HELLENIC

n ocuvexng BeAtiwon sival mpotepaloTnT

HELLENIC
TRAIN

‘EkOeon
enidoong moLdtnTag
EMLBATIKWV
petapopwv

2024

PASSENGER TRANSPORT SERVICE QUALITY PERFORMANCE REPORT 2024, gr



HELLENIC
TRAIN

FERKOVIE DELLO STATO ITALIAHE GROUS

n ocuvexng BeAtiwon sival mpotepaloTnT

1 Eicaywyn

H HELLENIC TRAIN?! Ssopevetal otnv eNiTeVEn TNE LKAVOTOLNONG TWV EMBOTWY TNG KAL 0TV
TAN PN OVTATIOKPLON OTLC ATALTHOELG KOL OTOUC KAVOVEG TNG VOUoBEeaiag, TwV KAVOVIoUWY
KOlL TWV TIPOTUTIWV TOLOTNTAC TTOU aKOAOUOEL.

2TOXEUOHN HOG AMOTEAOUV:

v’ n wavomoinon Twv MeAatwv uag, oUMTEPLAAUPBAVOUEVNG TNG
LKOVOTIOINONG TWV QTTALTHOEWY VOULKNC KOl TEXVIKAG GUONC TToU OXETI{OVTAL JLE TIG
SdpaotnplotnTeC pag

v' n evalwobntonoinon Tou TMPOCWTIKOU OTNV KOTAVONON KOl OTNV LKOVOTOoinon
TWV QTALTHOEWVY TOU TIEAATN

v nmpooektikf eTthoyn Kat afloAdynon Twv CUVEPYOTWV Hag LE Bdon Ta mopandvw
Kpltnpla

v' n ueilwon actoxwyv Kot mapaleiPewy

v n SlapkAg BeATiwon TwV UMNPECLWV UAG KAL TNG OTTOTEAECUATIKOTNTOS TOU
OUOTNHATOG EAEYXOU TNG MOLOTNTAC TWV MAPEXOUEVWYV UTINPECLWV.

O yevIKO¢ otoxo¢ eival BaBuoloyisc “mavw amo 70% kot BeAtiwon”.

H HELLENIC TRAIN aloAoyel Tnv molotnTa TWV EMPATIKWY UTINPECLWY TNG UE TN Ste€aywyn
Epeuvwv Ikavomoinong EmBatwv (Customer Satisfaction Surveys — CSS) mou
T(POLYLOTOTIOLOUVTAL ATtO aveEAptnTn EELOIKEVEVN ETALPELD EPEVVWY, OE TpLUNVLIaia Bdon.
Metpdpe ta emninmeda emniteuéng kal AVAAUOUME TA QNMOTEAEOUATA UETPAOEWV WOTE VA
evtoniloupe TtUXOV aduvapa onueia. EmutAéov, AapPdavoupe aflOAOYAOCELS PE XPNoN
HuoTikwy eriBatwy (Mystery Shopping Surveys — MSS) kat pe ameuBeiag petpnoelg (Direct
Performance Measures — DPM) yia va mpocSloplooupe TI¢ attieg Twv adUVapwV onueiwy
Kat va SpopoAoyricoupe KATAAANAEG SLopOWTLKEG EVEPYELEG yLa TN BeATIWON TNG TTOLOTNTOC
TWV UTNPECLWY HAG.

H etatpeia pag €xeL eykaTaoTAOEL KOl UAOTIOLEL Eva AR PEG CUOTN A EAEYXOU TIOLOTNTOG TWV
emPatikwy unnpectwyv oUWV HE TO eUupwmaiko mpoturo EN 13816:2002 «uetadopeg —
edpodlaotiky Kol unnpeoieg — palkn petadopd Kool — oplopdg TG ToldTNTAG TWV
UTINPECLWY, OVTLKELUEVLKOL OKOTIOL Kol LETPAOELG». H uAomoinon autoU Tou CUCTAMATOC
eAéyxetal kal Totomoleital amd tov avefdptnto Qopéa Miotonmoinong TUV Nord. H
HELLENIC TRAIN €xet AdBet umov TG amattroelg Tou Kavoviopol 782/2021 OXeTIKA HE Ta
SKalwpATA KAl TLG UTTOXPEWOELG TWV ETILRATWY OLONPOSPOULKWY YPOLLLUWV.

! Znueiwon:

Anté 01/07/2022 kot petd, n enwvupio tg Etatpeiag (dnA. n etatpeia pe tv mpwnv etatpkn enwvupio “TPAINOZE
METAQOPEZ METAQOPIKEZ YITHPEZIEZ EMIBATQN KAl ®OPTIOY ANQNYMH ZIAHPOAPOMIKH ETAIPEIA” kaL tponyoU Levo
Slakpltikd TitAo “TPAINOZE A.E.”), éxel. aM\del. H véa etaupikn emwvuplo sivalr «HELLENIC TRAIN- ANQNYMH
JIAHPOAPOMIKH ETAIPEIA» kol 0 VEog SLakpLTikog Tithog eival «HELLENIC TRAIN A.E.».
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Ot Agikteg Mowdtntag (KPIs) mou petpnBnkav yla to £€tog 2024 ival ol €€N¢:

AEIKTEZ NMOIOTHTAZ HELLENIC TRAIN

Zuxvotnta Spopoloyiwv (Frequency)

Aélomiotia SpopoAoyiwv — AKUPWOELS
(Dependability)

AwaBeopotnta swotnpiwv (Ticketing availability)

- og ekbotrpLa elottnpiwv (ticket offices)
- o LotooeAida (web site)

TagLéLwTikr) TAnpodOpnoN OE KAVOVIKES
ouvOrkeg (Travel info / normal conditions)

- o€ ouppoUg (on vehicle)

- ot ekdotnpla swotnpiwv (ticket offices)
- oetnAedpwviko kévtpo (call center)

- oelotoosAida (web site)

Juvénela Spopoloyiwv — KaBuotepNoELg
(Punctuality)

Aentadn pe empatn (Customer interface)

- OE XELPLOMO OgpdTWVY Kal Topanovwy (response
time on customer complaints)

Aentadn npoocwrikol — eruPadrn (Staff /
Customer care)

- o€ ekbotrpla elottnpiwv (ticket offices)
- o€ cuppoUG (on vehicles)

- og tnAedpwVIKO KEvTpo (call center)

- o LotooeAiba (web site)

Ze dropa xpriovra Bor@sta AMEA/AMK
(Assistance to people needing help)

KaBapiétnta (Cleanliness)

KAtpatiopog (Air conditioning)

Aoddleia / avtiAnn acpdaAeiag os cuppole
(Safety / security perception on vehicle)

Evépysia (Energy)

EN 13816
clause

1.3

1.5

2.3

3.2

4.2

5.2

53

54

6.4

8.2
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3 AnoteAéopata AneuBeiag Metpioswv Enidoong 2024

3.1 AdiomioTia dpopoAoyiwv — akupwoeig (Dependability), Zuvérreia SpopoAoyiwy —
kabuoTepnoeig (Punctuality)
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3.2 MNapdrrova — Aitpara-Nportdosig MeAatwyv

COMPLAINTS - CLAIMS - PROPOSALS

PER QUARTER 2024
A QUARTER 2024 514
B QUARTER 2024 476
C QUARTER 2024 598
D QUARTER 2024 1342
TOTAL 2930

until 31/12/2024

on time 2498 | 85,26%
52| 1,77%
380 | 12,97%
TOTAL 2930

MNapamnova — Actipato — Npotdoelg meAatwy ava tpipnvo 2024
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JUYKPLON TIOPATIOVWY — ALTNUATWY — TPOTACEWV eMLBATWY ava Tpipnvo 2023 — 2024

COMPLAINTS - CLAIMS - PROPOSALS PER QUARTER 2023 - 2024
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3.3 lpoypOpuATIONEVEG HETAKIVAOEIG TTEAATWYV ME PEIWPEVN KIvNTIKOTNTA (PRM /
AMEA)
Avad tpiunvo 2024

Total Planned passenger trips that took place 2024

\\\I

JUYKPLON GUVOALKWY, TIPOYPOUHOTIOUEVWY LETOKIVAOEWY emiBatwy AUEA 2023-2024

Total Planned Passengers Trips that took place/per month

—=1023 —8=2024
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3.4 Ikavotroinon meAdTn pE pEIWHEVN KIVNTIKOTNTA (AMEA)

DISABLED PASSENGERS WHO WILL CHOOSEAGAIN FOR
THEIR TRIP THE HT

e

BYES wuNO

PERCENTAGE OF SATISFACTION OF DISABLED

OPOSITIVE B NEGATIVE
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4 MeTpnocig evépyeiag 2024

H teAeutaia owkoyévela kpltnplwv molotntag oto npdtumo EN 13816 adopd th cupnepldopd TnG TaLpeiag
W¢ TIPOG To TEPLBANAOV.

H avamtuén evog ouotruatog meplBaAAOVTIKAG KL EVEPYELAKNG Slaxeiplong oUWV LLE TI APXEC TWV
OXETIKWV Mpotunwv ISO 14001 kot ISO 50001 Bpioketal og e€EALEN. ZTOXOC HaC Elval va kataypaou e TN
CUUTEPLPOPA HAG WG TIPOG TO TIEPLBAAAOV KOl TNV EVEPYELX KAL VO BEGOUE GUYKEKPLUEVOUG OTOXOUG YL TN
BeAtiwon tng.

2TO MAPATAVW MAALOL0, LETPAE (Apeool Seikteg amdSoong) TNV KaTavaAwaon eVEPYELOC (NAEKTPLKAG KoL
nietpelaiou), 6mwe dpaivetal oto mapakdTw ypadnpata.

Electrical consumptionin facilities (kWh) - 2024
400.000 374.745
350.000
300.000
250.000

200.000

117.638

150.000
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50.000 15.022
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HAekTpIK KatavdAwon ypadeiwv (kWh) - 2024
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70
KENTPIKA TPA®EIA-NETMEZA [PA®EIA AEQ®OPEIQN MATPAS AQMATIO VIP ©ESSANONIKHE
Katavalwon Diesel Aewdopeiwv (Altpa) - 2024
35.000
31.627
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KatavaAwaon Diesel Tpévwv (Aitpa) -2024
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