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Marketing statistic shows that it is 5 times more expensive to attract a new 
client than to satisfy an existing one. More than that, sometimes it can be 16 
times more expensive to bring a new client to the same profitability level as a 
former client was.
Therefore, to keep a client is more important than to attract another one. The 
key factor in keeping the fidelity of the clients is to keep them satisfied. 
A loyal passenger  will:

stay as a customer on a long term;
prefere to travel with the PT, instead with his own car;
make a free good publicity for the PT operator, speaking with his friends, 

relatives, colleagues;
will offer to the PT operator pertinent suggestions for improving the quality 

of the service;

From a pshichological viewpoint, between a loyal passenger and the PT 
operator there is a connection, based on trust.

Why is it needed to obtain Why is it needed to obtain 
customer loyalty?customer loyalty?
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offering confortable and civilised 
conditions for traveling;
giving respect to the passengers;
asking for their opinion;
taking into account their common sense suggestions;
implementing the necessary measures, so that to 
obtain the passengers wishes (those one which can be applicable);
to attract the passengers in the decision making process;
offering other facilities (in stops and in vehicles).

The process of making the passengers faithful is a long one. It can take years 
to convince them that traveling with the PT is more economic, more safety, 
sometimes even quicker than with his own car. And definetly is more frendly 
with the environent.

How can be obtainedHow can be obtained
a loyal customera loyal customer
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to write and implement a 10 – 15 years stategy;
for making the passengers faithful;
in this strategy to be included annual marketing plans;
to keep good relationship with the local authority;
make lobby for PT; be sure that the local authority
understood well that PT is for a city what the blood is for a body; it is vital.

WhatWhat cancan itit bebe donedone??
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A strategy for making the passenger faithful contains the following measures:
the passengers safety and security;
the mobility from any point of the town;
quality services (speed, confort, clean vehicles and stops, puctuality, 
information);
environment protection;
innovative technology implementation;
accessibility for all social categories (including persons with dissabilities);
a fare price policy;
continuous development of the PT network;
development of the company brand.

What has it to contain?What has it to contain?
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Who is RA OTL?Who is RA OTL?
RA OTL is one of the most important PT operator in 
Romania. It is located in the N-W part of the 
country. It transports 60.838 thousand passengers 
/ year, being the sixth PToperator in Romania.

The company was found in 1870. Today it 
has 660 employees, out of which 226 are 
drivers. The fleet contains:

116 trams which carry 
annualy 37.760 thous. pass.
64 buses which carry 
annualy 23.078 thous. pass. 

              Mr. Corneliu Lupău
Director General RA OTL
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How was born the idea ofHow was born the idea of
making a customer survey making a customer survey 

Before “2005 Mobility week” a counsellor from Local Public Authority – Mrs. 
Dorina MILICI had the good idea to make a survey through the citizens, with 
the theme: “How to move?”.

There were made 3000 folders and questionaires for each type of travel: by 
feet, with the bicycle, and with the public transport (a total of 9000 
questionaire and 9000 folders)

The questionaire for traveling by feet and with the bicycle were edited by 
counsellor Dorina MILICI. The questionaire for traveling with the public 
transport was realized by Mrs. Elena Balog and Mr. Augustin Ciure, from 
Exploitation Department – RA OTL.

Mrs. Elena Balog
Head of Exploitation Dept. RA OTL
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Pedestrian survey Pedestrian survey 

The whole activity was funded by the 
Municipality. It reached the amount of 1550 €, 
for posters, folders and the questionaires. 

The folder for walking had the aim to 
awareness the citizens that it is healthy, the 
most unpolluted way to travel, and the most 
economic.
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Bicycler survey Bicycler survey 

The folder for bicyclers highlighted 
the following facts:
• it is appropriate for medium 
distances;

• an economic way to travel;
• unpolluted means of transport;
• it is healthy;
• benefic for traffic (reduce the 
congestion), the no. of accidents
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PT user survey PT user survey 

The folder for citizens highlighted the following facts:
• it is more economical than using the own car,
• less polluted means of transport than the cars which transport the same 

number of people,
• benefic for the trafic flow, prevent the congestion,
• it is more safety (the no. of the injuried persons are much more fewer),
• it maintain for a longer period the quality of the road,
• the consumption of the fuel is much more less also.

40 cars = 1 bus

=
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PT user survey PT user survey 

This questionaire was addressed to 
the frequent users of PT. The activity 
was aimed to make the clients more 
faithful. The papers were distributed 
through the kiosks were are sold the 
PT tickets. Besides, only the frequent 
passangers could give appropriate 
suggestions.
The questions had pre-established 
answers, so the time taken to answer, 
to be as short as possible.
The answers were mostly with 
common sense: i.e. In stations to be 
posted the timetables. But there were 
also some answers which indicated a 
lack of knowledge, even intelligence.



