additional value for local
communities.

In addition, an important element of the customer-oriented policy is the launch
of «mobile branches» — mobile postal units that provide services in settlements left
without permanent infrastructure due to hostilities. This format enables the service
of elderly residents, the payment of pensions, the acceptance of payments, and the
delivery of essential goods even to the most remote corners of the country.

In conclusion, the social projects of JSC «Ukrposhta» represent an important
component of its customer-oriented strategy, as they demonstrate not only care for
the material needs of customers but also a deep understanding of the social context
in which Ukrainian society lives. Such initiatives foster an emotional connection
between the company and its customers, increase trust, and contribute to
strengthening brand reputation at the national level [35].

The innovative initiatives of JSC «Ukrposhta» have also become an important
element in the implementation of a customer-oriented approach, as they are directly
aimed at improving convenience, accessibility, and service quality for end
consumers. One such step was the launch of online stores on international platforms
such as eBay and Amazon. This has enabled Ukrainian customers to access global
markets, simplifying export processes — particularly relevant for small and medium-
sized businesses, craft producers, and artisans. Thus, Ukrposhta not only provides
logistical services but also acts as a strategic partner in supporting the development
of Ukrainian entrepreneurship at the international level.

An important innovation is the launch of the electronic stamp for registered
letters. This service allows customers to arrange and pay for mailings without the

need to visit a physical branch, significantly saving time and reducing queues. The
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electronic stamp has become a tool that combines the convenience of digital services
with the reliability of postal solutions, meeting the expectations of the modern
consumer, who increasingly demands simplicity and service automation.

Another notable example of innovation is the introduction of the first
automated sorting line for small parcels. This has significantly accelerated the
processing of shipments, improved sorting accuracy, and reduced the risk of errors
— which, in turn, has positively affected delivery speed and customer satisfaction.
The automation of logistical operations reflects the company’s commitment to
increasing operational efficiency and creating a high-tech customer experience.

An essential component of strengthening Ukrposhta’s customer orientation
has been the expansion of remote interaction capabilities with consumers. The
company has introduced online submission tools, allowing customers to file
complaints, suggestions, and requests without needing to visit a branch in person.
This communication format is especially important in an environment where
customers expect quick and transparent feedback. Electronic submission forms
increase the company’s responsiveness to consumer needs, which, in turn,
strengthens trust and improves the brand image.

Thus, Ukrposhta’s innovative steps are not merely process modernization but
strategically calculated decisions that enhance the company’s customer orientation,
contribute to the formation of consumer loyalty, ensure competitiveness at both the
national and international levels, and create a foundation for sustainable
development amid rapidly changing market conditions.

At the same time, comparative analysis shows that the main competitor — the
Nova Poshta group of companies — implements a much wider range of customer-
oriented solutions. Nova Poshta actively employs personalized services, well-
developed loyalty programs, automated PUDO systems, and is also testing drone
delivery while expanding its smart locker infrastructure. This creates significant
challenges for Ukrposhta, which needs to more actively improve its customer

strategies [35].
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Table 2.4 presents a comparative overview of the customer-oriented
approaches already implemented and those recommended for implementation in the

activities of the Khmelnytskyi Directorate of JSC «Ukrposhta.

Table 2.4 — Customer-oriented approaches implemented and recommended

for implementation in the activities of the Khmelnytskyi Directorate of

JSC «UKrposhtay
Category Implemented Recommended for implementation
Expansion of | Extension of branch working | Ensuring 24/7 access to certain services
Service hours, including evening and | (via smart lockers, self-service
Accessibility weekend hours; introduction of | terminals)

mobile branches in rural areas

Remote Interaction

Online requests (electronic
forms for complaints,
suggestions, inquiries); mobile
application; chatbots in
messengers

Expanding the functionality of the
mobile app (personalized offers, push
notifications); automating  support
through Al chatbots

release of patriotic stamps;
support for educational projects
(book deliveries)

Digital Electronic stamp for registered | Using big data and Al to forecast

Modernization letters; automated sorting lines; | workloads and optimize routes;
online stores on eBay and | integrating CRM  systems  for
Amazon personalized customer service

Social Initiatives Field mail; charity campaigns; | Launching corporate social

responsibility programs in cooperation
with local communities; developing
local social projects

Service Quality

Improving internal processes to
increase delivery speed and
accuracy; staff training

Developing and implementing service

quality monitoring systems;
introducing uniform high service
standards  across  all regions
(urban/rural); creating internal

motivation systems for staff focused on
service quality

Loyalty
Partnership
Programs

and

Currently absent

Developing bonus programs for regular
customers;  launching  partnership
programs with local businesses;
creating personalized service packages
for business clients (B2B)

Source: compiled by the author based on company materials [7; 35; 38]

The most promising areas of development include the introduction of loyalty
programs, personalized digital services, systems for monitoring service quality, as

well as the expansion of partnership projects. These measures will enable the
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company to strengthen its competitive position, increase customer satisfaction, and
secure long-term loyalty in the context of a dynamic market. At the same time, a
crucial condition remains the improvement of service quality at all points of
interaction — from the speed of processing requests and shipments to the
professionalism of the staff and the assurance of consistently high service standards
both in urban and rural branches. Only through a comprehensive approach to service
enhancement will the Khmelnytskyi Directorate of JSC «Ukrposhta» be able not
only to retain its existing customer base but also to attract new consumers, thereby

increasing its market share under conditions of intense competition.

Conclusions to the second section

The Ukrainian postal services market is undergoing a profound
transformation, shaped by the combined effects of wartime challenges, global
technological shifts, and European integration processes. Despite severe disruptions
caused by military actions and logistical difficulties, the sector demonstrates
remarkable adaptability, supported by the rapid implementation of innovations,
digitalization, and infrastructure expansion. The leading operators, particularly Nova
Poshta and Ukrposhta, continue to strengthen their positions through technological
modernization, the development of digital and financial services, and the
introduction of customer-centric solutions that meet the growing demands of both
domestic and international consumers.

A key factor in the market’s development is the integration of global trends,
such as the steady growth of e-commerce, the rise of cross-border logistics, and the
adoption of advanced technologies like artificial intelligence, big data analytics, and
automated sorting systems. Furthermore, active participation in international
partnerships, including cooperation with major players like China Post and European

postal alliances, opens up new opportunities for Ukraine to position itself as a key
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logistics hub between Asia and Europe. Legislative reforms aligned with EU
standards further strengthen the regulatory framework, stimulate competition, and
improve service quality, laying the groundwork for deeper international integration.

Looking ahead, the Ukrainian postal sector has strong potential for sustainable
growth and competitiveness, requiring continued investment in innovation, service
expansion, and international cooperation to ensure long-term success in the global
logistics market.

The Khmelnytskyi Directorate of JSC «Ukrposhtay is part of Ukraine’s
national postal operator and holds a leading position in the regional postal and
logistics services market, providing a wide range of postal, financial, and logistics
services for both the population and businesses.

The analysis of the technical and economic indicators of the of the company's
activities for the period 2022-2024 demonstrates the company’s gradual recovery
following significant losses caused by military operations. Despite declining
revenues and rising expenses in 2022, the company was able to adapt to the new
conditions, stabilize operational processes, and gradually improve its financial
outcomes. The increase in gross profit, reduction in costs per unit of service, and
optimization of resource use reflect enhanced management efficiency.

A key achievement is the significant rise in labor productivity per employee,
made possible by the introduction of new technologies, process automation, and
optimization of staff numbers. Although the workforce was reduced by over 40 %,
both the total payroll and the average monthly salary increased, indicating the
company’s efforts to retain qualified personnel and remain competitive in the labor
market.

The management of fixed assets also shows positive trends: the increase in the
value of fixed assets, improvement in capital productivity, and decrease in capital
intensity highlight effective strategic planning and the rational use of resources. This
is especially notable under martial law, where the company had to swiftly adapt to
the loss of part of its infrastructure while ensuring uninterrupted service delivery to

the population.
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At the same time, although financial performance is gradually improving, the
company remains unprofitable, which requires further efforts to strengthen financial
stability. Future development should focus on expanding revenue streams,
improving operational efficiency, implementing innovative services, and deepening
partnerships. Only through a comprehensive approach will JSC «Ukrposhta» be able
to consolidate its achievements, ensure long-term competitiveness, and increase
resilience to external challenges.

As a result of the conducted analysis of the activities of the Khmelnytskyi
Directorate of JSC «Ukrposhta», it can be concluded that it serves as a crucial
structural unit, providing not only postal and logistics services but also performing
a significant social function in the region. Thanks to its extensive network of
branches, including mobile units, the directorate ensures the accessibility of
financial, communication, and socio-humanitarian services in both urban and remote
rural areas. This approach highlights the importance of the company’s corporate
mission and vision, focused on development and adaptation to the needs of the
population.

The introduction of innovations such as automated sorting lines, electronic
stamps, online stores on international platforms, and the launch of digital customer
services has been a key step toward strengthening customer orientation. These
innovations allow the company to increase service speed, minimize errors, improve
communication quality with clients, and build customer trust. At the same time,
social initiatives, including cultural-patriotic projects and humanitarian aid efforts,
help shape a positive corporate image and strengthen the emotional connection with
the community.

Despite these achievements, the Khmelnytskyi Directorate faces serious
competitive challenges, especially from the Nova Poshta group of companies, which
actively implements personalized services, loyalty programs, and cutting-edge
digital solutions. To maintain and expand its customer base, JSC «Ukrposhta» must

focus its efforts on further digitalizing processes, introducing modern service quality
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monitoring systems, developing bonus programs, and creating partnership projects
aimed at attracting business clients and engaging local communities.

Therefore, only a comprehensive approach to service improvement —
combining technological innovations, high-quality standards, a customer-focused
strategy, and social responsibility — will enable the Khmelnytskyi Directorate of JSC
«Ukrposhta» to strengthen its competitive position, increase customer satisfaction,

and ensure sustainable development in the medium term.
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3.1 Development and implementation of customer-oriented marketing

approaches in the activities of the Khmelnytskyi Directorate of JSC «Ukrposhtay

3.1 Implementation of a customer-oriented management approach in the
activities of the Khmelnytskyi Directorate of JSC «Ukrposhtay»

The current dynamics of the postal and logistics services market in Ukraine
are determined by increasing competition, active digitalization, the expansion of e-
commerce, and heightened customer expectations regarding service quality. Under
such conditions, customer orientation emerges as a key strategic advantage, capable
of ensuring enterprise resilience, strengthening its market position, and enhancing
consumer satisfaction.

The results of the marketing research conducted in the previous section
confirmed that consumers, when choosing a postal operator, prioritize companies
that provide a high level of customer service. Among the most significant factors are
the friendliness of the staff, professional competence, adherence to delivery
deadlines, convenience of service access, and the overall quality of service
organization. Unfortunately, low scores in these parameters often apply to the state
operator, which reduces customer loyalty and increases the risk of customers
switching to competitors.

