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Abstract The paper presents the implementation and further development 
possibilities of the Hungarian railway infrastructure service system 
focusing on its support with informatics applications. The presentation also 
introduces the methodology and main related results of customer 
satisfaction research of MÁV IBU. 
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1. The actors and the performance of the liberalized transport 
market  

1.1. The main characteristics of the Hungarian railway market 

Hungary joined to the European Union on 1st May 2004 and it brought significant 
changes to the Hungarian railway market. As the result of the rail freight market 
liberalisation different rail freight operators appeared on the open-access railway 
network beside the previous two former market actors, MÁV Co. and GySEV Co. 

The passenger market liberalization began in 2010, now three railway undertakings 
(RUs) have valid operation licence for passenger transport. Two of them provide public 
transport service and one operator is specialized in transport of nostalgic trains. The first 
foreign contract partner was a Slovakian train operator whom MÁV Co. concluded the 
network access contract in 2008 with. Since then further Slovakian and Austrian railway 
undertakings decided to enter to the Hungarian railway market, some of them have 
already concluded network access contract. The trend is similar to other European 
countries: the number of customers increases, however, the market share is prevailed by 
the national railway company [1].  
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Figure 1. The development of the number of the railway undertakings having network 
access contract (Source: MÁV Co. IBU Sales Department) 

 

The rail operation is quite complex, so that the network access conditions are much 
stricter than in the road transport. The number of the railway undertakings on the 
Hungarian railway network is not expected to reach the German one (300), but the 
dynamic growth will stop after a while. Based on the granted operation licences is 
expected that 8-10 further railway undertakings comply with the legal requirement, and 
become eligible to access in 2010. Probably, more and more foreign companies will be 
interested, who already have operational licence in other EEA member states. This is 
more likely after the liberalisation of the railway passenger market. 

 

1.2. Trends of the performance 

The success of the market liberalization is characterized mostly by the competition 
between the operators, the steps and speed of the passenger transport market’s 
allocation and the whole market transport volume counted from the share of the 
individual market players [10].  

The characteristics of the MÁV Co’s railway infrastructure and the number, as well as 
the performance of the run train on the railway network are shown in the Table 1. 
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Table 1. The characteristics of the MÁV Co’s railway infrastructure and performance 
(Source: MÁV Co. IBU Brochure [6]) 

 

 

The rail freight transport performance on the Hungarian open access railway network 
between 2004 and 2009 decreased by approximately 15%. This is mainly caused by the 
impact of the general economic downturn begun in 2008.  

In general the market opening alone did not cause the expansion of the Hungarian rail 
freight market, but it is difficult to judge how the total market volume would have 
changed in case of the failure of market opening and lack of the number of efficiency 
measures [2].  

The Hungarian freight transport performance on the basis of data collected by Hungrail 
is shown by Figure 2. 



Acta Technica Jaurinensis Series Logistica Vol. 3. No. 3. 2010 

 314 

 

Figure 2. The share of the Hungarian rail freight transport performance (2009) 
(Source: Hungrail Annual Report 2009, Hungarian Rail Association [3]) 

 

As it can be seen from the figure Rail Cargo Hungaria Co. (RCHUN) still retaines the 
greatest market share. In 2009 a determining circumstance for that company was the 
fact that its resources and capabilities were combined with parent company Rail Cargo 
Austria. The second major player is still GySEV Co. which, similar to RCHUN (former 
MÁV Cargo Co.), suffered a 25% drop in the last year. The decrease was primarily a 
result of the economic recession the effect of which was felt intensely in the reduction 
of freight demand from the automotive industry [3].  

The standard of rail infrastructure in Hungary and the efficiency of the services are 
significantly lower than some neighbouring countries of the European Union. In spite of 
that fact the track access charges are extremely high compared to other – especially 
western part of European – countries and this is in great part responsible for the fact that 
freight is often taken by road instead of by rail.  

