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Abstract The public passenger transport services are the relevant section of social 
common goods by forming the standard of living. Therefore it is a general 
social- political expectation against the national public transport companies 
to provide their services on an adequate level of quality. Its basic condition 
is the development and continuous improvement of the appropriate quality-
criterion system and quality assurance system monitoring and auditing the 
client-satisfaction. The general thematic standards compiled with the basis 
of the so-called best practice could be a good ground for that. It was proved 
on the ground of the exploration of the relating standard background that 
the appropriate requirement, recommendation, guidance, general, 
administration and traffic standards are available for the formation of the 
appropriate public transportation quality assurance concept by the national 
public transport companies. 
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Introduction 
The public transportation services1, are the relevant section of social common goods by 
forming the standard of living and therefore it is a general social-political expectation to 
provide these services on an adequate level of quality. Its basis and condition is the 
appropriate planning, operating and continuous development of the quality management 
system and particularly the quality assurance system of the public transportation 

                                                           
1 In summary, public transport, non-profit, and public transport providers and the public (service person) 

rather than delivery of key terms (Reason: [1], 238-239. Page) 
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companies. For reaching this aim, parallel with the consideration of the legal 
frameworks2, the so-called best practice standards could serve as a good basis. 

Regarding the public transportation services, like the common goods in general, the 
public transport companies have two groups of clients, contrary to the business 
undertakings:  

• On the one hand, the general so-called end users, so the passengers who require 
the public transport services.  

• On the other hand, the so-called responsible for public issues (regarding the local 
public transport services the local governments in general, regarding the point-to-
point public transportation the central government) who order public transport 
obligations (for service compliance, -quality, -tariff, etc.) according to the 
relating legal regulations, within the frame of the so-called public service 
contracts; however only with the burden of financing obligation as offset of the 
overflow. 

The related legislation - traffic law abiding enterprise practice- development process 
of a major milestone that we have become EU member. In the framework of EU 
harmonization- which has since continuous follow up - EU laws (regulations, directives 
etc) must be integrated into the domestic legal system, ensuring that the relevant 
domestic laws with EU legislation compliance. The transport services in the field of 
quality management practices domestic than in the less developed in EU, law has its 
proper development. 

The new MSZ EN ISO 9000 so-called quality management family of standards, 
which was published in 2000-2001, gave significant impetus and general regulation 
framework for the continuous and spontaneous improvement in the field of quality 
management on the standards’ side. Beside these general – industry- and sector-neutral 
– standard requirements the industrial relevant standards have a significant role in 
public transport services, just as the relevant specific transport’s standards have in the 
case of service companies. 

It is obvious that the construction and operation of the domestic public transport 
companies’ quality management systems must be, or should be achieved in accordance 
with the relevant laws’ mandatory requirements and with the general and specific 
quality standards’ requirements and recommendations. 

This article’s goal is to prove that the proper requirements, recommendations and 
instruction general and transport standards are already available to establish an 
appropriate public transport’s quality measurement conception for the domestic public 
transport companies. 

                                                           
2 Primarily in [2] and [3] I refer to the literature sources 
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1. Standard background for measuring quality 
1.1 General solutions  

The measurement of quality and its underlying quality management systems in terms 
of view, fundamental to the following standards: 

• MSZ ISO 9001: 2008 Quality management systems. Requirements 
(measurement, analysis, development of quality management subsystem) 

• MSZ EN ISO 10012:2003 Measurement management systems. Requirements for 
measurement processes and measuring equipment (the metrological function, 
strengthen the metrology and measurement process for the design and 
implementation) 

• MSZ ISO/TR 10017:2004 Guidance on statistical techniques for ISO 9001: 2000 
(the sampling and measurement methodology for the analysis) 

• MSZ ISO/IEC 9126:2000 Information technology. Software product evaluation. 
Quality characteristics and guidelines for their use. 

• MSZ EN 13816:2002 Transportation. Logistic and services. Public passenger 
transport. Service quality definition, targeting and measurement. (the quality of 
public service delivery system design criteria and performance criteria for quality 
and satisfaction measurement methodology) 

• MSZ EN 15140:2006 Public passenger transport. Basic requirements and 
recommendations for systems that measure delivered service quality. (Quality 
criteria for measurement system design and implementation of measurement) 

In the following, for space reasons only the ISO 9001, 13816 and 15140 standards 
relevant aspects are detailed. 