In this context, the implementation of customer-oriented management
principles should become a priority direction for improving the operational
efficiency of the Khmelnytskyi Directorate of JSC «Ukrposhta». This involves not
only the improvement of individual service procedures but also the systemic
transformation of organizational culture and operational processes, aimed at
satisfying the needs and expectations of end users.

A customer-oriented approach is not merely an isolated tool but a philosophy

of building relationships with consumers. Its implementation will allow the
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Khmelnytskyi Directorate not only to retain its existing customer base but also to
attract new users by enhancing trust, reputation, and the comfort of interaction.
Combined with loyalty programs, technological innovations, and an updated service
policy, customer orientation will become the foundation for the enterprise’s
sustainable development in the region.

The implementation of a customer-oriented management approach in the
activities of the Khmelnytskyi Directorate of JSC «Ukrposhta» is a necessary
condition for achieving strategic flexibility, strengthening market positions, and
shaping a positive user experience when interacting with the national postal
operator. This will enable the company not only to meet market challenges but also
to build a loyal, active consumer environment around the Ukrposhta brand in the
Khmelnytskyi region.

Overall, the introduction of a customer-centric approach into the management
model of the Khmelnytskyi Directorate of JSC «Ukrposhta» should be considered a
complex cross-functional process. It entails the development of long-term solutions
aimed at supporting individualized interactions with consumers, retaining existing
clients, and expanding the customer base. At the core of this approach lies a strategic
orientation toward establishing a loyalty system, promptly responding to changes in
consumer behavior, and enhancing the service competitiveness of the postal operator
at the regional level.

Taking into account the identified provisions, the management of the
Khmelnytskyi Directorate of JSC «Ukrposhta» based on customer orientation should
be viewed as a multifunctional process of developing and implementing strategic
decisions aimed at maintaining long-term personalized interaction with customers
to retain them, attract new consumers, and ensure the company’s high profitability.

Considering the results of the conducted theoretical and practical research on
the activities of postal service market operators, as well as the recommendations of
respondents regarding the improvement of the service effectiveness of the

Khmelnytskyi Directorate of JSC «Ukrposhta», the key measures for forming a
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customer-oriented management approach in the activities of the Khmelnytskyi
Directorate of JSC «Ukrposhta» can be identified (Figure 3.1).

_ Increasing the level of Implementation of
Improving the professionalism and loyalty programs
quality of services motivation of employees

A

Measures to form a customer-oriented
management approach in the activities of
the Khmelnytsky Directorate of

JSC «UKrposhta»
Customer-oriented Implementation Digitalization of
solutions for post of personalized interaction with
office location Services CONSUMers

Figure 3.1 — Main measures for developing a customer-oriented management

approach in the activities of the Khmelnytskyi Directorate of JSC «Ukrposhta»

Source: developed by the author

The practical implementation of a customer-oriented management approach
within the activities of the Khmelnytskyi Directorate of JSC «Ukrposhta» includes
updating service standards at branches, introducing a system for evaluating customer
satisfaction, conducting regular staff training on service etiquette, using digital
communication tools, and personalizing services based on customer database
analysis. Additionally, it is essential to enhance feedback mechanisms through
surveys, reviews, and social media, adjust branch working hours according to
demand, implement electronic queues and mobile service formats, and establish

transparent channels for handling complaints.
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In the following sections, we will examine how the measures for developing
a customer-oriented management approach, presented in Figure 3.1, can be adapted
and applied to the activities of the Khmelnytskyi Directorate of JSC «Ukrposhtay.

Under the current conditions of heightened competition in the postal services
market, active digitalization, and changing consumer behavior, customer orientation
is not merely a trend but a key element of an effective enterprise management model.
For the Khmelnytskyi Directorate of JSC «Ukrposhtay, strengthening interactions
with customers based on long-term partnerships and achieving a high level of
customer satisfaction has become particularly relevant. One of the most effective
tools in this context is the development and implementation of loyalty programs that
foster stable relationships with customers and encourage repeat use of the company's
services.

The successful introduction of loyalty programs will not only help retain
existing customers but also attract new ones, thereby enhancing the overall
competitiveness of the Khmelnytskyi Directorate. While the creation of such
programs falls under the responsibility of the central office of JSC «Ukrposhtay,
regional branches can play an important role in testing, adapting, and further scaling
these initiatives. A universal loyalty program operating nationwide will help unify
the customer experience and increase the effectiveness of customer-oriented
management approaches at the regional level.

Among the top recommendations for the content of loyalty programs, it is
advisable to highlight the introduction of an accumulative bonus system. Such a
program would involve awarding bonuses for each hryvnia spent, which customers
can later exchange for discounts, free delivery, or other benefits. Encouraging the
use of eco-friendly packaging or participation in promotional campaigns can also be
rewarded with additional bonuses, thereby contributing to a positive consumer
experience.

Particular attention should be given to the business client segment. A loyalty
program for corporate users should include individual tariff packages, special

discounts for large shipment volumes, and consulting support on logistics issues.
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This approach will not only expand the client base but also strengthen trust among
small and medium-sized business representatives, including online stores.

Moreover, it is important to implement programs targeting long-term clients.
For example, a «Loyal Customer» reward system might provide discounts, special
offers, or privileges for those who have been using the services for an extended
period. This mechanism enhances customers' emotional engagement and fosters
their retention over the long term.

The family segment can also serve as the target audience for a separate
program, such as «Family Mail». It envisions the creation of a shared bonus account
for family members, offering additional advantages for regular joint use of services.
Such an initiative is an effective tool for engaging younger audiences and cultivating
early habits of using «Ukrposhta» services.

Socially oriented programs should not be overlooked. For instance, the
«Support the Warrior» initiative allows combining service consumption with
charitable contributions. A portion of the funds from each transaction can be directed
to support the Armed Forces of Ukraine, strengthening customers' emotional
connection to the brand and shaping the company’s image as a socially responsible
enterprise.

In addition to the aforementioned programs, launching referral mechanisms,
seasonal promotions, and personalized greetings can be highly effective. For
example, offering bonuses for referring new customers, discounts during holiday
periods, or birthday-related services enhances the emotional value of interaction and
stimulates increased customer activity.

The loyalty programs proposed for implementation in the activities of the
Khmelnytskyi Directorate of JSC «Ukrposhta» are presented in Table 3.1.

Considering the technological foundation, the implementation of loyalty
programs should be integrated into the existing ERP system of JSC «Ukrposhtay.
This will ensure centralized bonus tracking, automatic discount calculations, flexible

management of customer segments, and effective consumer behavior analysis. Such
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an approach will allow the company to personalize its offerings and promptly

respond to changes in the market environment.

Table 3.1 — Loyalty programs for implementation in the activities of the

Khmelnytskyi Directorate of JSC «Ukrposhta»

Prnoagi;im Target audience Mechanism of action Expected effect
Accumulative | Regular individual | Accumulation of points for Encouraging repeat use,
Bonuses customers each hryvnia spent; exchange | increasing loyalty

of bonuses for discounts or
services
Loyal Customers with at | Discounts, access to Retaining customers,
Customer least 6 months of promotions, special offers building long-term
service relationships
Family Mail | Families who Single bonus account for Expanding the client
frequently use family members, discounts on | base, attracting younger
services joint shipments users
Corporate Business clients, Individual tariffs, Increasing business
Program online stores personalized consulting, loyalty, attracting the
priority service B2B segment
Support the Patriotic-minded Portion of proceeds allocated | Enhancing social
Warrior customers to support the Armed Forces | image, attracting a new
of Ukraine; customer also audience
receives bonuses
Referral All customers Bonuses for each new Attracting new users,
Program customer referred by an promoting services
existing customer
Seasonal Temporary clients, | Discounts, holiday or off- Stimulating demand
Promotions holiday periods season promotions during low seasons,

increasing the number
of orders

Personalized
Offers

Individual users,
loyal customers

Holiday greetings, special
offers on birthdays or
anniversaries

Building emotional
connection, increasing
customer satisfaction

Source: developed by the author

The proposed loyalty programs — ranging from accumulative bonuses and

referral mechanisms to socially oriented initiatives — enable the formation of a

comprehensive system for retaining and attracting customers, tailored to the needs

of both individual and corporate clients. Their implementation is expected to
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increase repeat interactions, raise the average transaction value, strengthen the
emotional connection with the brand, and foster a positive customer experience.

Thus, the proposed loyalty programs form the foundation for realizing a
customer-centric management model that entails an individualized approach to each
consumer segment, active use of digital technologies, and a focus on fostering long-
term brand loyalty. Their implementation will not only strengthen the market
position of the Khmelnytskyi Directorate of JSC «Ukrposhtay but also help establish
a stable base of loyal customers, which is a key success factor in an increasingly
competitive environment.

At the same time, the integration of loyalty programs into the existing ERP
system of the company opens up opportunities for personalized analytics, automated
service, and flexible management of customer segments. This will not only enhance
the efficiency of service interactions but will also contribute to the company’s
strategic development in the digital era.

Thus, the implementation of customer-oriented management at the
Khmelnytskyi Directorate of JSC «Ukrposhta», complemented by a systematic
loyalty program, will ensure stable growth in customer satisfaction, strengthen
consumer loyalty, and create sustainable competitive advantages in the market,
which, in turn, will form the foundation for increasing operational efficiency and

profitability under dynamic market conditions.

3.2 Development of a Comprehensive set of measures to improve customer

service quality at the Khmelnytskyi Directorate of JSC «Ukrposhta

In the context of implementing a customer-oriented management approach at
the Khmelnytskyi Directorate of JSC «Ukrposhtax, ensuring an appropriate level of
service quality becomes particularly important. Service quality acts as one of the key

criteria of enterprise competitiveness and directly influences the formation of
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customer loyalty. Under the conditions of intense competition in the postal and
logistics services market, quality becomes a decisive factor that determines
customers' willingness to continue cooperation and recommend the company to
others.

Considering both theoretical frameworks and practical experience from
domestic and international postal operators, the main factors influencing customer
perception can be identified: delivery speed and reliability, shipment safety, service
convenience, order processing efficiency, staff politeness, and the overall level of
service culture. Understanding these factors is a necessary prerequisite for
developing effective marketing measures aimed at improving service quality and
strengthening the competitive position of the Khmelnytskyi Directorate in the
regional market.

In particular, ensuring service reliability requires the synergy of marketing
mix elements such as product, personnel, processes, and physical attributes. This
involves adhering to established timelines and obligations to customers while
creating convenient interaction conditions based on modernly equipped branches.
Service reliability is reinforced by the availability of up-to-date information in both
physical and digital forms.

Accessibility, as an indicator of customer orientation, is implemented through
a wide geographic coverage, adapted working hours, transparent pricing policies,
and the availability of physical conveniences at branches for various population
categories. Marketing tools aimed at enhancing accessibility include the «Placey,
«Personnel», and «Price» components.

Another critical factor is safety, covering both the protection of personal data
and ensuring a comfortable and conflict-free environment at service locations.
Effective tools in this area include the use of video surveillance, electronic queue
systems, pre-booking, and transparent service rules, implemented through the
«Processy, «Price», and «Physical Evidence» elements.

