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and operator in Prague
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TRANSPORT ORGANISATION IN THE CENTRAL BOHEMIAN AREA (CBA)
    (REGION OF PRAGUE CAPITAL + CENTRAL BOHEMIAN REGION)

Central Bohemian Region (CBR) City of Prague

At this time about 347 communes in CBR 
have contracts about partnership with ROPID Local Public Administration Prague City Council

ROPID

Regional Organizer of Prague Integrated Transport (PIT)
working as an organising authority

Type of organization municipal "contributory" organization

Prague Public Transport Company Co.Inc.     Czech Railways P + R Private BUS
(100% City of Prague owned)      (100% state owned) facilities Companies
Integrated network that provides services to 100% 
of inhabitants of Capital of Prague by:    211 rail stations are in PIT   (Number 14)
METRO    (Prague Capital + CBA)
TRAMWAYS
BUS including regional bus routes
FUNICULAR

                          PIT area includes greater part of CBA, concretely Prague Capital and part of CBR

PITCBRIT
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Public Service Contract for provision of transport 
services within the area of the capital city of Prague

• „Contracting in urban public transport“
European Commission – DG TREN report 2008

• Appendix: Contract Table 26
Prague (CZ): Direct award to public operator

• Main caracteristics:
– contract for the urban PT network within the area of The Capital

City of Prague (1.2 million inhabitants)
– about €274 mill./year for the period 2004-2007, new one for

2008
– the public operator submitted to both cost and operational risk
– however, the contractual amounts are renegotiated every year

limiting the risk to operator
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Contracting in urban public transport
Table 2: Risk allocation and awarding: overview
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Prague (CZ): Direct award to public operator
Contract 

Table 26
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26 Prague (CZ): Direct award to public operator
Main description Remarks

• Avarding procedure

• Contract price and level of risk

• Monitoring provision
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Public Service Contract   Appendix No.1

Penalty Schedule for Surface Transport

1. Failure to dispatch a vehicle on the route

2. Idle time of the vehicle on the route exceeding 1 hour

3. Noncompliance with timetable and driver's obligations

4. Failures in marking and equipment of vehicles or stops
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Public Service Contract   Appendix No.5

Other Obligations of Operator

These terms and conditions are in line with the draft 
European Quality Standard a CSN 13 816

1. Information

2. Journey Time

3. Customer Care

4. Comfort

5. Safety
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EN 13 816: 2002
„Transportation – Logistic and services – Public passenger

transport – Service quality „definition, targeting and
measurement

Numerous aspects of service quality divided into 8 categories :

- Availability
- Accessibility
- Information
- Time
- Customer Care 
- Comfort
- Security
- Environmental Impact

1.1 Modes

1.2 Network

1.3 Operation

1.3.1 operating hours

1.3.2 frequency

1.3.3 vehicle load factor

designing PT offer
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Availability – Designing PT  offer in Prague
• Public Passenger Transport Organization Project (PPTOP) – based 

on the availability quality criterias – see pages 4 and 5 of doc.1
• Contracted offer – year 2004, basis of the compensation for 

„demonstrable loss“
Subsystem Type of transport 

means 
Performance in 
vehicle km (ths) 

Performance 
in place km 
(ths) 

Metro            RTS Total 44 700 8 255 300
Tram         including FR Total 51 878 5 706 360
                 of which: BTS-RT Trains T3, T6. KT8 D5 45 872 5 045 920
                                  OTS-RT  Trains T3, T6. KT8 D5 5 984 658 240
 Funicular railway 22 2 200
Bus Total  59 720 4 817 515
                 of which: Standard - SD 42 647 2 985 290
 Articulated - A 16 310 1 794 100
 MIDI 70 2 800
 Special regular services 293 7 325
Provision for reroutings due to bus 
service  disruptions in zones P+0*  

* 400 28 000

TOTAL DP  156 298 18 779 175
Such performance is preliminary 
divided into particular quarters of 
2004 as follows: 