1.2 Quality measurement and analysis requirements of the standard MSZ ISO 
9001:2008  

The standard MSZ EN ISO 9001:2008 [4] determines general minimal requirements for 
quality management systems, which can be used by organizations for internal applying, 
certificating or contracts. They also encourage progress-oriented development of quality 
management. Essentially these standards’ requirements are completely and directly 
applicable for planning, developing, operating, maintaining and improving the quality 
management systems of the domestic public transport companies. (See details in: [2], 
[11]). 

• Management responsibility 
• Resource management 
• Product realization 
• Measurement, analysis and improvement 

These are the subject of the last subsystem, measurement, analysis, development is 
important, within which the standard chapter 8, the following minimum requirements 
states: 

• Monitoring and measurement (8.2) 
• Customer satisfaction (8.2.1) 
• Monitoring and measurement of processes (8.2.3) 



Vol. 5. No. 3. 2012 Acta Technica Jaurinensis 

210 

• Monitoring and measurement of product (8.2.4) 
• Analysis of data (8.4) 

The basic requirement within the standard includes the following specific 
requirements: 

• The organization shall monitor information relating to customer perception as to 
whether the organization has met customer requirements (8.2.1).   

• The organization shall apply suitable methods for monitoring and measurement 
of the quality management system processes (8.2.3). 

• The organization shall monitor and measure the characteristics of the product to 
verify that product requirements have been met (8.2.4). 

• The organization shall determine, collect and analyse appropriate data to 
demonstrate the suitability and effectiveness of the quality management systems. 
The analysis of data shall provide information relating to: 
a. The customer satisfaction (8.2.1), 
b. Conformity to product requirements (8.2.4) 
c. Characteristic and trends of processes and products, including opportunities 

for preventive action (8.2.3 and 8.2.4). 

Perceptible that these requirements are generally interpreted therefore, the quality 
standards are particularly important for public transport service companies in the 
transport sector.. 

1.3  Public transport services’ performance and customer satisfaction 
measurement methodological requirements and recommendations of the 
standard MSZ EN 13816:2002  

The standard MSZ EN 13816:2002 has an importance of transport sector and public 
transport quality history [9], which contains requirements (marked with bold letters in 
the following list) and recommendations (marked with bold, italic letters in the 
following list), and fully applicable in the area of public transport services and service 
quality management for the public transport services’ different processes, such as: 

• determining its principals (Annex B of the Standard) 
• creating and specifying its quality criteria system (Annex A of the Standard),  
• Methodology of its services’ performance and customer satisfaction 

measurement  
(Annex C of the Standard), 

• creating its quality management system and identifying its function, and 
• contents of the contract of public transport services 

(See details in: [12]).  

In the following we will specifying the third relation (methodology of services’ 
performance and customer satisfaction measurement) based on the standard, which fits 
into this topic.  

Based on the standard the partners (responsible staff’s agents, public transport service 
companies and/or others), who are involved in the production of public transport 
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services, have to make a contract with each other. In this contract they share the 
partners’ competence, and they determine to build up a quality management system – 
including a quality measurement system – which can provides the following: 

• selecting criteria based on the quality criteria list (taking account of involved 
passengers’ number), 

• determining the targeted performance level for each criteria (taking account of 
involved passengers’ rates), which also includes the inadequacy threshold, 

• performance measurement, which includes particularly the next: 
• selecting measurement methods, 
• deciding about measuring frequency, 
• decision about result’s evaluation method and the proper validation (about 

validation/approval), 
• documentation of results. 

The standard determines quality criteria system of public transport services, which 
have eight numbered categories 1. availability, 2. accessibility 3. information 4. 
temporal aspects 5. customer caring 6. comfort 7. safety 8. environmental effects (The 
first two categories describe the quality of public transport services’ supplement using 
general expressions, but the others serve the detailed description of services’ quality. 
The last category describes environmental effects in terms of the whole society.)  