Service efficiency is ensured through the speed of responding to customer

inquiries and the high level of communication with the audience. Qualified
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personnel, multichannel support, and simplified service procedures all contribute to
increased customer satisfaction and result from the coordinated application of tools
such as «Personnel», «Processy, and «Promotiony.

A special role is assigned to customer care, which includes not only
personalized treatment but also collecting feedback through surveys, implementing
additional services (such as Wi-Fi or comfortable waiting areas), and generally
creating a welcoming atmosphere at service points.

It is equally important to consider factors such as staff politeness and the
material elements of the service environment. These shape the overall brand
perception and influence the customer’s emotional comfort. The work of personnel
should focus on creating an atmosphere of trust, openness, and partnership.

Therefore, the effective implementation of a customer-oriented approach at
the Khmelnytskyi Directorate of JSC «Ukrposhta» is only possible through the
systematic use of marketing tools that align with customer expectations and promote
enhanced service quality. A comprehensive approach to implementing these
measures will not only increase the loyalty of existing customers but also attract new
ones, ensuring the sustainable development of the enterprise in a competitive

environment.

Table 3.2 — Influence of marketing mix elements on the quality of services

provided by the Khmelnytskyi Directorate of JSC «Ukrposhtax»

Service quality Marketing mix .
Implementation content
component elements (7P)
1 2 3
Reliability Product, Personnel, | Guaranteed fulfillment of services within
Process, Physical | established timelines, modern equipment at
Evidence branches, quality standards, access to up-to-date
information
Accessibility Place, Personnel, Price | Convenient branch locations, adapted working
hours, availability of conditions for people with
reduced mobility, affordable pricing policy
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End of Table 3.2

1 2 3
Safety Physical Evidence, | Protection of personal data, safe service
Process, Price organization (cameras, queues, pre-booking),
transparent cooperation terms
Responsiveness | Personnel, Process, | Quick response to customer inquiries,
(Efficiency) Promotion multichannel support, optimization of internal
processes, effective communication
Customer Care | Personnel, Process, | Personalized service, comfortable conditions at
Physical Evidence, | branches, customer feedback, provision of
Promotion additional services
Politeness Personnel, Process Friendly staff attitude, ethical behavior, conflict
avoidance, creation of a trusting atmosphere
Tangible Factors | Physical Evidence, | Cleanliness and design of premises, availability
Place, Promotion of informational materials, Wi-Fi, electronic
queues, children’s areas, parking

Source: developed by the author

One of the key directions for implementing customer-oriented management in
the activities of the Khmelnytskyi Directorate of JSC «Ukrposhta» should be the
systematic improvement of customer service quality at its branches.

The increasing demands of consumers and the intensified competition from
leading market operators, particularly the company «Nova Poshtay, require the state
postal operator to consistently improve its internal processes, service model, and the
conditions of customer interaction. Successful implementation of this approach
necessitates the introduction of a comprehensive set of organizational, technical,
service, and management measures aimed at optimizing the customer experience.

First and foremost, it is advisable to adapt the working hours of post offices
to the real needs of consumers. In particular, in large settlements, it would be
reasonable to introduce extended operating hours, including evening times and
weekends. This will help to better distribute customer flows throughout the day,
reduce the load during peak hours, and provide greater convenience for users who
have limited opportunities to visit the post office during standard business hours.

An important component is the effective planning of staff workload.

Analyzing periods of peak customer activity, especially on days when pensions or
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mass utility payments are processed, will allow the directorate to rationally allocate
shift schedules for employees. During peak hours, the number of operators should
be increased to ensure fast service and minimize queues. In parallel, it is advisable
to implement an automated system for monitoring the volume of customer requests,
which will allow for the timely adjustment of organizational workflows in the
branches.

Another important element of improving efficiency is the introduction of self-
service terminals, which would allow customers to independently perform basic
operations — such as paying bills, preparing postal shipments, or registering parcels.
These solutions not only reduce the burden on operators but also increase the
convenience and speed of customer interaction with the company. Automated
services are especially relevant during peak periods when there is a significant
increase in the number of service requests.

Particular attention should be paid to ensuring uninterrupted operations under
emergency conditions. To this end, it is advisable to equip key branches with backup
power sources, such as generators, which will help avoid service disruptions during
accidents or outages. Such infrastructural resilience will enhance the company’s
reliability in the eyes of consumers and create an additional competitive advantage.

It is also important to design spaces oriented toward customer comfort. It is
advisable to create areas in the branches for inspecting the contents of parcels, fitting
rooms for evaluating goods received via the internet, and comfortable waiting areas.
Establishing children’s corners with safe play equipment will contribute to attracting
young families to use the company’s services, creating a positive impression of
visiting the postal branch.

One of the fundamental factors of quality service is the professionalism of the
staff. Regular training sessions for employees on customer orientation, service
etiquette, conflict resolution, and empathetic communication are mandatory
conditions for building a high service culture. Furthermore, it is advisable to

integrate indicators into the management system that account for the level of
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customer satisfaction, such as through monthly surveys or evaluations based on the
results of customer interactions.

Enhancing staff motivation is a necessary condition for ensuring stable service
quality. Improving the motivation of the Khmelnytskyi Directorate’s personnel
should be carried out through the introduction of a comprehensive system of
measures that combine both material and non-material incentives. Specifically, it is
worth introducing bonus programs for achieving high-performance indicators — for
example, meeting customer service targets, reducing the number of complaints, and
increasing the speed of parcel processing. It is important that the bonus system is
transparent, fair, and understandable to all employees, which will increase trust in
management and motivate the team to achieve better results.

Special attention should also be given to non-material forms of
encouragement, which have a significant impact on shaping employees’ emotional
engagement. This may include recognizing the best employees at the directorate or
company level, awarding commendations, publicly announcing acknowledgments,
as well as organizing corporate events to strengthen team cohesion. Additionally, it
Is important to develop the internal communication environment, which involves
regular feedback, opportunities for employees to make suggestions for improving
operations, and participation in internal surveys.

Measures aimed at the professional development of staff should also be
introduced, including training sessions, workshops, interdepartmental experience
sharing, and opportunities for qualification enhancement. Creating a positive
internal climate, where each employee feels valued by the company, is one of the
priorities in human resource management strategies and a key factor in ensuring
stable customer service quality.

The digitalization of processes should become a priority in the modernization
of service delivery. The introduction of electronic queues, online appointment
systems, and the collection of feedback through mobile applications or QR codes

will enable the rapid adaptation of processes to the real demands of customers. In
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addition, it is advisable to establish a specialized complaints unit that would analyze
consumer feedback and generate timely management decisions.

Table 3.3 presents the set of measures developed to improve the quality of
customer service at the Khmelnytskyi Directorate of JSC «Ukrposhta», covering
organizational, technical, service, and managerial directions for enhancing the

company’s operational performance.

Table 3.3 — A set of measures for improving customer service quality at the

Khmelnytskyi Directorate of JSC «Ukrposhtay

Improvement area

Specific measures

Expected effect

Flexible working
hours

Extension of operating hours,
service on weekends

Increased convenience, reduced
queues, enhanced customer loyalty

Load optimization

Analysis of peak periods,
adaptation of staff shifts

Balanced workload distribution,
minimized customer waiting times

Technological

Installation of self-service

Shorter service times, improved

automation terminals operational efficiency
Uninterrupted Equipping branches with backup | Service continuity during outages,
operations power sources (generators) enhanced service reliability

Comfort and space

Fitting rooms, parcel viewing
zones, children’s play corners

Improved  brand  perception,
increased convenience for family
customers

Staff training

Training on customer orientation,
conflict management

Professional  service delivery,
empathetic communication,
reduction of negative interactions

Digitalization of queue

Introduction of electronic

Shorter waiting times, improved

material recognition

and feedback queues, feedback collection, | response speed
complaint analytics

Staff motivation Bonuses, performance-based | Increased productivity, stronger
rewards, competitions, non- | team spirit, reduced staff turnover

Source: developed by the author

Therefore, the implementation of customer-oriented management is a key
factor in enhancing the competitiveness and operational efficiency of the
Khmelnytskyi Directorate of JSC «Ukrposhta» in the context of the dynamic

development of the postal services market. Growing customer expectations, the
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intensification of e-commerce, and competition from private operators require a
systematic transformation of approaches to customer service.

In summary, it can be concluded that the implementation of a set of measures
to improve service quality at the branches of the Khmelnytskyi Directorate of JSC
«UKrposhtay serves not only as a tool for creating a positive interaction experience
with consumers but also as a strategic resource for increasing brand trust. Ensuring
technological readiness, developing a service-oriented culture, maintaining
organizational flexibility, and demonstrating sensitivity to customer needs should

become the foundation of the directorate’s customer-centric transformation efforts.

3.3 Development of measures for shaping customer-oriented approaches at

the Khmelnytskyi Directorate of JSC «UKkrposhtay» based on digital technologies

Under the current conditions of transformation in the postal services market,
accompanied by the rapid development of e-commerce and increasing customer
expectations for speed, convenience, and service personalization, the key
competitive advantage lies in the enterprise’s ability to combine customer-oriented
principles with digital marketing tools. Such integration should become the
foundation of the management model at the Khmelnytskyi Directorate of JSC
«Ukrposhta» in the context of enhancing operational efficiency and strengthening
market positions.

At the core of digital customer orientation is the company’s ability not only
to meet customers’ current needs but also to anticipate their expectations by offering
personalized solutions through convenient digital channels. The current strategy of
JSC «Ukrposhtay already includes process automation, the implementation of ERP
systems, the development of a mobile application, the use of tracking services, and
multichannel customer communication. However, the Knmelnytskyi Directorate has

potential for more actively engaging digital platforms in building long-term
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relationships with consumers, which involves the active use of social media,
personalized advertising, and adapting content to different audience segments.

An SMM (Social Media Marketing) strategy can become an effective tool for
communication with target audiences, particularly younger users who primarily
engage through Instagram and TikTok. Considering that the company’s Instagram
page is currently underutilized as a service promotion channel, it is necessary to
revise the content strategy, focusing on short informational messages, high-quality
visuals, interactivity, and bonus offers. The goal is not only to inform but also to
build an emotional connection with the audience, increase engagement, and
strengthen trust in the brand. Meanwhile, launching a TikTok account would allow
for even broader outreach to the youth segment, using video content to showcase
service advantages, social initiatives, and new opportunities.

Digital customer orientation also involves the deep integration of
«UKkrposhta» into the e-commerce ecosystem. The development of modern API
interfaces will enable online stores and trading platforms to directly connect to the
«Ukrposhta» systems for automated shipment creation, tracking, and status
management. This will significantly ease the workload for business clients, reduce
processing time, minimize errors, and make the delivery process more transparent
for end customers. Such an approach will strengthen «Ukrposhta’s» image as a
digitally prepared operator capable of meeting the demands of the modern market.