 

Explanatory note: RTS – rail transport service (M) 
                               SRS – special regular services 
                               BTS-RT – basic transport services by rail transport     
                               OTS-RT – other transport services by rail transport 

* provision for reroutings by disruptions – the volume of its performance is not assessed
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(1)

Monitoring of performance – availability/offer

Prague Contract clauses:
• chapter III. - Rights and Obligations of ROPID – point 6 

– „ROPID shall ensure that the total volume of performance 
corresponds...
to at least 99,5% of the negotiated volume of services“

• chapter IV. – R and O of Operator – point 13
– „The Operator shall submit to the Transport Authority, ROPID 

and Municipality, on a quarterly basis... a financial statement of 
demonstrable loss...“

• App. No. 5, 1.9
– „The Operator undertakes to submit to ROPID on the next 

working day, a „daily Record of PT Services“. Fulfillment of 
performance based on TTs (plan/reality)...shall be submitted 
once a month by the Transport section of the Operator
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(2)

Monitoring of performance – availability/offer
tools (and incentives?)

• Tools – from the PPT´s Daily Records, across Monthly fulfillement of
performance records, to Quarterly reports
– see documents..n° 5 and 6

• Operational Statement of the tram driver – daily
• Fulfillement of the Contract with The Capital City of Prague (first half

of 2008)

• Incentives to performance – availability
Contract de gestion 2001-2005 entre

la région Bruxelles – Capitale et STIB
•Production réalisée – bonus/malus
mensuel

- the max. annual bonus or malus
amounts, for the production, 
to € 2.0 million

Prague Contract 

No incentive



13

SPUTNIC – Strategies for Public Transport in Cities
http://www.sputnicproject.eu/

Monitoring quality based on the EN 13816

In contractual relationship:

• I. Subject of the Contract
2. This Contract is based

on the EN 13816:2002
- general statement, no other
mention in the text

• Appendix No.1 – Penalty 
Shedule

incentive = malus?

• Appendix No. 5 – Other
Obligations of the Operator
– very heterogeneous, non

structured, mix of conditions
– 4.16 

Service Quality Program
• Established from 1998 and based on the

EN 13816:2002
• Developped in close cooperation with

RATP and CYQUAL club:
RATP, STIB TP Genéve, Metro Madrid, BVG, TC Laval

• Standard Management Cards
– highly structured process – doc. n° 7 and 8

 
 
 
 

 
Continuous  

Sample 

 
Surveyors 

 
 

 
Availability of buses on 

the route  
 

Cleanliness on trains 
Bus cleanliness 

 
Technical 

means  
 

Phone waiting time at the 
Customer Contact Center 

Punctuality of train  
Services  

 
Punctuality of bus 

services  

 

Measurement of performance
Types of measurement : 6 examples from EN 15140 : 2006
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Service Quality Standards
Service quality programme – since 1998

• Punctuality/regularity 
• Passenger information
• Customer care
• Uniform discipline
• Operability of ticket vending machines (since 2000)
• Operability of metro stations equipments for people with  reduced 

mobility (since 2004)
_______________________________________________________________
• Availability of metro stations (since 2007)
• Observance train traffic diagram (since 2007)

StandardsStandards defineddefined throughthrough::
ServiceService reference reference samplesample

DesiredDesired levellevel ofof achievementachievement

UnacceptableUnacceptable situationssituations
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Relations between 
EN 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
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ISO 9001 Certifications in PPT

Det Norske
VeritasJanuary 15th, 2002

Purchasi ng, storage, stock out of material , repl acement 
parts, products and working cl othes for overhauls 
and operati ng needs

Supplies

Det Norske
VeritasJanuary 24th, 2006O perating of Technical Inspecti on Station (busses and 

trucks)

Technical
Inspection 
Station

Det Norske
Veritas

November 15th,
1999

O verhaul s and u pgradi ng of diesel engines, overhaul s of 
compressors, gearboxes, axles and break, ai r and 
el ectric components for motor vehi cl es 

