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NATIONAL FOREWORD

K&esolev Eesti standard EVS-EN
15140:2006 sisaldab Euroopa standardi
EN 15140:2006 ingliskeelset teksti.

Kaesolev dokument on jdustatud
29.05.2006 ja selle kohta on avaldatud
teade Eesti standardiorganisatsiooni
ametlikus véljaandes.

Standard on kattesaadav Eesti
standardiorganisatsioonist.

This Estonian standard EVS-EN
15140:2006 consists of the English text of
the European standard EN 15140:2006.

This document is endorsed on 29.05.2006
with the notification being published in the
official publication of the Estonian national
standardisation organisation.

The standard is available from Estonian
standardisation organisation.

Kasitlusala:

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 13816.
The requirements and recommendations
specified in this document apply both to
third party measurements and
measurements conducted by the service
provider.

Scope:

This document provides basic
requirements and recommendations for
systems that measure delivered service
guality of public passenger transport to be
applied in the framework of EN 13816.
The requirements and recommendations
specified in this document apply both to
third party measurements and
measurements conducted by the service
provider.

ICS 03.220.01

Votmesonad:

Standardite reprodutseerimis- ja levitamisfigus kuulub Eesti Standardikeskusele




EUROPEAN STANDARD EN 15140
NORME EUROPEENNE
EUROPAISCHE NORM April 2006

ICS 03.220.01

English Version

Public passenger transport - Basic requirements and
recommendations for systems that measure delivered service
guality

Transport public de voyageurs - Exigences fondamentales Offentlicher Personennahverkehr - Grundlegende
et recommandations pour les systemes de mesure de la Anforderungen und Empfehlungen fir Systeme zur
qualité réalisée Messung der erbrachten Dienstleistungsqualitat

This European Standard was approved by CEN on 16 March 2006.

CEN members are bound to comply with the CEN/CENELEC Internal Regulations which stipulate the conditions for giving this European
Standard the status of a national standard without any alteration. Up-to-date lists and bibliographical references concerning such national
standards may be obtained on application to the Central Secretariat or to any CEN member.

This European Standard exists in three official versions (English, French, German). A version in any other language made by translation
under the responsibility of a CEN member into its own language and notified to the Central Secretariat has the same status as the official
versions.

CEN members are the national standards bodies of 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.

. — |

EUROPEAN COMMITTEE FOR STANDARDIZATION
COMITE EUROPEEN DE NORMALISATION
EUROPAISCHES KOMITEE FUR NORMUNG

Management Centre: rue de Stassart, 36 B-1050 Brussels

© 2006 CEN  All rights of exploitation in any form and by any means reserved Ref. No. EN 15140:2006: E
worldwide for CEN national Members.



EN 15140:2006 (E)

Contents Page
L] = 3
Lo T H T 1 oo 4
1 5T o - 5
2 NOrmative referenCes ... ——————— 5
3 Terms and defiNIlionNS ... e 5
4 LT TF T =T 3 (=Y o O 6
5 ReCOMMENAAtIONS .......ceiiiiiiirii e 7
Annex A (informative) EXamPIES .........coiiiiiciimimiiriiisiscccsssrrrr s s s sssssnns e s s s s s s ssmsns s s se s s s ssssssssnnnessesssnsssssnnns 10



EN 15140:2006 (E)

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 13816.

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.

EN 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 13816:2002 subclause 3.2

3.7
surveyor
person collecting data