Cooperation with well-known marketplaces such as Rozetka, Prom, eBay, and
Amazon will open new channels for attracting small and medium-sized business
clients. It is proposed to develop joint logistics solutions, such as packaging and
shipping goods directly from the e-commerce partners’ warehouses, organizing
simplified return procedures, or providing integrated delivery services. Such
cooperation will allow «UKkrposhta» to occupy a strategic niche in servicing online
trade, expanding its market share.

To strengthen long-term partnerships, it is proposed to develop flexible tariff
packages for different business segments. These could include special tariffs for

online stores, handmade producers, local brands, or large corporate clients. It is
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planned to introduce discount systems depending on shipping volumes, individual
terms of cooperation, and bonus programs for regular customers. This approach will
stimulate the attraction of new B2B clients and increase the loyalty of existing ones.

The implementation of extended tracking, integrated with e-commerce
platforms, will allow customers to monitor their orders in real time. This will reduce
the number of inquiries to the support service, increase service transparency, and
strengthen customers’ trust in the brand. For the Khmelnytskyi Directorate, this
means reducing operational workloads and creating a positive customer experience.

It is also proposed to develop and implement joint marketing campaigns with
e-commerce partners, such as collaborative promotions, seasonal delivery discounts,
and bonuses for orders placed through partner platforms. These programs will not
only increase brand awareness but also stimulate repeat purchases and attract new
customers.

The introduction of systems for collecting and analyzing data on customer
orders, preferences, and service usage history will enable the formation of
personalized offers — ranging from targeted discounts to customized delivery terms.
This will help improve customer satisfaction levels, optimize costs, and ensure
flexible service provision.

To implement all the mentioned digital initiatives effectively, it is essential to
organize systematic training for the directorate’s staff, ensuring they are proficient
in new digital tools, understand the principles of operating in an e-commerce
environment, and can competently consult customers.

A separate role in shaping a positive customer experience is played by the
development of a parcel locker network in both urban and rural areas. Providing the
opportunity to receive parcels at a convenient time, independent of post office
operating hours, aligns with current trends in autonomous service. Integration of
parcel lockers with the mobile application, implementation of payment terminals,
and reverse delivery services create additional value for the consumer. This will
contribute to growing customer loyalty while simultaneously reducing the workload

on in-office operators.
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Table 3.4 presents the summarized measures for shaping digital customer

orientation in the activities of the Khmelnytskyi Directorate of JSC «UKkrposhtay.

Table 3.4 — Measures for shaping digital customer orientation in the activities
of the Khmelnytskyi Directorate of JSC «Ukrposhtax»

Direction Proposed measures Expected effect
API Integration | Development of APIs to connect online | Reduction of operational burden
with E- | stores to Ukrposhta’s system for | on business clients, acceleration of
commerce automated processing, tracking, and | order processing, enhanced service

management of shipments

transparency

Partnership with

Collaboration with Rozetka, Prom,

Expansion of the market among

E-commerce eBay, Amazon; joint logistics | SMEs, strategic strengthening in
platforms solutions, simplified returns, integrated | the online trade segment
deliveries
Flexible tariff | Creation of special conditions for | Attraction of new corporate
packages business  segments:  volume-based | clients, increased loyalty among
discounts, personalized terms, loyalty | existing partners
bonuses for regular B2B clients
Automated Integration of advanced tracking with | Increased trust, reduction of
tracking e-commerce systems, real-time display | support inquiries, formation of

of order status

positive customer experience

Joint marketing
campaigns

Implementation of promotions,
seasonal  discounts, and bonus
programs in collaboration with e-

commerce partners

Enhanced brand recognition,
stimulation of repeat purchases,
attraction of new customers

Personalized
offers

Use of order history data to generate
individual discounts, promotions, and
special conditions

Increased customer satisfaction,
cost optimization, flexible service
provision

Staff training

Organization of training sessions for
employees on the use of digital tools, e-
commerce operations, and customer
communication

Improved team competence, better
client consultations, higher service
quality

Expansion  of
parcel locker
network

Increase in the number of parcel
lockers, integration with the mobile
app, support for terminal payments,
implementation of return services

Enhanced convenience for clients,
increased loyalty, reduction of
workload at branches

Source: developed by the author

Thus, combining a customer-oriented management philosophy with the

capabilities of digital marketing enables the Khmelnytskyi Directorate of JSC

«UKrposhtay to effectively address the challenges of the modern market, meet the

rising expectations of consumers, and ensure the sustainable development of the



68

company. Digital tools become not only a means of communication but also a
mechanism for service personalization, strengthening trust, fostering emotional
connections with customers, and enhancing operational efficiency.

Integration with e-commerce platforms, the expansion of the parcel locker
network, and the digital optimization of logistics processes contribute to accelerating
service delivery, reducing the workload on branches, and increasing customer
satisfaction levels. Notably, these measures are oriented toward establishing new
standards of convenience, accessibility, and service transparency, aligned with the
expectations of the modern consumer.

The proposed implementation measures are considered a strategic
development direction for the Khmelnytskyi Directorate of JSC «Ukrposhtay, aimed
at enhancing customer orientation and strengthening competitiveness in the market.

Summarizing the results of the conducted research, it can be concluded that
the implementation of customer-oriented management within the activities of the
Khmelnytskyi Directorate of JSC «UKkrposhta» is a key factor in ensuring its
strategic development under the conditions of a dynamic postal services market. The
modern consumer expects not only high-quality service but also a high level of
personalization, accessibility, and technological advancement, which necessitates
systematic changes in management approaches.

In particular, the proposed measures — among which the most critical are
integration with e-commerce platforms, digital optimization of logistics, expansion
of the parcel locker network, the launch of loyalty programs, and personalized tariff
solutions — are aimed at shaping a positive customer experience and increasing
consumer satisfaction. Their implementation contributes not only to relieving branch
workload and accelerating service delivery but also to strengthening the company’s
competitive market position.

An important role in this process is also played by staff preparation, especially
systematic training in the use of digital tools and enhanced communication
competencies, which enables the improvement of client consulting quality and the

reinforcement of trust in the brand. Additionally, joint marketing campaigns and
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customer data analytics ensure management flexibility, cost optimization, and the
formation of sustainable partnerships.

The developed recommendations for shaping customer-oriented marketing
approaches in the activities of the Khmelnytskyi Directorate of JSC «UKrposhtax» are

presented in Table 3.5.

Table 3.5 — Recommendations for developing customer-oriented marketing

approaches in the activities of the Khmelnytskyi Directorate of JSC «UKkrposhta»

Measures

Obijectives achieved

Implementation methods

Performance indicators
and expected results

stimulation of repeat

integration of programs

Implementation | Formation of long- | Development of auniversal | Increase  in  repeat
of loyalty | term  relationships | bonus system, | orders,  growth in
programs with customers; | individualized offers for | average transaction
increased customer | business clients, socially | value, enhanced
retention; oriented initiatives; | customer  satisfaction,

strengthened emotional

reinforcement

parcel locker network; joint
marketing campaigns

interactions into the ERP system connection with  the
brand
Development Improvement of | Extended working hours; | Reduction of queues,
of a set of | service levels; | installation of self-service | increased  processing
measures  to | reduction of service | terminals; creation of | speed of customer
improve time; reduction of | waiting zones; | requests, improved
customer branch congestion; | implementation of | brand perception,
service quality | creation of | electronic queue systems; | increased customer
comfortable staff training; customer | loyalty and positive
customer conditions | surveys; installation of | feedback
backup generators;
enhancement  of  staff
motivation
Digital Enhanced efficiency | APl integration with online | Reduced service time,
optimization of | of digital interaction; | stores; development of | shorter queues,
logistics  and | strengthening of | cooperation with e- | increased customer
service partnerships with e- | commerce platforms; | trust, growth in the
commerce; service | implementation of | number of shipments
personalization; personalized tariffs and | via digital channels,
market position | offers; expansion of the | enhanced customer

satisfaction and loyalty,
strengthened enterprise
competitiveness

Source: developed by the author
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Thus, the implementation of a comprehensive digital customer-oriented
strategy is not merely a set of isolated initiatives but a holistic management model
that enables the Khmelnytskyi Directorate of JSC Ukrposhta to ensure stable
efficiency growth, expand its customer base, and consolidate its market position
under modern challenges and competitive pressures.

The implementation of a comprehensive customer-oriented management
strategy within the activities of the Khmelnytskyi Branch of JSC «Ukrposhtay is
strategically important for strengthening its market positions and increasing
operational efficiency. The combination of loyalty programs, enhanced quality of
customer service, and digital optimization of logistics enables the formation of an
integrated system of interaction with both individual and corporate clients.

The application of these measures ensures increased customer satisfaction,
accelerated service processes, reduced workload at branch offices, and strengthened
emotional connection with the brand.

The proposed implementation measures are viewed as a strategic direction for
the development of the Khmelnytskyi Branch of JSC «UKkrposhta» to enhance its
level of customer orientation and boost its competitiveness in the market.

Collectively, these actions establish a comprehensive customer-oriented
strategy that will contribute to improving the operational efficiency of the
Khmelnytskyi Branch of JSC «Ukrposhta», strengthening its market standing,

fostering long-term partnerships, and building a loyal customer base.

Conclusions to the third section

The conducted research confirms that in the context of dynamic changes in
the postal and logistics services market, the Khmelnytskyi Directorate of JSC
«Ukrposhtay faces a range of strategic challenges that require the transformation of

its management approach toward a customer-oriented model. The increasing
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competition, rapid development of e-commerce, and growing customer expectations
create both new opportunities and threats for the state operator, necessitating the
implementation of systemic and coordinated improvement measures.

Firstly, the analysis highlights that modern consumers prioritize companies
that demonstrate not only functional reliability and service quality but also emotional
connection, convenience, and responsiveness to individual needs. In this regard, a
customer-oriented management model emerges as a comprehensive management
philosophy, which goes beyond isolated improvements and calls for the integration
of loyalty programs, quality enhancement initiatives, and digital tools into a unified
strategic framework.

The introduction of loyalty programs is defined as one of the key components
of this transformation. The proposed loyalty mechanisms — including accumulative
bonuses, personalized offers, business-client packages, socially oriented initiatives,
and referral programs — allow the Khmelnytskyi Directorate to strengthen long-term
customer relationships, encourage repeated use of services, and create emotional
engagement. Integration of these programs into the company’s ERP system ensures
centralized management, efficient analytics, and the ability to flexibly adapt to
market changes.

Equally important is the development and implementation of a comprehensive
set of measures to improve the quality of customer service. These measures include
extending branch operating hours, introducing electronic queue systems, installing
self-service terminals, improving physical comfort at service points, and
strengthening staff competence through systematic training. Such initiatives address
the need to optimize internal processes, reduce customer waiting times, enhance the
professionalism of interactions, and increase customer satisfaction levels, which
directly contribute to improving the competitive positioning of the directorate.