Based on the standard determining/presenting the quality of the offered service(s), the 
public transport services company have to apply the level-three quality criteria list of 
the standard’s Annex A for specifying the selected public transport system’s service 
quality, where level 1st is represented by eight quality categories symbolized with a 
single digit, level 2nd contains quality criteria indicated with double-digits (total of 29), 
and level 3rd contains quality criteria indicated with code numbers of three-digits (total 
of 99). The quality system can be built up on the 1st-3rd  levels, so criteria can be 
selected from level 1st to level 3rd, but the system’s progressive establishment is also 
possible in accordance with the continuous improving principals of quality 
improvement. 

These notes aim to provide guidance on the main performance and satisfaction 
measurement methods in common use in public passenger transport; these include 
particulary: 

• For satisfaction measurement: Customer Satisfaction Surveys (CSS) 
• For performance measurements: Mystery shopping Surveys (MSS) 
• “Direct Performance” Measures (DPM) 

The standard Annex C to performance measurement guide, which 

• describes the measurement of performance and satisfaction measures are 
important aspects ( This is followed in C3 to C6 by more detailed guidance on 
performance) 

• contains general comments on quality measurement methods 
• comments for the three methods of measurement performance and satisfaction 

essence, purpose and application characteristics 
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• some examples of Performance and satisfaction Measures Used in Public 
Passenger Transport. 

• specific examples are then explained more fully in Table C2. 

The standard three-methods connection with the following description: 

• Customer Satisfaction Surveys (CSS): 
• is a tool to evaluate customer satisfaction, 
• is designed to assess the levels of satisfaction with the service provided and 

should not be considered a precise measure, 
• by measuring satisfaction, comparisons can be made against the service 

quality sought by the customer, 
• customer satisfaction is measured against a scale where the customer is 

judging the extent to which the service provided meets his or her 
requirements, 

• customers should be surveyed independently based on the most important 
aspects of their journey, as predetermined by market research, 

• it is recommended to first identify criteria which appear to be the most 
important for the customer and to evaluate in priority these criteria. ( only 
after this first step should other criteria taken into consideration) 

• surveys conducted should be in accordance with normal market research 
practice, ensuring that appropriate sampling is undertaken of all users, from 
all origin points on the network. 

• surveys can take place at various points on a customer’s journey, or 
subsequently, but consideration should be given to the time available and the 
avoidance of any bias, 

• it is important that surveys are conducted and reported on a regular and 
timely basis. In addition, it is important that continuous assessment is made 
of the survey’s suitability to meet the needs of service providers and the 
priorities of the customer. (this requires research into the effect of different 
quality improvements on customer satisfaction) 

• it should be noted that customer attitudes can be influenced by external 
factors, such as the performance of another service provider, and other 
products and services generally. 

• Mystery Shopping Surveys (MSS) 
• also measure quality of service, but are based as far as possible on objective 

observation carried out independently by trained survey teams, rather than 
interviews to asses customer attitudes, 

•  they make detailed observations of the service provided against specific 
criteria, whilst acting as is they were genuine customers traveling on the 
system 

• it is important that consistent ranking systems, using calibrated checklist, 
exist in order to minimize the risk of variation between assessors.  

• MSS should also be carried out and reported on a regular and timely basis to 
allow the identification of any trends in performance 

• MSS enables monitoring of specific elements of the service that focus on the 
features that are of greatest importance to the customer, though it cannot 
itself reveal these. When compared to CSS, which normally take place 
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during or immediately after a customer’s journey and are, therefore, limited 
by time, MSS facilities monitoring to a grater level of detail. MSS also helps 
overcome the fact that customer perceptions may not reflect solely the 
service being measured, or performance on a specific journey. 

• Direct Performance Measures (DPM) 
• Monitor the actual performance of the service - either continuously from 

operation records, or by using sample observation taken on a representative 
basis 

• Direct Performance Measures allow performance to be monitored and 
targeted against defined scales 

• Appropriate measurement systems need to be in place to collect the data, and 
balance needs to be struck between full data provision and sampling 
approach 

• It is important that measures are relevant, not simply those that are easy to 
produce, and focus on the impact of performance as seen by the customer. 

• Direct Performance Measures should reflect overall organisational objectives 
at all levels, so that service providers and staff can see how they can 
contribute to improved performance. 

