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CORE BELIEF #1

PRODUCT SERVICE

GOOD BUT NOT ENOUGH
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CORE BELIEF #2

EXCELLENCE EMPATHY

GOOD BUT NOT ENOUGH







MIND THE GAP

OPERATOR

DESIGNED SERVICE
>

Delivery gap
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DELIVERED SERVICE
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EXPECTED SERVICE gap

Expectation gap

MIND THE GAPS!

Conception
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THE WORLD-CLASS
CUSTOMER-CENTRIC HOUSE

CUSTOMER

INroaviaroy | MOBILTY || CUSTOMER | NETWORK
kil HUBS | SERVICECENTER | DESIGN
, MOBILITY CRM
WEBVIBE OBSERVATORIES DATA

o /i TRUST
MYSTERY TRAVELERS

CERTIFICATION

LISTEN MEET THE
Complaint Management MANAGER

CULTURE
GOING FOR GREEN - GOING FOR CARE - GOING FOR SMILES EMPOWERMENT
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FIVE STEPS - ONE MEASURE...

T. X MANY IMPROVEMENTS

Customer experience
by Transdev

(% EFFORT SCORET (% EFFORT SCORET
e e,
) N~
. . >
Collect Customer Define Persona Classify Touch Map Customer Defu:a,:ctlon
Insights Points Journey

i o

Touchpoints
<4

transdev

! | | 6' |
Persona




WORLD-CLASS ORGANIZATIONS

PRODUCT SERVICE

PASSENGER
AT HEART
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EXCELLENCE EMPATHY







