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Vilnius— capital city of Lithuania
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*401 sg. km
 Population — 550 000

ePrivate carsfor 1000
inh. —533

e Transport modes:
trolleybuses and buses




ME “ Susisiekimo Paslaugos’
(Communication services) Functions

e Municipal Enterprise“ Susisiekimo paslaugos’ was founded
on August 15, 1998 by the order of Municipal Council

Obligatory tasks:

= Co-ordination of work of all kinds of public transport.

= Control of operators (buses, trolleybuses).

= Production, distribution and control of tickets.

= Passenger control.

= QOrganization of tenders.

=  Accumulation of ticket revenues, compensations and subsidies; settlement of
accountswith operatorsfor accomplished work in established order

= Gathering and analyzing of data regarding passenger carriage within the city.
= Preparation of legal documents and acts.

= Official registration of permissionsto carry passengersat regular routesin
establisned order.



MARSRUTINIO TRANSPORTO SCHEMA
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What isthe main problem for citizens?

0% 10% 20% 30% 40% 50% 60%

Traffic jam |
Bad health care system | : |
I ncreasing public utilities costs | |
Waste collection | |
Crime | l |
Financial problems ) l |

Lack of parking space near houses |

Youth employment
Safety in the streets late in the evening

I ncreasing costs of house heating

I ncreasing costs of real estate

Friendly surrounding
Homeless people problems
Old building renovation

Air pollution

Corruption

Education

Drugs

TR

Green areas




Number of passengers, mio.
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Bus stops

Printed infor mation



Customer relationship

Questioning.
| nter net, wap.
Free of charge phonelinefor information

Marketing activities and materials (flyers,
br ochur es).

| nformation centre at the central station.



Surveys

To establish a distribution of passengers between transport regions of the
city, every year we accomplish questioning at the public transport stops
and the inter net web page www.vilniustransport.It.

The questionnaire completes of questions about trip, changes, tickets, trip
time, comfort of their mobility, isthistrip daily.

When we have all the analyzed data, we make conclusions and suggestions
for improving quality of public transport, changing network, schedules.

|n consideration to passenger sopinion, we alwaystry Public transport to
do better for our customers.



Most iImportant thingsfor customers
to improve Public transport Is:

e Punctuality and reliability
e Length of trip time

e Comfort

* Network

e |nformation



Customer complaints management

Internet

Free telephone line

Vilnius Municipality

E-mail, mail

Fax

Customer always gets feed back the decision to their problem.
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Vilnius urban
transport scheme.

public

Exhaustive traffic schedules
for each stop and for each
route.

Vilnius urban  public
transport history in pictures.

Information about operators
and city routes.

Passenger carriagerules.
Privileges, ticket prices.

News.



Traffic schedulesin mobile phone

tr stopl-stop2t h
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Type of vehicle, time, day of
the week (not necessary)

Stop of arrival

v

Stop of departure

Answer sms:.

Phone number 1301

Answer wap.




| nformation for Passengers at Bus Stops
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Bus timetables

Trolley bus timetables
Network map

Night buses network map
Named streets where buses or
trolleybuses of indicated route
run. Given free phone number
for information

Internet home page address




. [ 45 new trolleybuses




Special lanes
for Public

transport

— Existing lanes for PT
= Offering lanesfor PT
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For the customer, service quality is everything. In the transport
sphere like any other guality has to take account of service's
every dimension.

In our view, quality begins with safety and reliability,
continues with  service provision corresponding to the
expectations of passengers, and is only complete if the service
relationship is improved from person to person - between our
staff and our customers. These various aspects of quality do
not compete with one another, but contribute together to
guality as perceived by passengers.

A quality approach cannot be implemented without knowing
the quality expected by the customers.

We have to view the services through customer’s eyes.



Thank You for your attention

Municipal Enterprise*” Susisiekimo paslaugos’
Zolyno str. 15, Vilnius
L T-10209, Lithuania
www.vilniustransport.lt
Info@vilniustransport.lt