Usage-based road pricing partially introduced in the European Union in 2009 has not 
significantly altered road-rail competition in the freight market. The aggressive policy 
of road competition combined with the demonstrable advantage of the delivery of goods 
from door to door continues to result the reduction of European rail freight 
transportation [4].  
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1.3. The development and the main features of the railway market liberalization 

The liberalization of the national railway market has created and still provided the 
following regulatory environment as its framework [7]:  

- 91/440/EEA (and its amendments) on the development of the Community's 
railways. The directive has defined the development of the community’s 
railways in four main points:  

o Ensuring of the independence of the state. 

o Arrangement of the financial situation. 

o Unbundling of the trading and infrastructure activities. 

o Ensuring open access for the new entrant third parties. 

- 95/18/EC directive (and its amendments) on the licensing of railway 
undertakings 

- 2001/14/EC (and its amendments) on the allocation of railway infrastructure 
capacity and the levying of charges for the use of railway infrastructure and 
safety certification. 

- 62/2006/EC directive on concerning the technical specification for 
interoperability relating to the telematic applications for freight subsystem of 
the trans-European conventional rail system. 

- 2005. CLXXXIII. Act on the railway transport (Vtv.) 

- 2005. CLXXXIV. Law of the professional examination of the air-, rail- and 
water accidents and other transport events. 

- The implementing regulations of Railway Transport Act  

o 7/2006. (II.27.) GKM decree about the serious train accidents, train 
accidents and unexpected events in the professional examination. 

o 268/2009. (XII.01.) government decree about the legal relationship 
between the integrated railway company and the rail capacity 
allocation body. 

o 40/2006. (VI.26.) GKM decree about detailed rules for the safety 
certificate, safety permission, safety systems, safety report and the 
procedure of official authorisation. 

o 36/2006.(VI.21.) GKM decree for the interoperability of the 
traditional railway system (no high-speed). 

o 37/2006. (VI.21.) GKM decree high-speed rail interoperability of the 
transeuropean railway system. 

o 45/2006. (VII.11.) GKM decree on the licensing of railway 
undertakings. 
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o 50/2007. (IV.26.) GKM-PM joint regulation on the accounting 
separation of the railway transport activities within the railway 
company. 

o 83/2007. (X.6.) GKM-PM joint regulation about the frames of the 
track access charge system and about the principle of counting and 
using of the track access charges. 

o 101/2007. (XII.22.) GKM decree about the detailed rules of the open 
access to the railway network. 
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Figure 3. The main milestones of organizational restructuring of MÁV Group – 2009 
(Source: MÁV Co. IBU) 

 

The market operability of the railway sector can be ensured if the state concludes 
contract for the providing of the rail passenger public service and the operation of the 
railway network system, and through the state budget it guarantees the long term 
operation of railway undertakings engaging public service obligation [5]. In addition 
further downsizing, decreasing of the infrastructure services and costs are also possible, 
which will establish new companies that can provide the additional services contained 
by the Vtv. Annex III. more effective to the railway undertakings with network access 
entitlement [8].  

 2009 
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So in case of providing traction current, supply of fuel, shunting (shunting locomotive, 
shunting locomotive staff and/or shunting staff of IM) new, specialized companies are 
expected to appear on the market.  

The changing opportunities mentioned above provide for the IM’s wide spectrum to 
expand their business activity. This can mean other economic size and role, as well as it 
has clear impact to the rail competitiveness.  

 

1.4. Current situation and opportunities of the Hungarian railway market 

The main aim of the Billing and Statistics System for Network Usage (PASS2): The 
increase of the service providing flexibility with the help of an informatic system 
comprehending the whole business process.  

The realization of the informatic system containing the service request, ordering, 
providing and accounting activities was in 2009 but the system with its full functionality 
was commissioned on 1st January 2010.  

The former informatic systems (SZIR, TAKT, ATLASZ, KAPELLA, PASS1, RES, 
SZVM, etc.) operated individual and isolated from each other and covered only certain 
elements of the business process. By the creating of the business process integrity MÁV 
Co. IBU can achieve the registration of the real ordered services, the insert of the station 
activity, the real time logging and the appropriate warrant of the track access charges. 
The market players expect the increasing efficiency of the infrastructure service 
providing process from the total installation of this informatic system.  