Bus Repairs

Det Norske
VeritasNovember 5th, 1998

O verhaul s and u pgradi ng of:
- el ectrical machines and equipment for traction wheeled 

vehicles
- tram bodi es, gearboxes and parts for wheel ed vehicles

Tram Repairs

Lloyd´s Registe r
Qual ity
Assurance

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

Publi c transportation
Metro
Operation

Certification
organization

Date of first
certification

Certificated activitiesOrganizational
unit
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Measurement of performance 
Bernard Averous : „ on ne mesure pas pour savoir, on 

mesure pour progresser „

• Measurement of the gap vis à vis the objective

• Measurement of conformity and not the average

Tool of corporate culture (new look)
Tool of management

- discussions no more based on feelings
- staff training focused more on service defined in an objective way
- internal partnerships, synergy
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standard / p ilot ap lication repr esentative/unit measurement/sample unit

Informování verejnosti metro Ing . Ludek Borový (100210) (Z) Každá stanic e 1x mesí cne 110  300

stani ce odbor Market ing a in f.s erv is (V)  25  % ze zakladního m??ení 100  110

metro Kare l Fiala (110320) (Z) 100 vozu za ctvr tle tí 110  300
vozy ved .odd.  Kon tro la kvalit y JPM (V)  25 vozu za ctvr tlet í 100  110

PILOT tramvaje Jarosl av Bláha (250300) (Z) 50% zastávek za ctvr tlet í 120000
Ing . Jir í Ce rn ík (100200) zastávky vedoucí odbo ru Zastávky (V)  10  % ze zakladního m??ení 100410

ved .odb.  Marketing a in formacní servis

tramvaje Petr Hloch (120000) (Z) 200  vozu mesícne

vozy vedoucí JPT * (V)  10  % ze zakladního m??ení 100200

autobusy Jarosl av Bláha (250300) (Z) 30% zastávek za ctvr tlet í
zastávky vedoucí odbo ru Zastávky (V)  10  % ze zakladního m??ení 100410

autobusy Václ av J elínek (130000) (Z) 200  vozu mesícne
vozy vedouc í JPA * (V)  10  % ze zakladního m??ení 100200

informace o nabídce služb y Ing. Jan  Kut ílek (100400)
v turisti ckých místech ved. odb.Rí zen í a  kontrola provozu

telefonní informace SDI Ing. Jan  Kut ílek (100400)

Legenda: ved. odb.Rí zen í a  kontrola provozu

( Z) - Zá kla dní mere ní
(V) - Valid acn í merení

D - Docasnéinformace o plánovaných zmenách. VZOREK –dotcenévozy, zastávky nebo stanice v rámci merenístálých informací
* - bud e predme tem zme ny

50 míst za ctvr tletí

50 tele fon ickýc hvo lán í z act vrtle tí

D

D

D

St álé informace

100110

D

D

D

(Z) 

(Z) 400330

How to unlock human potential
... and involve staff in service quality
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Anketa Spokojenosti

3 ,4 3

6 ,2 8

9 ,1 3

3 ,2 8 7 , 6 5 1 2 ,0 2

S
po

ko
je

no
st

Pocátek 2002

Duležitost

7,964,96Preference hromad né dopravy pred IAD 

8,484,82Obsazenost spoju (  p retíženost  )

7,604,48Vhodnost  systému PID pro zdravotne
post ižené

7,943,51Ochrana pred t restnou cinnostíNutno jednat!
Duležitost Spokojenost Kritéria Swot analýza

42 KRI TÉRIÍ VYBRANÝCH PODLE PRÍLOHY A (EN 13816)
SPOKOJENOST A DULEŽITOST VE STUPNICI OD 0 DO 10
94 DOTAZOVANÝCH STUDENTU FD CVUT
MODIFIKACE SWOT ANALÝZY

- identifikace kritérií ⇒ s nad prumernou /
podprumernou spokojenost í a duležitost í