1.4  The MSZ EN 15140:2006 public passenger transport. Basic requirements 
and recommendations for systems that measure delivered service quality 

This document provides basic requirements and recommendations for systems that 
measure delivered service quality of public passenger transport to be applied in the 
framework of EN 13816. The requirements and recommendations specified in this 
document apply both to third party measurements and measurements conducted by the 
service provider.  

EN 13816:2002, Transportation. Logistics and services. Public passenger transport. 
Service quality definition, targeting and measurement. 

Terms and definitions: 

• Continuous measurement: collection of data takes place all year round 
• Grid: table used for collecting data and evaluating the various items composing a 

quality criterion 
• Indicator: quantitative expression of a quality criterion resulting from a 

measurement process 
• Item: measured component of complex quality criterion 
• Quality criterion: representative of the customer view of the service, as stated in 

EN 13816:2002 subclause 3.2 
• Surveyor: person collecting data. 

The referenced documents are indispensable for the application of this document. For 
dated references, only the edition cited applies. For undated references, the latest edition 
of the referenced document applies. 
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1.4.1 Requirements applying to all measurement system 

Design of the measurement system 
• Each quality criterion to be measured shall refer to the list of eight categories 

given in EN 13816. 
• The design of the measurement system shall balance the customers viewpoint 

and use of the measurement as a management tool for reaching targeted quality 
• Some quality criteria may need to described more precisely in a grid that lists a 

number of items (in case, the items in the grid and their weights shall be designed 
in accordance with the previous requirement) 

• When it is not possible to control/measure what customers perceive, evidence 
shall be given that, as far as the customer is concerned, specified procedures have 
been followed 

• For each measured quality criterion, there shall be a precise definition of what is 
“in conformity”/”not in conformity”. 

• The delivered quality measured shall be recorded either as “in conformity”, or 
“not in conformity” 

• As stated in EN 13816:2002 subclause 4.2, the level of achievement shall be 
expressed, where appropriate, as a ratio of passengers affected. 

1.4.2 Conduct of measurement 

• The measurement of the service quality delivered shall be done during operating 
hours 

• Updated measurement of the chosen quality criteria shall be consolidated and 
reported at least once a year, 

• The organisational arrangements for measurement shall be documented and 
provisions shall be made for inspection and audit 

• Changes in the methods and reasons for the changes shall be documented, 
• The data collection and data processing shall be transparent, traceable and 

verifialble 
• The item measured shall be recorded as first observed even if immediate 

corrective action takes place 

1.4.3 Specific requirements according to the type of measurement 

• Measurements can be made by surveys or by technical means. They can be 
continuous or by sample 

• The profile selection and training of the surveyors shall be specified, Their 
briefing process and on- site management shall be specified. 

• Data collected automatically shall be compared for consistency purposes, at least 
when the system of data collection is created or modified, with data from other 
sources of measurement relevant to the same quality criterion 

• It shall be verified that the measure takes place without interruption that would 
affect the reliability of the results 

• The size, choice and frequency of he sampling shall consider statistical rules and 
shall be documented, it shall be verified that the survey scheme is representative 
of the type of service in question. 
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2.  The quality criteria for measurement system design concept and 
application examples 

2.1 The quality criteria for measurement system design concept 

Each example is described using the same structure, which can be used as a guideline in 
a conception of measurement processes and indicators: 

• Name of the measured quality criterion; 
• Category of the criterion (referring to EN 13816:2002, 3.2) 
• Design 

• Determination of customer viewpoint: describe how the customer viewpoint 
is assessed; 

• Management viewpoint: explain how consistency with operational process is 
ensured; 

• Definition of “in conformity”/not in conformity”: insert grid if existing; 
• Ratio of customers benefiting from the service: explain how the indicator is 

calculated or estimated; 
• Service standard and level of achievement: give a brief statement. 

• Conduct: 
• Organisational arrangements; 
• Performance data collection: describe how data collection is performed and, 

if existing, mention detection of unacceptable performance; 
• Evaluation of the number of customers: describe how the number of 

customers is calculated or estimated 
• Data processing: describe how data processing is performed and, if existing, 

mention detection of unaccepted performance 
• Inspections and audits. 