 

2. Infrastructure services and the access procedure 

2.1. The provided infrastructure services  

The clients of the Infrastructure Business Unit (IBU) are the railway undertakings with 
operation licence, safety certificate and network access contract who can resort to the 
infrastructure services provided by IBU. 

The basic, supplementary and additional services provided by MÁV Co. Infrastructure 
Business Unit can be found on the website of the Rail Capacity Allocation Office Ltd. 
(VPE) while the ancillary and other services can be seen on the homepage of MÁV Co.  

 

2.2. Conditions of the service request 

2.2.1. Regulatory environment 

According to the current regulations the railway undertakings need to have operation 
licence, safety certificate, first train path granted by the rail capacity allocation office 
and network access contract concluded with the infrastructure manager to use the open 
access railway network. 
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Figure 4. Network access conditions (Source: MÁV Co. IBU Brochure [6]) 

 

Regulatory Body is responsible for granting operation licences and the independent 
market control and monitoring activity. Transport Authority is responsible for issuing 
safety certificates, controls the observance of the regulations and instructions concerned 
the transport safety. Both spheres of activities belong to National Transport Authority as 
organisation. 

Network Statement contains the infrastructure services and their charges, the access 
conditions of the railway network, the features of the infrastructure, the procedure and 
terms of the capacity allocation.  

The infrastructure manager and the railway undertaking conclude the network access 
contract founded on the valid Network Statement. The Annex 1 of the Network 
Statement contains instructions concerned the contain of the network access contract. 

 

2.3. The request procedure of the infrastructure services 

Request procedure in the informatical system of VPE  

The use of the infrastructure services defined by the Vtv. 3. Annex I-III. (basic, 
supplementary, additional services) have to be ordered by the railway undertakings via 
internet, in the train path allocation system called KAPELLA (www.kapella.hu)[9] 

Request procedure in the informatic system IÜR of MÁV Co. 

The infrastructure services not included in the Vtv. Annex I-III. should be ordered in the 
Integrated Customer Service System (IÜR) of PASS2 system. 

Handling of the ordered and allocated infrastructure services 
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The current service request system consists of two elements. The basic, supplementary 
and the additional services will be judged and allocated by VPE to the railway 
undertakings while ancillary and other services are managed by the MÁV Co. 
Infrastructure Business Unit. 

Independent from the type and the place of the ordered services the requests appear in 
the MÁV Co. Infrastructure Business Unit’s informatic system, PASS2, so that railway 
undertakings can see all of their own requests in the IÜR system. 

Further advantage of PASS2 that the staff of MÁV Co. Infrastructure Business Unit 
who takes part in the service providing can see the ordered services of railway 
undertakings at the same place. The PASS2 Logging System transmits the ordered and 
fulfilled service data directly to the accounting module of the system so the railway 
undertakings will pay only for the actually used services. 

 

 

Figure 5. PASS2 system (Source: MÁV Co. IBU Sales Department) 

 

The integrated operation of the KAPELLA and the PASS2 systems allow for the 
railway undertakings the more flexible adaptation to the freight needs, because the rail 
capacity allocation office can accept the request and allocate the train path even one 
hour before the train departure and at the same time the MÁV Co. Infrastructure 
Business Unit can start and run the trains thanks to the development of the IT system. 
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3. Customer satisfaction study among MÁV IBU’s RU clients 

The MÁV Co. Infrastructure Business Unit has started to monitor the level of its 
customers, the railway undertakings having network access contract, in 2005. The 
research methodology was altered considerably in 2007 to reveal more exact answers 
and to identify the background reasons, opinions, attitudes and experience deeper in 
detail. 