- p rumerné ho dnoty 6,28 SPOKOJENOST
7,65 DULEŽITOST

D opravní podnik hl .m.Prahy,
akciová společno st

     
 

     Sokolovská 217/42,19022 Prah a9
Dopravní podnik hl.  m. Prahy,

akciová spolecnost
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Analysis of the Survey on Information
supply provided by PPT to foreign visitors

Topics asked
1. Satisfaction of Information supply at the place of arrival
2. Understandability of Schemes and timetibles provided
3a. Clearness of Ticket fare types
3b. Clearness of the usage of the vending machine
4. Understandability of verbal announcements of station/stops
5. Clearness of indications of directions of Metro/tram/bus
6. Indicators of directions leading out of the metro tunnels

0

2

4

6

8

Points 5,375 7,162 5 5,568 5,822 6,742 7,108
1 2 3a 3b 4 5 6

Scale: 1-10        
very bad
satisfaction – very
good satisfaction

Topics
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Dimension contains two questions:
A) „It is easy to get the information needed when planning a trip“
B) „The information is good when traffic problems occur“

BEST 
Benchmarking in European Service of public Transport



16

SPUTNIC – Strategies for Public Transport in Cities
http://www.sputnicproject.eu/

Method of measurement
and validation

Objectif: The process to guarantee, that the measurements are realised in conformity with
the method desribed in „standard cards“, in an objective way

Sample choice (n) and measurement
characteristics (n° line, stops names, days,...)

Calculation of results
Training etc.Correction/ adustment

of grids

NOT
OK NOT

OKOK
OK

Meeting surveyor/ validator

Comparison of results

Surveyor conducts
measurements (grid)   1

Validating surveyor
conducts measurements
(grid)                               1

n

x

Information Pass over
to the validating
surveyor

Choice of „sample
from sample“ (x) 
=10%

~
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Operability of metro stations equipment for people 
with reduced mobility

Kriteria Metro 
Kriteria N1 Kriteria N2 Kriteria N3 Referenční vzorek služby Úroveň 
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Když chce cestující zařízení 
použít, 
- zařízení bezpečně funguje 
- všechny ovládací prvky fungují 
- zařízení (včetně přístupových 

prostor) je čisté a upravené 
- informační systém (včetně 

navigačních prvků) je k 
dispozici 

nejméně 

90% 
cestujících 
využívá zařízení 
podle 
referenčního 
vzorku 

• zařízení nefunguje 
> 48 h. po ohlášení 

• uvedení 
informačního 
systému do 
funkčního stavu > 
48 h.  

• zařízení znečištěno 
> 6 h. od okamžiku 
nahlášení  

 

Kriteria Metro 
Kriteria N1 Kriteria N2 Kriteria N3 Referenční vzorek služby Úroveň 

náročnosti 
Prah  
nepřijatelnosti 

6
. 
K

om
fo

rt
 

     6
.1

. 
Fu

n
kč

n
o
st

 z
a
ří
ze

n
í 

k 
d
is

p
o
zi

ci
 c

e
st

u
jí
cí

m
 

6
.1

.1
. 
ve

 s
ta

n
ic

íc
h
 

m
et

ra
 

Když chce cestující zařízení 
použít, 
- zařízení bezpečně funguje 
- všechny ovládací prvky fungují 
- zařízení (včetně přístupových 

prostor) je čisté a upravené 
- informační systém (včetně 

navigačních prvků) je k 
dispozici 

nejméně 

90% 
cestujících 
využívá zařízení 
podle 
referenčního 
vzorku 

• zařízení nefunguje 
> 48 h. po ohlášení 

• uvedení 
informačního 
systému do 
funkčního stavu > 
48 h.  

• zařízení znečištěno 
> 6 h. od okamžiku 
nahlášení  

 

76%

72%

78%

57%

88%

100%

87%

80%

50%

55%

60%

65%

70%

75%

80%

85%

90%

95%

100%

P
R

O
C

E
N

TA

I.Q. II.Q. III.Q. IV.Q.