2. 2 Examples of public transport service quality measurement system design 
and criteria for measuring implementation 

Different types of measurements may be, according to which the tools used and how the 
frequency of sampling. The Table 1 gives samples, classified according to the types of 
measurement. (MSZ EN 13816) 

Table 1. Example 

 Continuous Sample 

Surveyors Availability of buses on the route Cleanliness in train 
Bus cleanliness 

Technical 
means 

Phone waiting time at the Customer 
Contact Center 
Punctuality of train services 

Punctuality of bus 
services 

The standard measurements for the three application samples presented. The basic steps 
are the follows: 
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• organizational measures 
• collection of data 
• inspections and audits. 

The measures are conducted by employees of the company, hired especially for this 
task: 

• To obtain qualified and independent personnel, the following steps apply: 
• After two selection interviews, they are trained in four steps 
• Two in- house, (presentation of the company and explanation of why measures 

are necessary, description of the measurement grids) 
• And two on- field (measures in a real situation with a teacher, debriefing) 
• During the first month, each surveyor is accompanied at least twice, 
• Every day, the surveyors are briefed and debriefed. 

The data collection techniques and functions of the third article and chapter 4 includes 
the following steps: 

• Definition of “in conformity”/”not in conformity” 
• Collection of data. 

The standard presents three application samples for measurements by technical 
devices. 
The used technical devices are: 

• In the measuring the telephone waiting time: with the telephone customer 
connection center’s automatic call receiver, delay measuring and registering  
system (it’s a generally used, common Call Center system), 

• In the measuring of railway services’ accuracy: with an automatic data collector 
system installed on so-called checkpoints of central railway stations and major 
stopping points or alongside the railway tracks,  

• In the measuring of bus services’ accuracy: with the on-board ticket issuing and 
validation devices.. 

(We must note that in the last two cases this question is already solved and generally 
used based on GPS techniques both in the practice of MÁV-Start and Kisalföld Volán, 
too.) 

The standard presents three application samples for continuous measurement. The 
definition of continuous measurement can be found in this article’s Point 1.4. 

The standard presents three application samples for sampling measurement. The 
methodology of sampling have a very rich literary (for example [13] page 103-147., 
[14]) and standard (for example [6], [7]) background, so the standard does not includes 
such references.  

On the following we will present the contents of application samples’ unified 
structure elements with the sample of “Cleanness on trains” quality criteria, which is 
also a sample for a sampling measurement made by trial customers with quality 
inspection and evaluation table technique. 
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3. The professional content of the unified structure of application samples 
presented in the standard, on the example of the sampling measurement 
made with the tabular quality analysis and evaluation technique by the 
surveyors 
• Example of measurement by sampling using surveyors 
• Name of the measured quality criterion:  

• cleanliness in trains; 
• category of the criterion (referring to EN 13816:2002, 3.2) 
• comfort 

• Design 
• Determination of customer viewpoint 

• Customers expectation surveys are conducted in order to determine which are 
the relevant items and to give weight to each one. This is done by means of a 
survey, which uses open questions asking customers to rank the cleanliness 
items in order of importance 

• Management viewpoint 
This criterion includes brightness aspects but not maintenance aspects because 
they belong to two different management processes. The items mentioned as 
“important” by the customer and measured are clearly identified by the staff. 
The evaluation of each item is based on the evaluation of the different aspects 
of non- cleanliness and linked to the different tasks of cleaning 

• Definition of “in conformity”/”not in conformity” 

Table 2. Determination of conformity treshold 

 
According to the amount of graffiti, rubbish (cigarette ends, papers, chewing-gum), 
stickers, stain, and dust a mark mij will be given for each item and aspects (if applicable), 
between 0 and 3; 0= very bad, 1= bad, 2= good, 3= very good. The determination of this 
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level of conformity is based on both the management viewpoint (former results and 
challenged improvement) and the customer viewpoint (expected marks for each item and 
weight). The measured train is in conformity when the resulting mark M of its inspection 
is equal or more than 2.53 and is not in conformity when the mark is less. 