 

The main objectives 

- To learn customers’ opinion about performance of IBU on key service areas  

- To reveal the reasons and experience causing the unfavourable evaluations 

- To detect the direction and importance of opinion shifts 

- To learn the customers’ suggestions in connection with service development 

- To provide quick information regarding current topics 

- To provide possibility to unfold any subject regarded by our clients important  

- To determine the focuses we should concentrate on to increase the satisfaction 
level of our customers  

 

3.1. Research methodology 

Qualitative, F2F in-depth interviews based on structured scenario. The target group is 
the circle of RUs having network access contract with MÁV Co. in a designated time 
point, which is determined so, that it can involve the most clients, who have valid 
opinion1 about the examined year (in 2009 23 firms). Within the company the 
relationship managers or/and other professionals are the respondents.  

Examined subjects - 5 blocks 

Contracting; (duration of contracting process; compensation)  

Billing; (precision; performance collation; cooperation readiness) 

Service providing; (missing services; train running; shunting; service availability; 
network; stations; service staff; information)  

Colleagues in headquarter and in regional centres  

Current topics 

 

 

                                                           

 
1 Therefore the sample size is not definitely the same as the end-of-year number of customers. 
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Applied scale system 

- 5-point verbatim scales, tailor-made phrasing of the anchor points suitably to 
the particular question. Form of card set avoided the connection with the 
Hungarian school qualification system. 

- Values from very favourable to very unfavourable.  

- Middle value is acceptable to avoid the neutral answers, to gain the acceptable 
level, to enforce choices. 

In case of unfavourable opinions respondents are asked to explain freely their detailed 
reasons in the framework of an open-ended question not influenced by pre-coded 
answers. 

The interviews concerned year 2009 were conducted January – March, 2010, in order 
that the partners could evaluate the whole year in such a period, which is not so busy 
from business aspect. 

 

3.2. Most important factors affecting the analysis 

The sample size basically enables qualitative approach, thus statistical calculations can 
be applied with indicating value only, mainly as demonstration tools. Therefore the 
analysis focuses on the opinion patterns and tendencies. 

Weighting procedure cannot be applied because of the small sample size, in addition the 
present share structure of our partners is so disproportionate, that the prevalent 
customers’ opinion would almost entirely overwhelm the others’. 

The sample size gives possibility to the very simple “segmentation” only (e.g. old 
partners - new partners). In 2009 the new partners had less experience and more 
favourable evaluation attitude. 

It managed to ask the whole target group three years in row (see Figure 6). 

 

3.3. Main results 2009 

Alike the previous year the performance of our colleagues (both in the headquarter and 
in the regional centres), as well as of the billing were the best and they are developing. 

Contracting was the area which developed the most during 2009, and it managed to shift 
out of the negative range into the acceptable territory.  

The general evaluation connected to our service providing activity was formed by joint 
effect of different directional factors. Though the cumulative performance average was 
below the acceptable level and the general trend was rather stagnant to reach real picture 
we should have seen behind average: in case of some elements (running of trains, 
shunting) we could improve characteristically above the acceptable level, however the 
quality of our infrastructural offer retained the general result in the negative range. 
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Figure 6. Summary of the customer satisfaction results 2009 (Source: MÁV Co. IBU 
Sales Department Customer Satisfaction Study) 

 

On the whole, slightly increasing tendencies could be perceived in the satisfaction level 
of MÁV Co. IBU’s customers, however, this development was more moderate among 
the older, more experienced clients.  

The total opinion pattern summary chart shows how the inside structure of answers 
changed during the last three years which the same survey method was applied in. It can 
be observed that the roughly equalized shape (2007) developed to an opinion pattern 
with an unambiguous positive dominance, but also with a strong negative side (2009). 
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Figure 7. Total opinion pattern 2009 (Source: MÁV Co. IBU Sales Department 
Customer Satisfaction Study) 

 

One of the main directions of further research development is the deeper involving of 
other professional departments.  

Based on the results of the survey a detailed measurement plan was formed to increase 
customer satisfaction level. The management considers the fulfilment of this plan one of 
their important tasks. 
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