Digital optimization emerges as a decisive factor in the successful
implementation of customer orientation. The measures proposed for the
Khmelnytskyi Directorate — such as API integration with e-commerce platforms,

advanced shipment tracking systems, expansion of parcel locker networks, and joint
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marketing campaigns — enable the company to operate efficiently in the modern
digital ecosystem. These initiatives reduce the burden on physical branches, improve
service transparency, and align the company with the expectations of technologically
advanced consumers.

A key finding of the research is the importance of integrating all these
measures into a single management system. Only through a coordinated approach,
combining loyalty, service quality, and digitalization strategies, can the
Khmelnytskyi Directorate achieve sustainable growth, strengthen customer trust,
and secure its position in a competitive market. Additionally, attention to staff
development and motivation, regular feedback collection, and adaptive management
are essential to maintaining high levels of operational performance and customer
engagement.

In summary, the research demonstrates that the Khmelnytskyi Directorate of
JSC «Ukrposhta» must adopt a holistic customer-oriented management model that
integrates technological, organizational, and human resources components. This
approach ensures not only the retention of current customers but also the attraction
of new audiences, the creation of long-term partnerships, and the establishment of
sustainable competitive advantages. The successful implementation of this
comprehensive strategy will significantly contribute to the strategic development
and profitability of the directorate, securing its leading role in the regional postal

services market.
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Conclusions

The conducted analysis confirms that in today’s business environment,
marketing is no longer merely an instrumental mechanism for product promotion
but is transforming into a strategic management concept centered on customer
orientation. This approach prioritizes systematically satisfying consumer needs,
creating long-term value, and building sustainable competitive advantages — key
factors for a company’s success under increasing competition. The theoretical part
of the study outlined the main approaches to understanding customer orientation,
emphasizing strategic integration into all business processes, the importance of
corporate culture, in-depth market segmentation, and the use of digital tools such as
CRM systems, Big Data, and Al to personalize customer interactions and enhance
marketing effectiveness. The integration of the five key components of the «5C»
model — customer, communication, culture, coordination, and control — enables the
formation of a comprehensive interaction system that adapts to specific demands
and continuously improves internal processes.

In summary, the study results demonstrate that forming customer-oriented
marketing approaches is a multifaceted and multi-level process covering strategic,
organizational, marketing, and technological aspects. This requires a company to
have a deep understanding of target segments, continuous product and service
improvement, active staff engagement, effective business process coordination, and
flexible use of digital innovations. Integrating classical marketing principles with
advanced technological solutions allows companies not only to meet current
customer needs but also to anticipate future expectations, strengthen market
positions, increase competitiveness, and achieve long-term success.

The analysis of the Ukrainian postal services market shows that the sector is
undergoing a deep transformation driven by the combination of wartime challenges,
global technological shifts, and European integration. Despite logistical difficulties,

the market demonstrates high adaptability thanks to the rapid introduction of
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innovations, digitalization, and infrastructure expansion. Leading operators, such as
Nova Poshta and Ukrposhta, are strengthening their positions through
modernization, the development of financial services, and the introduction of
customer-oriented solutions that meet the needs of both domestic and international
consumers.

The analysis of the activities of the Khmelnytskyi Directorate of JSC
«Ukrposhta» demonstrates its important role as a structural unit providing a wide
range of postal, financial, and logistics services for the region’s population and
businesses. Despite wartime challenges and financial difficulties in 2022, the
company managed to adapt, stabilize operational processes, and gradually improve
its financial results. Increased labor productivity, the introduction of innovative
solutions, process automation, and improved asset utilization indicate effective
strategic management. At the same time, maintaining human resources, increasing
average wages, and expanding services are critically important for ensuring
competitiveness.

The research emphasizes that the Khmelnytskyi Directorate performs not only
an economic but also a social function, serving both urban and rural areas, ensuring
the availability of financial, communication, and socio-humanitarian services.
Innovative developments, such as electronic stamps, online stores, digital services,
as well as cultural-patriotic projects, strengthen the emotional connection with
customers and form a positive company image. Competition from Nova Poshta
requires the Directorate to intensify efforts in digitalization, the development of
loyalty programs, and the introduction of modern service quality monitoring
systems.

Thus, only a comprehensive approach that combines technological
innovations, high quality standards, a customer-oriented strategy, and social
responsibility will allow the Khmelnytskyi Directorate of JSC «Ukrposhta» to
strengthen its competitive position, increase customer satisfaction, and ensure

sustainable development in the medium term.



75

The third part of the study systematizes proposals for implementing a
customer-oriented management model in the activities of the Khmelnytskyi
Directorate of JSC «Ukrposhta». Three key directions are proposed: implementing
loyalty programs, improving customer service quality, and digital optimization of
logistics and service. Loyalty programs include both accumulative bonuses and
referral initiatives, as well as socially oriented campaigns that build emotional
connections with customers. Improving service quality involves not only technical
upgrades (electronic queues, self-service terminals) but also systematic staff
training, improving branch conditions, and stimulating employee motivation. Digital
transformation, including API integration with e-commerce platforms, expanding
the parcel locker network, personalizing tariff solutions, and conducting joint
marketing campaigns, enables the optimization of internal processes, the expansion
of the customer base, and the enhancement of consumer trust.

In conclusion, the study results confirm that for the Khmelnytskyi Directorate
of JSC «Ukrposhta», implementing a comprehensive customer-oriented strategy is
not only relevant but also a strategically important task. Only a coordinated
combination of loyalty programs, improved service quality, digital transformation,
and human capital development will ensure long-term growth, strengthen
competitiveness, increase financial efficiency, and secure the company’s leading
position in the regional postal and logistics services market. An essential condition
is the integration of these measures into a unified management system that includes
adaptive management, flexible analytics, engaging staff in decision-making

processes, and actively working with customer data to predict future market needs.



76

List of reference sources

1. Analysis of the delivery services market in Ukraine. 2024. — URL.:
https://pro-consulting.ua/ua/issledovanie-rynka/analiz-rynka-uslug-dostavki-v-
ukraine-2024-god (date of appeal: 09.04.2025).

2. Antoshkova N. A. Customer-oriented service as a priority consumer request
of consumers of the restaurant business enterprise in the XXI century / N. A.
Antoshkova // Bulletin of Khmelnytsky National University. — 2019. — Ne 6. — Vol.
1.—P.14-18.

3. Bavyko O. E. Digitalization of business processes as an element of a
strategy for sustainable smart development of business structures / O. E. Bavyko //
Economic Journal of Odesa Polytechnic University. — 2023. — Ne 2 (24). — P. 15-23.

4. Danilenko T. Correspondence under the law: how postal regulation in
Ukraine will change and what EU standards in this area provide for / T. Danilenko.
— URL.: http://surl.li/odlIrgb (date of appeal: 12.04.2025).

5. Dzyamulych M. 1. Influence of modern information systems and
technologies on the formation of the digital economy / M. I. Dzyamulych, T. O.
Shmatkovska // Economic Forum. — 2022. — Ne 2. — P. 3-8.

6. Financial statements of JSC Ukrposhta. — URL:
https://www.ukrposhta.ua/ua/richni-zvity.

7. General information of the Khmelnytsky Directorate of Ukrposhta. — URL:
http://www.ukrposhta.com/www/upost_khmelnic.nsf/(documents)/8FE3F4636616
FBADC22573B1003C2B27 (date of appeal: 07.04.2025).

8. Hnylyanska L. Development of Ukrainian-Chinese postal logistics in the
current conditions / L. Hnylyanska, R. Budynskyi, A. Yurchyk // Economy and
Society. — 2024. — Ne 59. — DOI: https://doi.org/10.32782/2524-0072/2024-59-51
(date of appeal: 22.04.2025).

9. Holovan O. Theoretical and methodological loyalty management

approaches in the conditions of digital transformation / O. Holovan, O. Oliinyk, S.


https://pro-consulting.ua/ua/issledovanie-rynka/analiz-rynka-uslug-dostavki-v-ukraine-2024-god
https://pro-consulting.ua/ua/issledovanie-rynka/analiz-rynka-uslug-dostavki-v-ukraine-2024-god
http://surl.li/odlrgb
https://www.ukrposhta.ua/ua/richni-zvity
http://www.ukrposhta.com/www/upost_khmelnic.nsf/(documents)/8FE3F4636616F8ADC22573B1003C2B27
http://www.ukrposhta.com/www/upost_khmelnic.nsf/(documents)/8FE3F4636616F8ADC22573B1003C2B27

77

Markova, M. Oliinyk // Management and Entrepreneurship: Trends of Development.
—2024.— Ne 2 (28). — P. 61-75.

10. International Post Corporation // Global Postal Industry Report 2024 Key
Findings. — URL.: https://www.ipc.be (date of appeal: 19.04.2025).

11. Isachenko O. Save and provide: how logistics in Ukraine changed during
the war / O. Isachenko. — URL.: https://mind.ua/openmind/20241674-zberegti-ta-
zabezpechiti-yak-zminilasya-logistika-v-ukrayini-pid-chas-vijni (date of appeal:
02.04.2025).

12. Kaitanovska O. Influence of digitalization of postal services on the
structure and content of professional competence of postal operators / O.
Kaitanovska // Bulletin of Bohdan Khmelnytsky Cherkasy National University.
Series: «Pedagogical Sciences». — 2023. — Ne 4. — P. 162-170. — URL:
https://doi.org/10.31651/2524-2660-2023-4-162-170 (date of appeal: 12.04.2025).

13. Kaitanovska O. Professional training of postal operators: from theory to
practice / O. Kaitanovska. — Kyiv: 2024. — 68 p.

14. Karpiy O. P. Trend analysis of logistics services of the postal market / O.
P. Karpiy, N. I. Mykhailyk // Scientific Bulletin of Odesa National Economic
University. — 2023. — Ne 10 (311). — P. 99-107. — URL: DOI:10.32680/2409-9260-
2023-10-311-99-107 (date of appeal: 02.04.2025).

15. Khalina V. Structural and functional approach to the formation of a
client-oriented enterprise development strategy / V. Khalina, T. Vasylieva //
Ekonomika i  obozrennya. - 2020. - N 22, -  URL:
https://economyandsociety.in.ua/index.php/journal/article/vie w/118 (date of
appeal: 29.04.2025).

16. Kotler F. Marketing 5.0: Technology for humanity / F. Kotler, G.
Katarjaya, Y. Setiawan. — Hoboken, NJ: Wiley, 2021. — 224 c.

17. Kovalevskyi V. O. Client orientation of the organization as a socio-
economic category / V. O. Kovalevskyi, O. O. Yushkevych // Business Inform. —
2019. — Ne 6. — C. 246-251.


https://www.ipc.be/
https://mind.ua/openmind/20241674-zberegti-ta-zabezpechiti-yak-zminilasya-logistika-v-ukrayini-pid-chas-vijni
https://mind.ua/openmind/20241674-zberegti-ta-zabezpechiti-yak-zminilasya-logistika-v-ukrayini-pid-chas-vijni
https://doi.org/10.31651/2524-2660-2023-4-162-170
https://economyandsociety.in.ua/index.php/journal/article/vie%20w/118

78

18. Kravchuk 1. I. Digitalization of business processes: an innovative
component of enterprise management / I. I. Kravchuk, S. O. Lavrynenko, A. M.
Zelinska // Economy and society. — 2023. - Issue 58. - URL:

https://cutt.ly/5ei98nZ06 (date of appeal: 03.05.2025).