• Ratio of customers benefiting from the service 
For every “in conformity inspection”, the “customers in conformity” are the 
passengers of the day and line of the train inspected.  
For every “not in conformity inspection”, the “ customers not in conformity” are 
the passengers of the day and line of the train inspected 

• Service standard and level of achievement 
More than 95% of the passengers find trains in conditions of cleanliness that are 
equal to or higher than the conformity threshold. 

• Conduct 
• Organisational arrangements 

The measurement is made by a subcontractor. The subcontractor is provided 
the rules for sampling and planning inspections during the month. All the days 
of the week and full range of operating hours are sampled successively. The 
subcontractor’s surveyors are also provided the detailed guideline for 
evaluating the train cleanliness (pictures, descriptions, etc.) 

• Performance data collection 
In each inspection, a surveyors walks through two cars randomly chosen in the 
train and looks at each item (floor, seats, doors, etc) to evaluate it on a scale of 
0 to 3 aspects (if applicable). He reports his evaluations and observations on 
the grid and then enters both types of data in a database. 

• Evaluation of the number of customers 
A software simulating transit in stations and trains gives the number of passengers 
using each station and line for each type of day (working day, Saturday and holiday) 

• Data processing 
When the company receives the collected data, it calculates the indicator using a 
simple spreadsheet. 

• Inspections and audits 
During the audits of the quality management system, auditors verify that the 
measurement process is reliable and suitable. The quality department verifies the 
coherence of the collected data. 

4. Main statements and conclusions for quality measurement of public 
transport services, based on the comparative analysis of the application 
samples  

It’s determinable by the comparative analysis of the standard measurement methodology 
and systematic comparative application samples (such as the accuracy and cleanness of 
trains and buses) that in spite of some formal and content similarities there are significant 
methodological and systematical content differences in the otherwise identical road and 
rail service quality criteria. Because of this in our opinion it’s not possible to create a 
unified transport company neither unified transport sector quality measurement system nor 
methodology, so requiring a unified responsibility/regulatory requirements is also 
impossible. We will prove our statement with the following comparative analysis.   
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The presented sample of train cleanness compared with the bus cleanness sample the 
main measurement methodology and systematic differences are obvious in respect of 
the following: 

• in the structure and evaluation of the quality testing and evaluation  
(Table 2 and 3) are different 
• the “cleanness/non-cleanness” elements and their 

• score values, 
• weightings, 

• the evaluation method of the “cleanness/non-cleanness”, i.e. the determination 
of “adequate/inadequate” 

• the determination method of the rate of the passengers who are concerned by 
inadequate performance 

• the level of the service requirements and the performance level, 
• the mode of data collection 
• the evaluation methodology of determining the rates of the recipients and the 

passengers who are concerned by inadequate performance. 
• the method and system of data processing 
• the method of inspections and audits. 

On the following we will specify only the different planning and constructing 
relations of the “Cleanness on Buses” quality criteria quality measuring application 
sample as the reason of these differences. (Of course we assume the content comparison 
of the following “Cleanness on Buses” and the already presented “Cleanness on Trains” 
quality criteria’s relevant structure elements.) 

• Definition of “in conformity”/”not in conformity” 
Surveyors are provided with a grid. The grid is made up of 27 items of non- 
cleanliness, grouped in 5 aspects. The items, their value, and the weights of the 
aspects are based on customers’ expectations shown by the enquiries and 
management viewpoint, thus defining the targeted cleanliness. If an item is found, a 
negative value in points is attributed. (see Table 3.) The sum of the points of 
aspects is between 100 (no items found) and 0 (all items found). The score of each 
aspect is multiplied by its weight. The total score is between 0 and 100. If it is 
equal to or higher than 80, the bus cleanliness is in conformity. If the score is under 
80, the bus cleanliness is not in conformity.  

• Ratio of customers benefiting from the service 
If ci is the number of buses in conformity counted on day i of the measure, ni the 
number of buses measured by the surveyors this same day, ti the total number of 
passengers of the day of the measure and d the number of days measured, then 
the monthly ratio p of customers benefiting from the service is: 

∑∑
==

×÷
×

=
d

i
i

d

i i

ii t
n

tcp
11

100)(  

• Service standard and level of achievement 
80% of passengers can expected to find a clean and neat bus, with no unpleasant 
smells. 



