
19
COUNTRIES

$7,8 bn
REVENUES

83,000
EMPLOYEES

TRANSDEV MOBILITY 
PARTNER OF

WORLD CLASS 
ORGANIZATIONS 

Marielle Villamaux



GOOD BUT NOT ENOUGH 

CORE BELIEF #1

SERVICEPRODUCT



GOOD BUT NOT ENOUGH 

CORE BELIEF #2
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EMPATHYEXCELLENCE
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MIND THE GAP
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EXPECTED SERVICE

EXPERIENCED SERVICE DELIVERED SERVICE

DESIGNED SERVICE 

MIND THE GAPS!



THE WORLD-CLASS
CUSTOMER-CENTRIC HOUSE
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GOING FOR GREEN - GOING FOR CARE - GOING FOR SMILES 

MEET THE 
MANAGER

MOBILITY 
OBSERVATORIES

SATISF’ACT 

CUSTOMER 
EXPERIENCE

WEB’VIBE

LISTEN 
Complaint Management

CULTURE

COMPLIANCE

INTIMACY

ISO
CERTIFICATION 

CRM 
DATA

UPGRADED 
SERVICES

MYSTERY TRAVELERS

SIGNAGE 
INFORMATION

TICKETING

MOBILITY 
HUBS

CUSTOMER 
SERVICE CENTER

NETWORK
DESIGN

SATISFACTION

LEADERSHIP

CULTURE
EMPOWERMENT 

TRUST

TRUST



FIVE STEPS – ONE MEASURE… 
MANY IMPROVEMENTS

    

Collect Customer 
Insights

Define Persona Classify Touch 
Points

Map Customer 
Journey

Define Action 
Plan

Persona Customer journeyTouchpoints



WORLD-CLASS ORGANIZATIONS
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SERVICEPRODUCT

EMPATHYEXCELLENCE