19. Kushnir O. K. Study of the competitive environment of postal operators
/ O. K. Kushnir, O. V. Kryl // Economy and society. — 2021. — Ne 32. — P. 54-67. —
DOI: https://doi.org/10.32782/2524-0072/2021-32-38 (date of appeal: 13.04.2025).

20. Kuzmynchuk N. V. Theoretical and methodological aspects of assessing
consumer loyalty as an objective condition for the development of entrepreneurship
/ N. V. Kuzmynchuk, T. M. Kutsenko, O. Y. Terovanesova // Problems of economy.
—2019. — Ne 1 (39). — P. 102-108.

21. Lisitsa V. V. Digital supply chains: technologies, trends and directions of
development / V. V. Lisitsa, O. M. Mikhailenko, O. V. Rotenberg // Black Sea
Economic Studies. — 2023. — Ne 81. — P. 99-106.

22. Macedon V. Integration of digital tools into international logistics
activities / V. Macedon // Economy and society. — 2024. — Ne 65. — URL:
https://doi.org/10.32782/2524-0072/2024-65-1098128388  (date  of  appeal:
25.04.2025).

23. Malneva V. L. The state of development of the postal services market in
Ukraine / V. L. Malneva // Bulletin of student scientific societies. KHNTUA. —2020.
— Issue 1. — P. 132-136.

24. Marinov E. Digital transformation in logistics / E. Marinov, E. Lisenyi //
Economy and society. — 2024. — Ne 66. — DOI: https://doi.org/10.32782/2524-
0072/2024-66-538128388 (date of appeal: 10.04.2025).

25. McKinsey & Company // Digital Transformation in Logistics 2021. —
URL.: https://www.mckinsey.com (date of appeal: 25.04.2025).

26. Ming Zhao. Modern marketing approaches to the management of trade
enterprises / Zhao Ming, Zinaida Andrushkevych // Marketing technologies in the
context of European integration processes: abstracts of the XIX International
Scientific and Practical Conference (December 19-20, 2024). — Khmelnytskyi:


https://cutt.ly/5ei98nZO6
https://doi.org/10.32782/2524-0072/2021-32-38
https://doi.org/10.32782/2524-0072/2024-65-1098128388
https://doi.org/10.32782/2524-0072/2024-66-538128388
https://doi.org/10.32782/2524-0072/2024-66-538128388
https://www.mckinsey.com/

79

KHNU, 2024. — P. 33-36.

27. Nianko V. M. Client-oriented approach in brand formation and
management of advertising activities of the enterprise / V. M. Nianko, Z. M.
Andrushkevych, R. V. Boyko // Bulletin of Khmelnytsky National University.
Economic Sciences. — 2022. — Ne 6. — Vol. 1. — P. 169-173. — URL:
https://doi.org/10.31891/2307-5740-2022-312-6(1)-24 (date of appeal: 15.04.2025).

28. Nianko V. M. Digitalization is an effective tool for the communication
policy of the enterprise during the COVID-19 pandemic / V. M. Nianko, Z. M.
Andrushkevych, O. V. Sitarchuk // Bulletin of Khmelnytsky National University.
Economic Sciences. — 2020. — Ne 5. — P. 15-18.

29. Obruch G. V. Features of customer experience management of
enterprises in the conditions of digitalization / G. V. Obruch, I. O. Berezhnyi, E. B.
Havadziuk // Bulletin of Transport and Industry Economics. — 2021. — Ne. 75. —P.
119-129.

30. Official website of Nova Poshta LLC. — URL.: https://novaposhta.ua.

31. Official website of the postal operator Meest Express. — URL:
https://ua.meest.com/.

32. Official website of the postal service operator «Group of companies
DELIVERY». — URL: https://www.delivery-auto.com/.

33. Official website of the postal service operator Justin. — URL:
https://justin.ua/.

34. Official website of the postal service operator SAT. — URL:
https://www.sat.ua/.

35. Official website of the State Statistics Service of Ukraine. — URL.:
http://www.ukrstat.gov.ua.

36. Official website of Ukrposhta JSC. — URL.: https://www.ukrposhta.ua/ua.

37. Polunina D. Day-to-day delivery and nationwide coverage: top postal
operators in Ukraine / D. Polunina. — URL.: https://thepage.ua/ua/business/top-5-
ukrayinskih-poshtovij-operatoriv-rejting-na-den-poshti (date of appeal:
10.04.2025).


https://doi.org/10.31891/2307-5740-2022-312-6(1)-24
https://novaposhta.ua/
https://ua.meest.com/
https://justin.ua/
http://www.ukrstat.gov.ua/
https://www.ukrposhta.ua/ua
https://thepage.ua/ua/business/top-5-ukrayinskih-poshtovij-operatoriv-rejting-na-den-poshti
https://thepage.ua/ua/business/top-5-ukrayinskih-poshtovij-operatoriv-rejting-na-den-poshti

80

38. Regulations on the Khmelnytsky Directorate of the joint-stock company
«Ukrposhtay. — URL.: https://www.ukrposhta.ua/doc/regulations-on-
branches/khmelnytskyi/Polozhennya pro_Khmelnyczku_dyrekciyu 05 12 20109.
pdf (date of appeal: 05.04.2025).

39. Semenchenko T. O. Consumer loyalty management in the context of
digitalization as a means of increasing the financial stability of the company / T. O.
Semenchenko, N. L. Morozova, P. O. Semenchenko // Problems of economy. —
2024, — Ne 1 (59). — P. 90-95.

40. Taranenko A. Analysis of the express delivery market in Ukraine /
Taranenko A. // Economic analysis. — 2020. — Ne 4. — Vol. 30. — URL:
https://doi.org/10.35774/econa2020.04.084 (date of appeal: 12.04.2025).

41. Terletska Y. O. Client orientation as a factor in the formation of the level

of maturity of the enterprise management system/ Y. O. Terletska // Young scientist.

— 2022 - Ne 7 (107). — P. 101-104. — URL.:
https://molodyivchenyi.ua/index.php/journal/article/view/5398 (date of appeal:
27.04.2025).

42. Zakharenko-Selezniova A. Study of the state of postal operators in
Ukraine / A. Zakharenko-Selezniova // Scientific Bulletin of Poltava University of
Economics and Trade. Series «Economic Sciences». — 2023. — Ne 3 (109). — P. 41-
45. — URL: https://doi.org/10.37734/2409-6873-2023-3-6 (date of appeal:
27.04.2025).


https://www.ukrposhta.ua/doc/regulations-on-branches/khmelnytskyi/Polozhennya_pro_Khmelnyczku_dyrekciyu_05_12_2019.pdf
https://www.ukrposhta.ua/doc/regulations-on-branches/khmelnytskyi/Polozhennya_pro_Khmelnyczku_dyrekciyu_05_12_2019.pdf
https://www.ukrposhta.ua/doc/regulations-on-branches/khmelnytskyi/Polozhennya_pro_Khmelnyczku_dyrekciyu_05_12_2019.pdf
https://doi.org/10.35774/econa2020.04.084
https://molodyivchenyi.ua/index.php/journal/article/view/5398
https://doi.org/10.37734/2409-6873-2023-3-6

APPENDIXES

81



Appendix A

XMEJIBHHULUBKHHA HALIIOHAJIBHUHA YHIBEPCUTET
KA®EIPA MAPKETHHI'Y

MAPKETHUHI' OBI
TEXHOJIOI'II B YMOBAX
€BPOIHTEI'PALIIMHUX
ITPOIIECIB

TE3U IOITOBIIEHA

XIX MIZKHAPOIHOI HAVKOBO-TIPAKTHUYHOI
KOH®EPEHILIII
(19-20 TPYIIHSA 2024 POKY)

XMmensHnubkui, XHY, 2024

82



VIIK 339.138:339.9]:338(477)

M26

M26

Perouendosano do Apyxy Buenomw pador Gaxyiememy exoroMixu
i ynpasiinia XueteHuysHo20 HAYIOHATEHOZ0 VHIGEPCUMENTY,
npamoror Ne 26/24 gid 13 apyvowna 2024 poxy

Ilogami Tezm gomoeiged XIX MizxHapogHoi HaVKORO-IPakTHIHOL
mTepHeT-RoHGepermi «MapretHHaroel TexHOIOTI] B YMOEIX €EpOIHTEIpa-
mifiHex oponecies (19-20 rpyges 2024 p).

V pamrax koHEdepeEnil poITIIHYVT0 TEOPETHEC-AHATITHYIHI OCHOEH Ta
MPaKTHYIHI PeEOMEHOAI 10 3acTOCYBAHHA MApKETHHTOEHX TeXHOIOTIH B
EEOHOMINI Ta OiHeci E VMOBaX EEpOIHICTPAIAHHX DOpOIEciE, 32a
HanpAMaMH. CTPaTeridHa OapaJHTrMa IHHOEANIHEOIO0 MAPKETHHTY, aKTYATEH]
npodIeMH 3acTOCYEAHHA Teopil | IpakTHEH MapKeTHHTY V pizHEX cdepax
TOCMOJAPIOEANHT B VMOBAX BOEHHOTO Hacy. MUEHAPOIHHE MApEETHHT B
yMoBax iHTerpamii Vkpaima B €C. MapKeTHHET-MeHeTEMEHT: IOXOTH 1
NEPCIEKTHEH POIBHIKY, TEHIEHIN IHHCEAIIHHOIO POSEHIKY EKOHOMIKH E
VMOBAX [HTETPALii B MUEHAPOTHEH eXOHOMIMHHE IPOCTIp.

Pegaxminmi xoMiTeT KoHgepeHIIii:

Jarxpuscescora IB., Kanm. exoH. HAVE, 0L
Kapnenro B./I.  KaH7. eKoH. HayE, 700,
Jimuncera B.A., ¥au1 eK0H. HAVE , J0IL (TEXH. Cexp.)

Mamepiatu nodani & asmopcwrii padaryii.
Bionoegidatexicme 30 3MICH, ASMEHMUNHICING WUMMam
M IPAsUIbHICIE NOCUIANE HECVINE AsMopil

MaprkeTHHIOBI TeXHOTOTI B VMOBAYX  ERPOIHTErpariiHmg
mponecie | TezH gomoeiged XI¥ Mixmnapongsol HAYKOEO-NPAKTIHOL
rordepermi (19-20 rpyaua 2024 p)). — Xvenpamesmi - XHY, 2024,
—328¢c.

Jna daiEmiE 3 MapEeTHHTY, EHEIANA9IE, ACTHPAHTIE Ta CTYIEHTIE
EKOHOMIYHEX clenmiatsHocTed 3B0.