12

Gathered the answers Gathered the answers 

Şi dorinţa regiei este de a 
implementa sistemul GPS de 
urmărire – dirijare a circulaţiei 
mijloacelor de transport. Totul 
depinde de finanţare

Tapiţarea
scaunelor pentru
iarnǎ, sistem GPS 
care sǎ indice
timpul rǎmas pânǎ
la sosirea mijl.de
transp

Suntem primii interesaţi, dat
fiind blocajul liniei 12 la ieşirea
din strada M. Găina, care 
împiedicǎ respectarea
graficelor de circulaţie. 

Sǎ funcţioneze
semaforul din 
staţia Muntele
Gǎina, mai ales cǎ
este şi o şcoalǎ
acolo;

Răspuns RA OTLPropuneriThe Municipality collected all the answers and 
then they were transmited to the PT operator. 
The Exploitation Deoartment of RA OTL made 
a list of answers for each question. It was a 
table like the one on the right of this page. 
There were also queastions for which the 
answers could be put in a chart like the one 
hereinafter. For instance the question no. 4 
“How do you appreciate the evolution of the 
PT quality”. There were 3 pre-established 
answer: increased, the same, decreased.

4. Cum apreciaţi cã a evoluat 
calitatea transportului în comun
în Oradea în ultimii 5 ani?

 a crescut: 53,5%;
 a rămas la fel: 34,9%;
 a scăzut: 11,6%.

5 răsp. =
11,6%

23 răsp. =
53,5%15 răsp. =

34,9%

Part of the table for 
question 8:
The first column is for 
the suggestions which 
came from  respondees, 
and in the second one is 
the most adequate 
answer given by RA OTL 
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Centralised the answers Centralised the answers 
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Conclusion and marketing Conclusion and marketing 
plan for making the userplan for making the user

of the PT, more faihful of the PT, more faihful 
Marketing plan Marketing plan 
The Management board analised the sinter of the answers and completed 
the existing “Measurement plan”.

Measure                                                         Measure                                                         PeriodPeriod
Împrovement of a 90% of the tram line 
infrastructure, out of which – 50% new ones                           2003 – 2006

- 50% reabilitations                       2005 – 2008
Modernisation of the stations 2005 – 2006
Implementation of the GPS system                                2005 – 2010
Mounting of lighten panel for passengers information            2005 – 2007
Aquisition of second-hand trams, which has to be in good 
conditions, equiped with choppers 2006 – 2007         
Extention  of the public transport to the whole metropolitan
area of Oradea (7 sub-urban localities)                                    2007 – 2013

Reabilitation of the contact wire                               2006 – 2008
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Press release after the Press release after the 
survey survey 

Jurnalul bihorean Jurnalul bihorean on 20th Sept. 2005 
informed the citizens about the 
distribution of about 3000 questionaires 
and the same number of folders, 
dedicated to PT users.

Realitatea bihoreanăRealitatea bihoreană on 26th Sept. 2005 made a general 
presentation about the motives to launch such a survey, the 
aim of the activity (to test the opinion of the customers), and 
upon implementation of the appropiate measures to gain the 
satisfaction of the passengers so that in the future they will be 
faithful. Then in another issue of the newspaper, on 18th Oct. 
The editor presented the conclusions of the survey and the 
marketing plan.
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Timetable for the whole Timetable for the whole 
activity activity 

beginning of Sept. 2005beginning of Sept. 2005 – An amount of unused fund, determined the Counsellor 
Milici 

from the Municipality to initiate this survey, during the “2005
Mobility week”. 

16 16 –– 22 Sept. 200522 Sept. 2005 - there were distributed through the kiosks the 3000 folders
and 3000 questionaires

17 17 –– 23 Sept. 200523 Sept. 2005 - Collect the answers. 
24 24 –– 30 Sept. 200530 Sept. 2005 - The Municipality read the answers (with the reason to be

informed) and then it transmits these answers to RAOTL. 
24 Sept. 24 Sept. –– 15 Oct. 2005 15 Oct. 2005 - Local press insists to receive the answers. 

1 1 –– 15 Oct. 2005 15 Oct. 2005 - RA OTL centralizes the answers.
18 Oct. 2005            18 Oct. 2005            - The newspaper “Realitatea bihoreană” publish an article

about the answers given by the respondee.
Oct Oct –– Nov. 2005 Nov. 2005 - There were analized the answers, made the conclusions, 

and
put the possible implementation measures in a list of
priorities. It was changed the initial Marketing Plan

Jan. Jan. –– March 2006 March 2006 - The Municipality is preocupied to obtain fund necessary to
implement the measures
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Viorica SARMAN
Chief editor and Marketing

ROMANIAN ASSOCIATION 
OF PUBLIC TRANSPORT
viorica.sarman@urtp.ro

Thank you for your attention!


