
     MOTIVATION AND BENEFITS 
  Operators in public passenger transport (PPT) provide  

 their services directly to the customer. Therefore, the ser-

vice quality perceived by the customer will have a significant effect 

on the selection of the provider.

EN 13816 is the standard for evidencing quality capability of trans-

port providers in public passenger traffic, which is valid all over 

Europe. It serves as a guideline for defining and measuring service 

quality in contracts for buyers and providers of PPT services.

The European standards establish the definition and specification 

of objectives and targets and measurement of quality of services 

provided in public passenger transport (PPT) and include sugge-

stions for selecting the adequate measuring techniques.

In EN 13816, quality is rated as being the degree of customer sa-

tisfaction. In this respect, customer satisfaction is understood as 

being the degree of congruence between performance expected 

and required by the customer and the services provided by the 

transport provider.

Integration of EN 13816 in a quality management system or an 

integrated management system will lead to a continuous and uni-

form system. This helps to reduce the scope of documentation 

as compared to single systems. Furthermore, conformity to EN 

13816 supports the company in using the resources in such a 

well-aimed manner that the customer wishes can be fulfilled and 

will thus lead to additional customer satisfaction and thus to a 

commensurate increase in sales volume.

The advantages of EN 13816:

 � increasing customer satisfaction;

 � increasing the share of regular customers;

 � increasing the advantages relating to revenue at official 

RFQ‘s (requests for quotation) (evidencing quality capability);

 � internal increase of efficiency;

 � systematically establishing the relations with buyers and sup-

pliers;

 � making the quality criteria of the service provided measurable

OBJECTIVES
EN 13816 is to promote quality philosophy in public transport and in-

vite companies to direct their attention to the customers‘ needs and 

expectations. This includes establishing a strategy, definition of ser-

vice quality, informing the employees and conceiving and conduc-

ting measurements (technical and customer specific measurements). 

Analysis and benchmarking help to achieve continual improvement 

of quality.

TARGET GROUP
The requirements of this standard are chosen as to enable large-

scale and small contracting parties, e.g. private and municipal trans-

port providers, their subcontractors, public authorities and regulatory 

bodies, to profit from establishing and implementing this standard.

EN 13816
Public passenger transport services



QUALITY AUSTRIA – WHO WE ARE 
We are the leading Austrian contact for the Integrated Manage-

ment System, based on quality, environmental and OH&S (occu-

pational health and safety) management, and the topic of business 

excellence. Our main focuses are system and product certification, 

training and personal certification. We are accredited by the Fede-

ral Ministry for Digital and Economic Affairs (BMDW) for system, 

product as well as personal certification and have many internatio-

nal registrations and accreditations. Furthermore, we present the 

Austrian Excellence Award together with the BMDW and award the 

Austria Quality Seal.

Additionally, we organize several forums and conferences and have 

issued numerous publications. We participate actively in standard-

ization bodies and international networks such as EOQ, IQNet and 

EFQM. We cooperate with some 50 partner and member organiza-

tions worldwide and thus ensure the facilitation of global know-how.

Having more than 1.000 auditors, trainers, assessors and technical 

experts all over the world, we ensure the successful implementation 

of standards and regulations within the organizations and provi-

de sector and product specific knowledge with a very high focus 

on practical relevance. More than 10.000 customers in approx. 30 

countries and over 6.000 annual participants in our trainings benefit 

from the long-standing expertise of our organization. We adapt our 

offer according to our clients’ needs and support them in achieving 

their long-term goals!

Headquarters
Zelinkagasse 10/3
1010 Vienna, Austria
Tel.: +43 1 274 87 47 
Fax: +43 1 274 87 47-100

Customer Service Center
Am Winterhafen 1
4020 Linz, Austria
Tel.: +43 732 34 23 22 
Fax: +43 732 34 23 23

Quality Austria 
Trainings, Zertifizierungs und Begutachtungs GmbH

office@qualityaustria.comwww.qualityaustria.com

CONTENT
The partners involved in providing the service (subcontractors, 

transport companies) will have to establish a quality management 

system that demonstrably ensures the following:

 � identification of explicit and implicit customer expectations

 � considering and keeping legal, political and financial impera-

tives

 � identifying quality levels and opportunities for improvement;

 � implementing measurable objectives and targets and quality 

criteria

 � selecting and establishing criteria

 � establishing the targeted performance level

 � measuring the service provided

 � measuring methods

 � measuring frequency

 � evaluation and validation

 � documentation

 � preparing and taking corrective action

 � customer rating relating to the perceived performance

 � preparing and implementing suitable action plans
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