VK 339.138:339.9]:338(477)
© ArTopH Tez, 2024
© XHY, opurigan-maxet, 2024

83



3MICT

Muxaiino binyxa
CyTHICTE CTPATer19HOIO VIPARTIHEA JHCTPHOVIIED 1HHOBAMEHOT MPOTVELII ...

Egenina /Iyxiaa, Bagsesrunaa Bodpoeank
Iupopamfm acnexTs GOPMYBAHHS 1HTETPOBAHNK MAPKETHHIOEHX
KOMVHIEAINH KomMmami Samsung Electromies .

Biramii Kapnenxo
JHzaiig-MrcIeHEY 9K 2aci0 IaHVEaHHT Ta Pospo0EH
MAPKETHHTOBHX 1HHOBAITIH ...

Ancora Muxaa, Troogvuana Kaminigerxo
[HBHOBAINAHI TEHACHINT B MAPKETHHTY . e()eKTHEHE BHKOPHCTAHHA KOPOTHKHX
E1Ie0 Ta MOJKACTIE Ha NPHKIAT VEpaiHcekoro operay CHER 17 ...

Bormas Hleiigep, Bitami Kapneaxo
IuHORamAHE VIpAaBIIHHEA Ha 2acafaX MapKCTHHIY. CVTHICTE,
METOMH TA TIEPEBATH . oo

Iuna [loronesa
Bree TpaHCHAINOHATEHHX KOPIOPAIH Ha MUKHAPOIHY MapKeTHHIOBY

Bai HE, Iryna Zakrvzhevska
Case analvsis of tourism marketing strategv in China

Chen RUL Iryna Zakrvzhevska
Developing a marketing strategy for enterprises in the context of digital
transformation ..

Zhao Ming, Zinaida Andrushkevych
Modern marketing approaches to the management of trade enterprises .

Su Zhenning, Zinaida Andrushkevych
Marketing tools in the management of trade enterprises

Tang Huiping, Iryna Zakrvzhevska
Formation of the marketing communication strategy of the enterprise

Zhu Longping, Irvna Zakrvzhevska
Customer education strategies of internet medical enterprises in China
onthe example of p1an ke

Zhu Longping, Zinaida Andrushkevych
Digital marketing as a tool for enhancing consumer lovalty .

10

84



85

1

peese] sionpord Iy punore Amnummod [eLo] B O9eard pue  “spnpoid
nat) ajowold “SIATINSTIOD M MEDUNUATOD 0} swuone[d asay) Suwisn Apaanoe
2 spuelg -SuneyrEw umpom Jo yred [EISNUI UE OS[E ST BIPAW [E120S
“sasefamnd
oEw semolsnd suid[ay pue suonsenb Sullamsue Aq 21AI2S I2THOISND JUSTUSATOD
pue 15e] apraoid s21iajens SuneyIew oy pajeISann sjoqieyy) “A101sn aseqand uo
PaSEq JU2JT0D JUEAS[T JAIIO0 10 SUONIpUCD 1ayrem ue Swpuadap awm [eas wr saoud
1snipe Aqeonewome wed swsds pajqeUa-Ty ‘o[diEXs 10J SUONEPUAURNIOIIT
porenoszad  Sumeard  pue  JoaEgeq  Sundng  EwiZAJEUR  spasu IaTOOISND
Sumotpard SMOJE TV JO 250 211, "52552003d BUNINIEWT Jo AJUSTITITR 2 Suraosdun
w 2[or wepodun we Aejd SOTMATEUE ElEp 51q PUE S0UIS[UT (BTN
Teas]
J2da2p E U0 PUEIQ ST JINA J0EISIT SI2TH0)SnD dfa1] PUE 20USIpNE 21} 28E5U 0] pasn
AJRATIOE OS[E QIE "SI0} [ETLIIA SE [ONS ‘S[ELIAJEWN 2ATOEIU] slonpoid Jo sigauaq
S} PUEISIOPUN J2P2q 0} sIawolsnd Sumofe “Auemdod ur SurureZ are soopia puE
‘smataal janpoid “Sw[[e14A101g 1SN PUEIQ PN OS[E Ing s1onpoid Mat) 01 UONUINE
AMEIp A[U0 10U TED SSIUEdINOD JHIU0D SANEWHOJE puE AN[Enb-ysm SunEand
A "sPW0ISN) SUNIEINE JOf [00) [niFemod E SUTEWRI SUNSNIEw 1UaIuo))
"SJURTUE S 2QURIPNE Jyrads
& paune sustedwrEed Suneyiew 2sard 2100 JO] SMO[E Yorgm ‘SsmRlsAs D
OIUT PAIBISIUT ST BIED PAJIA[00 oY JOIABURq ISWMSTOD U0 EJEP I[QEN[EA [IIm
sIa[ielar sapraoid os[e ng ‘saseraind 1eadar safeInooue AJuo jou s, “suonedidde
o[IQOT JUATHAATIOD SUISn SasNUoq PUE “SIUN0JSIp [enads ‘siafo pezijeuosiad
aAta0al o) sewolsna mofe sweiford Aqefo] pazmumdo-sfiqopy -susredwEed
Sumayger Jo ued [RISA)W UE QW022q AABY SAISO[OULDR)  [ENS]
“UOIJETSIES 1STI0ISND [[EJRAQ SISEAIOUL
Yo ‘ediatas pajdnieymiun pUE JUSTU2ATOY E Fwipiacid CSSUIPUE)SI2pPUNSIIE
spioae  sumope[d U28m1aq  UONEWIONN  JO  UONEZMON[DUAS  puEIq
oY} PIM SJEDTUNUINOD ISUNT o] EIpawl [edos Jo sdde apiqow asn pue ‘sulfio
1 atepduwrod “auruo Swddoys 1re1s - sjeuUEy) aSUEyD AJISES TED SIAMOISND J[nsal
E SV “JAWIOISND A1) PUE PUEIQ ST} Ua3m]aq UOTIIEIUT JO S[RUUETD [[E JO TONEISaun
o) samsua apdomd sy, puweyannuo st sagoecidde Loy a2 Jo auQ
"ADTTITIS SSIUISNG
Sumsooq puE AEALO] I SUISERIIUT “SIAUOISND 10T 2ouanadxa onbrun € Sunean
JE PRIOTE S[O0} SNOLFEA JO IS0 3} U0 PIseq ST SURSNIEW [IElR] WIRPOJy
"ATIOTO2S [EUOTIEN 211 1oddns pUE spooE Jo ANIQE[TEAE a1j) 21nsua o) sd[at] oI
*s1atjddns edo] dojanap o) Juepodun st it “renonred up “suwonerado S[qEls UTEJITETI
PUE SYSUI QZIUNMITCE O) SUOHN[OS ANEAOUN Sunuawa(dwr pue ‘sjool Sumayrewm
Surrordwr ‘sisod Surznumdo U0 pasnOOf 2ME SANEVNENS WRUREEUEW “2suodsor
1] “safueyo onjderSowep pue “Jamod Surseyoind Jownsuoo Surmnjaep suienR Ajddns
paydustp sE Yons soFUR[[EYD 208F SIA[TEIRI “QIIQEISUT JTOUO02 PUE JEM JO ST
U] JUSTIUOIIAUD 81 UT Sa5UeyD 01 puodsar 0} sI2TE)R] MO[[E 1B sassadoxd ssouisng
Jo Amqedepe pue Qiqixe sondun JURWRZEUEWT PasSEq-SUNANIEN

€L

“UOTJEMIS JMHOU022 1) 1O SASUS[[EYD JHaLND 211 182l JEY) SIaljo
201 anbrin 21EaId PUE SISWMSUOD JO] SPo0s Jo ANIQE[TEAE 1)) 2insu2 o] sdf=y
smL, "A5aEns  sIa[ielal Jo eare Juepodun uE Sunmodaq st sionpoid [aqey apeand
1o wamdofassp af], -suonnjos 2[qisuodsal alow Ia[Jo 01 SI9JIElAI safeInooua
yoma “sponpord omefo pue A[pusiy AJEJUSWOUONAUD IO] PUEWRD Fwmols
51 2101 “Fepnonted U7 "SIeTfaq [EIM[I2 PUE SAN[EA AT JUNOJIIE OJUT 2E] O] OS[E
N4 SISMI0ISND JO SPISU JTSEQ SYI 1290 0] ATUO 10U FwAn A senredwo)) “SunayEm
spqrswodsar AfEros pue uonezieuosiad ySnonp sPwmsUod ypm sdijsuone[as
WI=)-5u0] SWppng o} wonuane [eads sAEd JUeTURSEUEW [IEIRT WISPOJY
TRMOIZ
SI[ES QYE[OUNS PUE SINIANDE SUNANIEW JO SSOURANDAIIR S 9SEAIOUT ‘SWAlsAs
T\ U0 paseq SRIJO pazifeuosiad PUE sUOdNOD sNUOQ ‘SYSOD UOTIEWIOIUT SE
Yons “spoo) TENEI “SISTINSUOD JOf WATUAATOD 2I0UI 1T o¥ewW pue ssadord Surddors
o Aprpduns dj=y SUED LEWS PUE ‘SI9PI0 JUNUO ‘SINON23Y2 20TIRS-J[25 “SIT52)ENS
Suond Fwizromdo pue ‘Jomeyaq Swiseromd Iowmswod SWZAEUE CpUEIRp
Sumsedarof w ofo1 juepodun we Aejd se1Bo[ouNae] 22ULSI[HWI [ERUNIY Spood
JO sauaAT[ap AJATHT) pUE SUNUN020E AJ0JUSATT IEINIJE SINSUR 0] SMO[T AJIPORHOD
SwSewem JoJ sWRISAs palEwomME Sunuewe[dunm A SI[EISY JUSURSEUER
PRSEQ-SUNSNJEW UIepow Jo ped [EIS2)UI UE 2IE S3IS0[0UTRa) SANEAQUN]
“1eyrew o) w1 wonisod aanmedmod
& SUIITEIWEW pUE AJ[eA0] JSWH0ISND SUISEAIIUT U1 JO10E] A2y B ST yoTjm “aousiiadxa
JRWNSUeD J[fUIS B SUNEAI) AMOQ[[E SII50]ENS [JUUEUIAUO UG “SUONEdNdde
o[iqoTl PUE ‘SIoNIE[d OUIUO “SaJ0)s [EUOTIPEN SUIPN]IW °S[OUUEYD UONJEINUL
JATIOISND 8 JO UONEISAIUT SSI[IEas AINSU 1STUT Sassatlsng “Spasyl 259l 1291 JET]
sa1gajens Jo wewdojarsp 1) PUE ‘SPasu ISTINSUOD JO [Jeasal JUEISU0D “SISATEUE
joEw [njareD sannbal SuneNrew Jo SISEq 911 U0 SSIUTSNQ [FE)2) B SUISEUEY THafl
M BOTOEIAUL SATJE O] SUONIPUOD JO UONERID oY) PUE SISWNSU0D 0] Yoeoidde
pezifenosiad € sa150[oUTDa) [ENSIP JO UONEISSIUT o) AQ PLZIIAIIEIEND ST [IIMm
‘0F SumeyrEw Jo 1de0uod AT wo pesndof AJSUISERIIUT ST [TE}RI WIRPOJAL
"sIaIE}al JO ADUIDITa PUE sseueAnnadwod o Sulsealdm 107 siseq
a1} SWIOT ST, WOTJEIR|UT JSMH0]SNI SANJEIAN PUE UOUEAOUUT “an[es U0 Pasnio]
salfajens o) safes pue womonpord ssew woX Swmajoss o Ansnpw JNMUEUAp
e yons w setpeordde JuswaBeUEly sa150[0UN29] MAU JO UONINPONUT ST PUE
JOTAEYRq IRTUNSUod Ul saSueyd o) A[yamb puedsal o pasu o “uonnaduiod 22191y
Aq PIZUIROEIEYD ST 2PEN) [TE1Y "SABUR[[El2 Jo3TewW JNUeuip o) Jdepe 0] sossounsng
MOTIE JEY saydE0Idde 2ANEAOUUT PUE SITIOA SUNRNIEW [EJISSE[D JO UOTEWIQIOD
E U0 PIsEq ST JURWIUONAUD §5.AEPO} W SIA[IEIRI JO JURUWRSEUEW 2L