Vol. 5. No. 3. 2012 Acta Technica Jaurinensis 

220 

Table 3. The cleanliness of buses 

Item Value Weight Example 
Aspect: Smell 100 0.2 100 
Organic smells (vomit, urinem faeces, sweat) 33   
Smell of tobacco 19  –19 
Smell of tear gas 20   
Smell of gasoil 10  –10 
Stuffy or musty smell 18   
Result 0.2×71 = 14.2  
Aspects: Internal cleanliness 100 0.1 100 
Dirty body, advertising panels, lateral line panels 13   
Traces of diesel leak near stopper 37  –37 
Outside of windows dirty 19   
Traces of diesel fumes or soot 31   
Result 0.1×63 = 6.3 
Aspects: Internal cleanliness 100 0.4 100 
Presence of garbage on the floor 15   
Presence of vomit 18   
Greasy, slippery or sticky floor 17   
Driver’s protection window dirty, greasy or frosted 4  –4 
Inside of windows dirty, greasy but not scrachted 9   
Inside panels spoiled, tagged, torn 5   
Dirty handrail or handles 11   
Dirty or dusty driver’ s cab 4   
Dirty seats or rotunda 17   
Result 0.4×96 = 38.4 
Aspects: External visual aspects 100 0.1 100 
Damaged parts of body or lighting out of order 26   
Torn doors or vestibule joints 37   
Outside door opening command out of order 37   
Result 01×100 = 10 
Aspect: Internal visual aspect 100 0.2 100 
Undulating floor, deteriorated step 32   
Handrail, guardrail or handles broken, lacking or 
unusable 

13   

Damaged or ruined vestibule 16   
Difficult door opening 16  –16 
Passengers seats torn to shreds, burnt, or damaged 16   
Inside of windows or protection windows 
scratched 

7   

Result 0.2×84= 16.8  
Total score  85.7 
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• Performance data collection 
The measures are taken by surveyors during a journey. To optimise costs, the 
surveyors measure other aspects of quality that the customers find on his way 
from one point to another (e.g information). A minimum of 8 journeys per route 
is made each month. The job is planned so that all the days of the week and full 
range of operating hours are sampled successively. 

• Evaluation of the number of customers  
The daily number of customers is obtained by automated passenger counting 
systems 

• Data processing 
A separate department of the company is in charge of the data processing. A 
calculation is performed each month for the work. An unacceptable performance 
is detected if: 
• A surveyors notes that a bus has graffiti, and the situation was reported by a 

driver more than 3 days prior; 
• A surveyors notes an unclean or smelly bus, and the bus was kept running after 

a passage at the end of the route. 

The results are published monthly, between the 6th and the 15th day of the following 
month.  

• Inspections and audits 
The surveyors are monitored regularly by their managers, at least twice in three 
months. Verification measures are conducted, without informing surveyors. 
Regular interviews with the surveyors help to verify their level of understanding 
of the task. If necessary, further training is organized. The measures of each 
surveyors are checked during the computer processing (coherence and 
plausibility of items noted) The measurement system is audited regularly by 
external auditors. 

Conclusions 
Summarize it all, it can be stated that there are standards on the one hand international, 
of EU- or domestic level, in the other hand in sector/industrial level, which have 
generally and concrete regulations, requirements, instructions in connection with the 
public transport services’ general management and with the services’ qualities, quality 
measurements, quality managements. These standards are really useable in the 
management, quality- and measurement management of public transport products, 
service (production) systems and service (production) processes. 

We conclude that within the meaning of benchmarking (level comparison) and 
creative thinking analogies’ principles, the so-called best legal and standard practices of 
the transport sector/industry and also other industries (for example [2] 74-78. and 84-85. 
p., [7], [8]) can provide guidance for creating public transport services’ quality 
management systems and high quality service-products. 

Of course the relevant legal and standard backgrounds are continually changing and 
expanding – it’s especially true for general and quality management of public transport 
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services – so we expressly attract the involved public transport service companies’ 
agents’ and responsible staff’s agents’ attention to follow the possible changes on the 
adequate websites in order to apply and get up-to-date information. 
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