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THE NEW MOTORWAY SERVICE CHARTER:
an added value for the benefit of the road users
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~ RULES OF THE MOTORWAY SERVICE CHARTER

New regulatory framework “

> Directive éf_ Miﬁistry of Transport (2009) to regulate the general aspects of the
motorway service charter
» Operational Instructions (2010) to draw up the service charter by IVCA
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RULES OF THE MOTORWAY SERVICE CHARTER

Directive of Ministry of Transport
v" introduces regulations to the reality of motorway concessionaires
v’ gives a set of basic contents

v’ takes into account the peculiarity of the service provided (i.e. that of
making available an infrastructure which is used by third parties)

Operational Instructions
v  implement the provisions expressly set out in the Ministerial Directive
v' support the distribution of the Charters

v’ provide a series of indications to improve the communication
accuracy of the charter’s contents
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e

PECULIARITIES OF THE MOTORWAY SECTOR

. =

MOTORWAY SERVICE CHARTER has to refer to a service offered,
and to binding commitments to contractual obligations, rather than to
the traditional understanding of a service rendered
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THE EXPECTATIONS OF MOTORWAY USERS

. 2

v'Road safety

v Traffic fluidity
v Service Station Areas
v Traffic information

Motorway service charters take into

account users expectations
FEsecap

OSLO 2010



OBJECTIVES OF THE SERVICE CHARTER

» motorway operators need to ensure respect of undertakings and

promises contained in the charter by managing operating processes

> enhance the operat'pr’s commitments to contractual obligations,
since, being explicitly set out in the Charter, they become, if possible,

#ﬂeﬂﬁnportant

OSLO 2010




s

"~ INDICATORS AND STANDARDS OF REFERENCE

To get and maintain promises (respect of standards) motorway operators have
to:

v know and control the procedures that determinate indicators
v’ get suitable “measurement instrument”
v’ get systematic recording of data and data statistics

~ CONCESSION AGREEMENT:
INDICATORS HAVE TO BE EXAMINED IN ADVANCE by PARTIE S

Hsecap

OSLO 2010




~ INDICATORS AND STANDARDS OF REFERENCE

Unit of Standard of
measurement reference

Base factor: Journey safety

Warnmg time for communications relating to Warning time (h) in
worksites having a duration > 5 days 80% of cases

Base factor: Service Regularity

State of horizontal signals (retro reflection) * (RL) Retro
reflectlon (med Ix!

Base factor: Service comfort

Service area services — number of checks per No./month

month on at least 80% of areas

With 1 check per menth on 100% of areas

Service area services — number of checks per no./month

month on at least 90% of areas

With 1 check per month on 100% of areas
e Y

Reepense time to email suggestions and -

complaints 80% of cases

)ﬁ'SECAP

OSLO 2010
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knowledge elements recommended by IVCA:
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NO STANDARDS OF REFERENCE
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FUNDAMENTAL PRINCIPLES

Principles
v'want to protect the needs of motorway infrastructure users
v have a direct influence on the operators “services”

» Equality

» Impartiality

» Continuity

» Participation

» Efficiency and effectiveness
» Courtesy and transparency
» Protection of confidentiality

Hsecap

OSLO 2010



COMMUNICATION AND DIFFUSION

. =

Circulate the Charter to

» Users — service area, contact point, toll station
> lnstltutlons

> Concessionaire companles staff

Hsecap

OSLO 2010



~ STRUCTURE AND CONTENTS OF THE CHARTER

Each company will take into account its own
organisational models and local specificity

Hsecap
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- THE NEW MOTORWAY SERVICE CHARTER MODEL

The service charter is a challenge for the motorway world

companies assume, in an unequivocal and transparent
manner, their own responsibilities towards users,
guaranteeing the “services” they offer

Hsecap
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