STSTAdYAINT IAVAL 10
INIWIDVNVYIN JHL OL STHOVOUddV INLLII VI NIITOIN

Aymmamy euonEn LRy
HOAADIHSNYANY eplemyz “ONIIY 0eqZ



86



87



88

ot

aAT}Iae o1 ‘221eTy A[Fwisealow Surmooaq s1 nonnaduwed pue AJpides Swsueno am
saouaIalald ISTINSU0D AISyM ‘JUSIHONAUS 12)IEW JEnAp & U] “samedwods Supen
UI2POW JO SSaU2ARNRdWoD 2 Sunmsus ur 9]0 Aay E sde[d SumeyrEp

SASHdIAINT
JOAVAL A0 INFINIDVNYIN FHL NI STOOL DNILIIVIN

AgrmIanmy) [EUoYe) LSy
HOAADIHSNHANY EPIEWZ “ONINNIAHZ NS

" MIAs-B1-S84-£707
-njlxA-Apuan-Tusouso-oid-eAunayzpijsop smaten /S0 wordsaponyssdny - TN
P[0 ST} PUE [YH S UL £TOT UL [TE}SI JO SPUST] UTETH ST} UO [oIeasay] ¢

CETRLEQT OpPOTRAZ
JI8TSOL/B307T0pXp)2dY *TIN TI-T D — 97 3 — €707 — SUOTSIA JNBapedy
Jj eaomwy O T WAEG "Q N EYSWATY 0 v/ sewunareddo pue saoeordde
MU FURSHIEW JO Pl SU) UF HONEWHOISUER [ENFIT ‘0 Y BFWAL] ¢

- oAyrod-Ang

BRI A-EIs AQEANS0Id-ET-[ENETP-E)-Fowy woa eqnuods ; sduy ST R[qisia
3q PUE J2UIAU] 273 Uo Jjesmed ajoword o) moy JENSKT PUE DONI €

" O0F/9EF/MaTA

/RronrE Tewmol dyd xapur/En sy ATIESY Woneda-Am,dny “TIN "€L-T9 "d — ‘81

AV — "£Z0T — Yrmsaa 1Ar0neu IASAIAR], // B[Iog S / JUSIIUONATR J[qRISUN UE U
astdiaqun [TE1aT € JO SSSEIUEAPE SUNEIID JOT §]001 SumaymE S Efogd T

Ipd(98T)EN

-0Z0T-ST-NNIA/0Z0Z/Aseqipd/moya 7pd srmsas en oy ooy sjeuInol; -duy

“TN 81-ST 'd — ¢ N — "0TOT — "S99USNS JMUOUOYF APSIAAM) [EUOTEN

Aysiimjewy Jo Una[ng j/ YYRIENS A O OURAN TN A JoAsayysmupuy

W Z / onwepued G1-QIAOQD @ Suump Aorjed wonEsmnmmnod s ostdiama
U} JO [00) SATAPS UE — UONEZIENSIT T Z UYPAAUSIUPUY |

SAUIRYIY

“SISTUNSTOY M SATSUOTIE[2]

WI2)-5Uo] pling pUE “SPUETSD J3IEW 120w “sueNElRdo JUAIIIJa NSt 0] SIA[IEjal

Mo[[e soyoeosdde 252y “saSuL[[EYD [E20] PUE [qO[E JO 1Xa1U00 21 U “Ar[iqisuodsan

pue uonezenesiad YSnony safejUeEApE 2ANNAdWoD [qEWIEISNS JO UOTERID ST} pUE

“STIOTJEAOUUT PUE Sa130[0U22) [ENSIP JO UONINPONUT 2lf} “SNO0J JAHOISND U0 Paseq
QM sassamIsnq [TElRI SwiSeuEw o] seyoeordde poseq-SumeyrEwr WIAPOIY

‘JUSTUOTIATS JMURUAD € UT 2ANnadwoD UTetal pue

sassaoold ssowrsng ozmwmdo SISTNOISND TP SUONDAUUOD IEuons 212k o) nod

swof[e 1] ~AIiqisuedsal pue “AANORINUT “HoNEZI[Euosiad “saT50[0U28] SATIEAOT
SAUIQUIOD JEIf) TUR)SAS PRIRJEINNIN B ST SUNeYIEWl UISpOW °[EJAUE UJ

Gt

[c-1] sporemow wo pasog toymp ay) Ag pajidiues 22.mog

M IOO] REORD e | SunEedhs e 1550 O SUaTi0E
-EWO[ FUNERID ‘AJR1I05 JO 5PN A | JURTIJR-ASIEUR PUE S[ELIRJET PI[IAlRI SSIUMPUSLIT
Smmeem  momEmdar  SumemSveng | ‘seamEnmm-ode o wonEURweRdm | [EREEMOLITT
(V)
25Em PUR) 2ATVEACTIT S0P AE=D

UE  EUMTENIECH BTG FUSERIOWl | XI[dwod 285m0 MmoOr wed] Jo spnpond | (e pue
aometRdi:  mmoymo  Smerdmy | wo An Aemnn o ASopomyzey Susn permEny

SIROUAN
ISAREME SmEeanm | v monemdocy  pme CEmsmmeape
PUE PURI] 51 PUMOTE AJWMUNIO0D | PejeElE]  CSOUofE[d  EIpel  [ETOOE S{I0M]RT
B SunEeld ‘ousipnE a) Swipnedzy | ySnomp s 2 QLY TOTEIIMIITES ) [ELog
OUSTITTS SSIISNG aFEaIIuT STOTEPURTITIOIa] PazTEmossd i)
PUE  ‘5]300 SIZTIOMUNON  ‘SUSTRAUMED | pUE Tmonezmrdo soud ‘spasn Bl cin | chinig
SmmeyEw jo isemooe sip aacxdwy | mwosno  Sugsesemcg  Cssd[EUE EIE(] [Egny
EISTIOJEND
SISTHCISTLY el | TIER] PUR J0BOJE OF (S[ELIRIET AN
WEINE PUE CUONOSULOD [EUCHIOMNE | “SMalel 0apIA  ‘SUI[[eiiiops) IWRHOD SumayEm
UE 2jEaDd IS pUEl] esEsIdu] | SmEefus pUE  AAUETUONN  SUMERI) TR
Sredor Smprmq 39TITOq
‘sRlEajEns SUNENIEW  sa0Idun | pUE SUMOOSIp  CSIRII0  pezTfemosrsd sTeIsord
0 EEp SumEge ‘seEs Sunemumg | apuuond o) swonesndde sqiqom go s | AEdo] ENEND
ERiETiED ]

uonoRgEnEs awmogsno Smsearow | opstery ' Swpnoaxd  Csuogesndds
201AIRS SEI[EE Surpraord | oMo MN[0 SUIWO - WOTORRIW
faomsledxs  lemoismy  Suwvordmy | FRWIONENO IO S[AUUEYD [TE IO UOTEISMU] | [SUMETIMEING
1001
Aroymaaug SunayIenr
WIAPOT 7

Awedwo? Surpen
€ Jo JuamaSenem o uo preduy

aspidia)ny apea
© JO JuamaSene]y Ay} Ul SPUIWNI)SU] Sunasiey WIPoTy JO UONEZLIA)IeIey )
T 99l

-asudraua opEN B JO JUSHRASEUEH o1 U0 10edun
pue uondisap pI[lElep MAYl s[00) SUNANIEW UIapow sjussaid 1 QL
“A32100s 01 Arpiqisuodsal
T MENSUOWAP PUE SN JRWI0ISND UTENNEW O} Surysas somredwod Auet
107 sjoedse JuepoduIr 2022 AARY SUOTSSIIR SUIINPAl PUE “SI10[0UTa] JUaIIIIe
-Af1ous Sunuowaidun “FmSeyoed w sEumEwm papider Swsn uewdolasep
S[qEUTEISNS an[eA oM SISWNSHOD Jo suonEldedxe o1 192w 0) SWAINS 2JE SPUEIq
slow pUE alofy AN[IQEUTEISHS UO PasnI0] OS[E ST SUNRYIEW IO
"STOISII2p PRTUIOJUT 2EW SIAMO)SND SA[al] PUE 2ATSISTIUIT 10T
ss2001d FuTAng o) SOXEW ST, "$221Aap ¥2[dWwoD asn 0] Mo7] UFEa] 10 “20eds [ess W
et mata “sjonpord uo A1 AJEnia 0] SISW0ISND MOJJE WA PUE v stonpoid qim
10EIU SIMIONSND AEM 2U) SWISUELD ore AIEII [EMNA PUE PAIUAUSNY
“STONENSTORP Janpoid JO SUCEPUSIUTIOIA] [SNoMp
1501 puelq pring djey sI20Uanpur s “wonowoerd Jo POIAW ATIIAIIS UE 20023q
SET] SIA0USNJUT Im Uoleloqe[jo) o[qissod se A[QJBINJOE SE 20USIPNE 1I5IE]
oA yoeal 0) noA SMO[[E ‘BIEp [EIOIAEYRY 2SN JO SISATEUE o1} UQ paseq “Buisnianpe



89

Appendix B

A oY oo R oy CLEERARESC 0 o B

IRty SVRE o3 Tl it |1 o gt .

t

Figure B.1 — «Ukrposhta» JSC post office of the new format
Source: [35]

Figure B.2 — «Ukrposhta» JSC mobile departments

Source: [35]
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Appendix C

0800 300 545

Q UKRPOSHTA ukrposhta@ukrposhia.ua
UKRAINE'S HATIONAL POST

contact center

Postmark  Tracking Services Prices Postoffices Philately Career  Business Login /Signup@ ENv

Delivery around the world

Cost Calculation ) shiponiine Find a Post Office [ subscription
Ecommerce

Postal services o ‘ rrnrantal ! %
Figure C1 — Corporate website of «Ukrposhta» JSC




