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ChangeChange managementmanagement
in PPT in PPT IncInc..



MainMain objectivesobjectives::
Hold high quality level of public transport serviceHold high quality level of public transport service
Be competitive on free market of public transport in Be competitive on free market of public transport in 
European UnionEuropean Union
Reach European standard of company economical Reach European standard of company economical 
efficiency efficiency ((better utilization of company resources)better utilization of company resources)
Increase efficiency of company managementIncrease efficiency of company management

Transformation Transformation ofof PPTPPT
2002 – 2004   Concept

2004 – 2006   Realization

2006 – ...     Optimalisation



BeforeBefore TransformationTransformation –– hierarchicalhierarchical structurestructure

General directory

Metro division Tram division Bus division

Operation
Vehicles
Infrastructure
Financial mgmt
HR mgmt
Internal services

Operation
Vehicles
Infrastructure
Financial mgmt
HR mgmt
Internal services

Operation
Vehicles

Financial mgmt
HR mgmt
Internal services

BUDGET BUDGET BUDGET

Economic responsibility = DIVISION



AfterAfter TransformationTransformation –– processprocess structurestructure

Operational
section

Technical
section

Bus 
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Bus
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vehicles

Metro
infrastructure

Tram 
infrastructure

Internal
Services

Information
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Supply
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...
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Safety and
security mgmt.
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service level agreements
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General director
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Economic responsibility = each UNIT



QualityQuality managementmanagement
in PPT in PPT IncInc..



QualityQuality systemsystem schemescheme

Evaluating / 
Analysis of the

established
objectives

performence

Objectives
established at
relevant levels

Targets
Providing of:
- processes and
activities
- documentation
- resources (human,  

financial, 
infrastructure…)

Reviewing the
Quality

systems by 
management

Quality
management 
system
ISO 9001:2000

Continual improvement

Reviewing the particular
quality systems

Control of
documentation
(Organisation

manual, Quality
manual, 

standards)

Service
quality cycle
13816:2002

Strategy = vision, 
policy



ServiceService QualityQuality StandardsStandards

ServiceService qualityquality programmeprogramme –– sincesince 19971997
•• Punctuality/regularity Punctuality/regularity 
•• Passenger informationPassenger information
•• Customer careCustomer care
•• Uniform disciplineUniform discipline
•• Operability of ticket vending machines Operability of ticket vending machines (since 2000)(since 2000)
•• Operability of metro stations equipments for peopleOperability of metro stations equipments for people with  with  

reduced mobility reduced mobility (since 2004)(since 2004)

StandardsStandards defineddefined throughthrough::
ServiceService reference reference samplesample

DesiredDesired levellevel ofof achievementachievement

UnacceptableUnacceptable situationssituations



ISO 9001 ISO 9001 certificationscertifications in PPTin PPT

Det Norske
VeritasJanuary 15th, 2002

Purchasing, storage, stock out of
material, replacement parts, products
and working clothes for overhauls
and operating needs

Supplies

Det Norske
VeritasJanuary 24th, 2006Operating of Technical Inspection Station 

(busses and trucks)

Technical
Inspection
Station

Det Norske
Veritas

November 15th,
1999

Overhauls and upgrading of diesel 
engines, overhauls of compressors, 
gearboxes, axles and break, air and
electric components for motor 
vehicles

Bus Repairs

Det Norske
VeritasNovember 5th, 1998

Overhauls and upgrading of:
- electrical machines and equipment for

traction wheeled vehicles
- tram bodies, gearboxes and parts for

wheeled vehicles

Tram Repairs

Lloyd´s Register
Quality
Assurance

January 8th, 2007
(line A a C) /
June 19th, 2006
(line C)

Public transportationMetro
Operation

Certification
organization

Date of first
certificationCertificated activitiesOrganizational

unit



Relations between Relations between 
EN 13816 and ISO 9001EN 13816 and ISO 9001

Complementarity

Service Quality

Customers‘
satisfaction

GLOBAL POLICY

Line 
Certification 
– EN 13 816

EN guarantees that customer’s
expectations are taken into

consideration

EN 13 816 ISO 9001

ISO supports sustainability of
service quality

Certification ISO -
Maintenance



UpdatingUpdating ofof thethe QualityQuality ServiceService StrategyStrategy
AspectsAspects analysisanalysis ofof thethe delivereddelivered qualityquality serviceservice
accordingaccording to EN 13 816:to EN 13 816:
• experiences from history of the Service Quality Programme
• records and information from abroad (Benchmarking)

CustomerCustomer satisfactionsatisfaction surveysurvey ((importanceimportance andand
acceptabilityacceptability):):
• using of questionnaires in public survey (Internet, Metro 

magazine, direct asking)   



UpdatingUpdating ofof thethe QualityQuality ServiceService StrategyStrategy

AnalysisAnalysis ofof customercustomer demandsdemands::
suggestionssuggestions ofof qualityquality objectivesobjectives ((standardsstandards))
comparingcomparing ofof possibilitiespossibilities, , benefitsbenefits andand costscosts

EvaluatingEvaluating andand choosingchoosing ofof thethe objectivesobjectives
settingsetting thethe prioritiespriorities ofof ourour companycompany

ApprovalApproval ofof thethe qualityquality serviceservice strategystrategy
declarationdeclaration ofof qualityquality standardsstandards



Performance managementPerformance management
in PPT in PPT IncInc..



BalancedBalanced ScorecardScorecard -- projectproject
Financial stability Customer

management

Effectiveness and quality 
of internal processes

Human resource
management

• Offering PT services according 
to customer demands

• Systematic working with 
customers to attract them

• Increasing of customer 
satisfaction

Prague Public Transit 
Co. Inc.

Top European
PT operator

• Increasing of productivity
• Decreasing of administrative staff  
• Consolidation of staff competences and 

optimise age structure
• Consolidation of ethic standards
• Internal communication and staff satisfaction
• Decreasing of illnesses, incidents, 

fluctuation of staff

• Fulfilment of contracted traffic 
obligations

• Keeping of reliability and safety
• Increasing of internal process 

effectiveness
• Using of new technologies

• Cost management
• Revenues increasing 
• Assets management
• Increasing of covering costs by 

internal revenues
• Decreasing of capital frozen in 

supplies and outstandings
• Increasing of capital assets 

covering by internal sources



ThankThank youyou forfor youryour attentionattention..


