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Abstract : This article describes the results of research focused on quality of railway freight transport services. Improvement
of these services has a crucial importance in customer considering on the future use of railway transport. Processes filling the
customer demands and output quality assessment were defined as a part of the research. In this, contribution is introduced the
map of  quality  planning and the algorithm of  applied methodology.  It  characterises  a  model  which takes  into  account
characters of transportation with linking a perception services quality in ordinary and extraordinary operation. Despite the fact
that rail freight transport has its solid position in the transport market, lots of carriers worldwide have been experiencing a
stagnation for a couple of years. Therefore, specific results of the research have a significant importance and belong to
numerous initiatives aimed to develop and support railway transport not only by creating a single railway area or reducing
noise but also by promoting railway services. This contribution is focused also on the application of dynamic quality models
which represent an innovative method of evaluation quality services. Through this conception, time factor, expected and
perceived quality in each moment of the transportation process can be taken into account.
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