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Appendix 4/September 9.2002

QUALITY REQUIREMENTS

The quality requirements for regional public transport shall be incorporated into the service contract to be drawn separately.


Both YTV and the bus operator shall ensure that these requirements are complied with. 

Quality


The quality of public transport consists of the following three factors:

· service quality

· operational quality

· technical quality

Service quality comprises the drivers’ willingness to be of service, their knowledge of the traffic and ticket systems, provision of information and the drivers’ outfits. 

Operational quality comprises punctuality of services, use of route number displays, and driving behavior.

Technical quality comprises the suitability of the buses for regional services, their age, capacity, condition, and tidiness.

Bus operator’s quality program

Before the beginning of the contracted services, the bus operator selected following the competitive tendering must prepare the company’s quality program which is to include the following sectors:

1. Principles for maintaining quality, drawn up by the bus operator’s management

2. Management of quality matters and appointment of the persons in charge                

3. Drivers’ and supervisors’ competence and training program

4. Quality management measures

5. Maintenance of the technical quality of vehicles

YTV will monitor the implementation of the quality program during the contract period.

Service quality

Customer service

Passengers form their impression of public transport services based on personal contacts during travel. The objectives of regional traffic are good atmosphere and good customer relations.  

Requirements

Customer service must be friendly. When necessary, the customers must be given appropriate advice in travel-related matters.

Provision of information

The use of regional public transport to the full requires information on e.g. routes and timetables. YTV is responsible for making information on the services available. The operator’s duty is to provide both verbal and written information in accordance with the given instructions. 

Requirements

The operator must ensure that pocket timetables, combined timetables and YTV’s A5-sized information sheets are available to passengers in holders prominently located near the front door.

Drivers must be able to provide passengers with information about public transportation services in the area they operate, and the surrounding areas. They must also know the public institutions and other significant destinations, such as health centers, schools, and churches, along their route.

YTV will prepare information material for each route for the use of the drivers. The operator must ensure that the staff  masters the material concerning the routes they are regularly assigned to. 

Drivers must be acquainted with the regional ticket system well enough to direct the passengers.                                      

Drivers must know where the passenger can obtain further information.

Drivers must forward any passenger feedback to the operator who in turn must forward it to YTV.

Service interruptions

For communication purposes each bus must have a communications system enabling drivers to contact their supervisors.

Requirements

Drivers must immediately report any service interruptions (e.g. vehicle breakdowns, or delays anticipated exceeding 15 minutes or the normal service interval) to their supervisors who must take immediate actions to deal with the situation.

Drivers must notify the passengers on-board of any interruptions. Should the bus break down, the driver must help the passengers find an onward connection.

Drivers’ outfits

The bus operator must provide his staff with standard outfits which all drivers have to wear. The outfits must be kept clean and tidy.

Operational quality

Punctuality

Punctuality of service means adherence to timetables. Any delays or premature or cancelled departures caused by factors for which the operator is responsible mean that the service is not being provided in a way the passengers have the right to expect.

Requirements
The passing time of the vehicles shall be measured at specific checkpoints along the route. Following exceptions are allowed:

· 85% of the services must arrive at the checkpoint no more than 2 minutes before or 3 minutes after the calculated passing time.

The calculatory passing times are indicated in the timetables. Punctuality will be monitored with random checks to be replaced with regular monitoring after the introduction of the Travel Card system. The operators must take the calculatory passing times into account when setting up their drivers’ shifts.

At the terminus passengers should be allowed to get on the bus early enough with due consideration to the special requirements during poor weather conditions. As a rule, passengers should be allowed to board approximately 5 minutes before departure.

Use of route number displays

All buses must display correct route number and regional traffic symbols. A bus that is not in scheduled service must not display route numbers.

Driving behavior

In order to make the travelling pleasant, drivers must manage the buses smoothly and safely. When arriving at or departing from a bus stop the driver must handle the vehicle so that the safety of the passengers walking on the sidewalk is not jeopardized.

Technical quality

Vehicle condition and tidiness

The condition of the vehicles is of great importance to the passengers’ overall travel experience. Therefore the vehicles must be maintained fully operational. The vehicles must also be kept clean and tidy.

Requirements
Vandalized buses such as those that have been damaged or daubed must not be used in service.

All buses must be cleaned daily. At each terminus the drivers must collect any items left behind by the passengers and at the same time see to that the bus is tidy.

Smoking is always prohibited in all the buses used in regional services.

Drivers must ensure that the temperature and ventilation of the buses are appropriate and comfortable from the passengers’ point of view. 

