UITP reply to consultation on developing a harmonised methodology on classification of consumer complaints
 

The European Union Committee of UITP (International Association of Public Transport) represents operators of urban, suburban and regional collective passenger transport services by rail, by road and waterborne (www.uitp.org) in the European Union.
In addition, UITP has members amongst public transport authorities.
 

UITP does not collect consumer complaints. However many of our members collect consumer complaints on a regional and local level. 
The reason for doing so is to get direct valuable information from customers on potential problems or areas for improvements. 
 

The UITP EU Committee is of the opinion that consumer issues in public transport should not be treated at EU level, but at local and regional level. 
This is due to the fact, that the responsibility for organising and financing public transport normally lies at local and regional level in EU Member States and is therefore very different from one place to another in Europe. EU Regulation 1370/2007 acknoledges this and rules in recital 17 that local and regional responsible authorities are free to include in a public service contract - for the operation of public transport services - environmental criteria, passenger rights, quality criteria, etc. 
 

Many public transport operators and authorities have established an overall quality management on their activities and services. This comprises customer surveys, mystery shopping actions, complaint management as well as constant revision and adaptation of processes. 
 

UITP has encouraged its members to undertake voluntary action to even further increase their customer-focus. In 2006, UITP has published a recommendation to its members how to develop a passenger charter. You will find this recommendation enclosed. 
 

As a conclusion, UITP opts for "no action" for harmonising consumer complaints classification - at least for the public transport sector. 
The EU should not at all oblige operators or authorities to collect and classify customer complaints as this should be decided locally according to the specific needs and situations.
Taking into account that many public operators and authorities are running very sophisticated complaint management systems - supported by IT tools which are able to take into account local specific situations, we do not see the benefit to try to harmonise this classification. A harmonised EU classification would never be able to take into account the necessary local/regional situations in public transport. If operators/authorities were forced to adapt their systems, this would simply result in considerable costs without benefit. .
 

 

Union Internationale des Transports Publics 
Rue St. Marie 6, B - 1080 Brussels
Tel. ++32-2-663 6633
Fax ++32-2-663-6623
ulrich.weber@uitp.org
www.uitp.org