Základní měření       -    niveau d’exigence
Validační měření

2004 :        2008 : 
Stanice  :   17             34
Zařízení :   22             45

2004:
Výrazná zlepšení
Problém : vandalismus
Zamýšlená opatření : opatření antivandalismus, internetové stránky,
informační kampaň



18

SPUTNIC – Strategies for Public Transport in Cities
http://www.sputnicproject.eu/

Incentives in contracts – (1) 
STIB and RATP, CYQUAL partners

For production STIB RATP

The penalty for non-production of 
the service

max. annual penalty

12.68 million €

Production réalisée – bonus – malus mensuel

Production
Bonus-
malus
attribué

Théorique
(en%)

Réelle
(en%)

EUR

100% 100% 0% 166.667

100% 99% -1% 166.667

100% 98% -2% 0% 166.667

100% 97% -3% -1% 100.000

100% 96% -4% -2% 33.333

100% 95% -5% -3% - 33.333

100% 94% -6% -4% -100.000

100% 93% -7% -5% -166.667

100% 92% -8% -6% -200.000

Différence entre
production
réalisée en 
théoritique

Aplication
de la 
franchise

-max. bonus or malus annual
2.0 million €
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Incentives in contracts (2) 
For Service Quality Indicators

STIB
• the max annual bonus or

malus amounts, for all the
Service Quality indicators
together (22), 
to 10.06 million €

Bonus t = réalisé t – seuilmin.t x  bonus max.tobjectif t - seuil min.t

RATP

Areas for certification:
− bus routes
− tram routes
− metro routes

commercial agencies
the max. annual bonus or malus amounts to 
3.0 million €

Pourcentage estimé de clientèle bénéficiant d´un service certifié CEN
Geraamd percentage klanten dat een CEN-gecertificeerde dienst genleten

Échéance fin 2002
end

fin 2003
end

fin 2004 fin 2005

Objectif
20% 50% 80% 100%

Seuil
minimal

10% 35% 65% 90%
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Incentives in contracts (3) 

• For financial transparency – STIB
Task: Model allowing to present the table of revenues and costs splitted

to results centres, categories, modes...
– bonus of max 1.1 million €
– 31.12.2001 – scheme 100 thousands €
– 31.12.2002 – system of Financial Transparency 1.0 million €
– if later (+ x months): B/M = ((18-x)/18) 1.0 million €

• For Revenue sharing: the „sliding band“ principle - RATP



21

SPUTNIC – Strategies for Public Transport in Cities
http://www.sputnicproject.eu/

Incentives in contracts – STIB               (4) 

• Evaluation mechanism – not linked to the system B/M

– customer barometr (1/ year)

– institutional, legal framework and contractual environment

– evaluation of PT system performance 

(service offer, frequency, economical conditions) 

by the means of benchmarking between networks

– evaluation of results of both contractual parties
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Barriers
Arguments used from time to time against …

The introduction of quality management
…is expensive, but doesn´t increase the revenues

Replies:

• Quality, it is to expend money in different
way, non quality is expensive

• Quality is an investment

• Quality helps to improve image and service attractivity,  
security, allows to decrease the fraud

Quality is not expensive, it is priceless.
Mahatma Gandhi: The Customer

False
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Barriers

• - proposal of the „Transport Act“ (20. August 2007)
Chapter Transport planning, 33) Quality criteria – based on ČSN EN 
13816
-“working version“ of the „Transport Act“ (July 2008) 
Chapter Public Service Contracts §7 Quality criteria – ČSN EN 13816 
not mentioned, (procedural regulations /rules)
procedural rules (a tripartite referential quality document) - lacking

• EN 13816 – result of operators initiative, not assumed by authorites

• EN 15140 – D E FR CZ
messung, measurement, mesur, měření

• performances of bus competitors

• Mind the Gap

• ready for benchmarking?
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