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Foreword

This European Standard (EN 15140:2006) has been prepared by Technical Committee CEN/TC 320
“Transport — Logistics and services”, the secretariat of which is held by DS.

This European Standard shall be given the status of a national standard, either by publication of an identical
text or by endorsement, at the latest by October 2006, and conflicting national standards shall be withdrawn at
the latest by October 2006.

According to the CEN/CENELEC Internal Regulations, the national standards organizations of the following
countries are bound to implement this European Standard: Austria, Belgium, Cyprus, Czech Republic,
Denmark, Estonia, Finland, France, Germany, Greece, Hungary, Iceland, Ireland, Italy, Latvia, Lithuania,
Luxembourg, Malta, Netherlands, Norway, Poland, Portugal, Romania, Slovakia, Slovenia, Spain, Sweden,
Switzerland and United Kingdom.
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Introduction

In accordance with EN_ 13816, measurement of delivered service quality is part of the service quality loop,
where the selection of quality criteria and appropriate measures may both reflect and determine targeted
quality. Measurement is a valuable management and motivational tool provided it leads to improvement
actions.

The validity of the measurement is affected both by design and conduct. This document is intended to help
construct the measurement system and to help understand and reduce the causes of bias that any system of
measurement may introduce.
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1 Scope

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 13818.

The requirements and recommendations specified in this document apply both to third party measurements
and measurements conducted by the service provider.

2 Normative references

The following 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 (including any amendments) applies.

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

3 Terms and definitions

For the purposes of this European Standard, the terms and definitions given in EN 13816:2002 and the
following apply.

31
continuous measurement
collection of data that takes place all year round

3.2
grid
table used for collecting data and evaluating the various items composing a quality criterion

3.3
indicator
quantitative expression of a quality criterion resulting from a measurement process

3.4
item
measured component of complex quality criterion

3.5
measurement process
set of operations to determine the value of a measured quality criterion

3.6
quality criterion
representation of the customer view of the service provided, as stated in EN 13816:2004 subclause 3.2

3.7

surveyor
person collecting data
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Selected quality criterion

Measurement process
{optional: grid including items)

Indicator

Level of achievement

Figure 1 — Diagram illustrating the relationship between the defined terms

4 Requirements
4.1 Requirements applying to all measurement systems

4.1.1 Design of the measurement system
Each quality criterion to be measured shall refer to the list of eight categories given in EN 138184.

The design of the measurement system shall balance the customers viewpoint and the use of the
measurement as a management tool for reaching targeted quality (management viewpoint). Some quality
criteria may need to be described more precisely in a grid that lists a number of items. In this 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.

NOTE e.g. declaration by a driver that he made an announcement to the passengers in a sudden abnormal situation
can qualify as evidence.

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_13816:2004 subclause 4.2, the level of achievement shall be expressed, where appropriate,
as a ratio of passengers affected.

4.1.2 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.
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