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C i V ﬁ TA S THE CIVITAS INITIATIVE

Cleaner and better transport in cities IS CO-FINANCED BY THE
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Attracting & Retaining Customers!


Come Discover Innovative Quality & Communications Management Practices








Tried & Tested Frameworks: Find out how the results of the EC project QUATTRO have been developed into universal transport standards for service quality (EN 13816) 





The Psychology of Customer Satisfaction 





A Site Visit with a difference: Learn to view PT from a customer perspective 





Develop a Quality Model for Service Delivery: Follow up Interactive Development Session�


Monitoring and Measurement of Service Quality: Develop a quality audit system and customer charter for PT





Communications & Branding





Want to Create


a Credible Public


Transport System?





�present CIVITAS MIMOSA workshop on


The Image of Public Transport


 Tallinn June 17th 2011 








CIVITAS MIMOSA’s 5th interactive 1-day workshop in Tallinn is open to everyone: CIVITAS members,


transport professionals, business interests, local government, students and environmental organisations.





This workshop is co-organised by Interactions, Tallinn Transport Department and Catalist


17th June (09.00-18.00): Location: House of Teachers, 14 Town Hall Square (Raekoja plats 14), Old Town , Tallinn Admission is free & delegates are required to register. For registration please contact helen@interactions.ie
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