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Launching a suggestions and complaints online platform
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More transparency in the Bucharest — lIfov public transport

In February 2022 we launched the new online platform where passengers can send us their
suggestions and complaints more easily through our website. Through this platform, the petitioners can
easily check the status and answer to their complaint and anyone interested can see a list of all the
logged complaints on our website and our answers.

The main objective was to increase transparency, but along with that, we also streamlined our internal
process so we can reduce our paper consumption and answer more efficiently.

The entire platform was developed internally, by TPBI employees from the IT and Communication
departments, and they are constantly looking for ways to improve it.

& https://portal.tpbi.ro/petitii/
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Platform components
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24/06/2022 Statie necorespunzatoare Bulevarcul Marases

The online platform has 3 big components:

30/05/2022 nerespactare program creutate
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- The form on the website

Q

Pentru a putea vizualiza solutiile petitiei, accesati ultimele doud butoane, aflate in dreapta listei.

Petitiile au statusul Clasat in urm3toarele situatii:
« au fost transmise cu date incomplete de identificare a petentului si sunt clasate, conform art.7 din OG nr.27/2002;

- I h e ad I I l I n I S t r at I O n ar ea « provin de la acelasi petent, cu aceeasi problema si sunt conexate cu petitia initiald, conform art.10 din OG nr.27/2002.

Petitille care au statusul Termen Prelungit necesitd o cercetare mai amanuntit3, iar termenul de rispuns a fost prelungit cu incé 15 zile, conform art.8 din OG nr.27/2002, privind reglementarea activit3tii de solutionare a petitiilor.

Institutia Nr. inregistrare TPBI Data Inreg. Tip Problema Detalii Cod Vehicul Nume Statie Localitate Incident Status Termen Raspuns Numar Data Intrare Numar Data Iesire
TPBI 749 24/06/22  Statie necorespunzatoare Bulevardul Marasesti 116, 313, 381, 73, 76 Bucuresti In Lucru 26/07/22 ol
- T h e u b I i C C O m O n e n t TPBI 748 24/06/22  Nerespectare program circulatie 243 Bucuresti Clasat  26/07/22 el
p p TPBI 747 24/06/22 739PMB Clasat  26/07/22 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Defectiuni Cale de rulare deficitara a tramvaielor Bucuresti In Lucru 26/07/22 66394/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Alta problema Bucuresti In Lucru 26/07/22 66388/23.06.2022 jol
Societatea de Transport Bucuresti STB SA 23/06/22  Comportamentul angajatilor Contrelori legitimatii calatorie Bucuresti In Lucru 26/07/22 66350/23.06.2022 jol
Societatea de Transport Bucuresti STB SA 23/06/22  Control Contestare suprataxa Bucuresti In Lucru 26/07/22 66391/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Control Contestare suprataxa Bucuresti In Lucru 26/07/22 66392/23.06.2022 jol
Societatea de Transport Bucuresti STB SA 23/06/22  Control Contestare proces verbal 656 Bucuresti In Lucru 26/07/22 66393/23.06.2022 jol
Societatea de Transport Bucuresti STB SA 23/06/22  Nerespectare program circulatie 475 Bucuresti In Lucru 26/07/22 66375/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Nerespectare program circulatie 15 Bucuresti In Lucru 26/07/22 66378/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Climatizare Lipsa aer conditionat 31 Bucuresti In Lucru 26/07/22 66380/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Climatizare Lipsa aer conditionat Bucuresti In Lucru 26/07/22 66381/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Comportamentul angajatilor Conducatori vehicule N101 Bucuresti In Lucru 26/07/22 66382/23.06.2022 Jol
Societatea de Transport Bucuresti STB SA 23/06/22  Compartamentul angajatilor Conducatori vehicule Bucuresti In Lueru 26/07/22 66383/23.06.2022 Jol
Pagina 1 > » din 203 Inregistrari 1 la 15 din 3.034
# || Nasabinae | | 2812 Cazar e 706 16/06/2022 | Nerespectare program crcuate, 15 valcu Bianca
P | # | tusitias 3| 2811 Resieoctionst TPEL | 705 I6/052022  Nerespestare program crculste 15 oleu Blanca
s sat e 70 16/062022 | Campotamentul angafatiar Hibu Daricia




The form on the website

This is a form hosted on the TPBI website. Passengers can access it, fill out all the relevant fields and
send us their suggestion or complaint.

Tip Problema
VVVVAVNVVVNVNVNVN v
Cod Vehicul Nume statie
AV AN AVAA A A VVAANANAAAAAANAN/
Localitatea in care s-a produs incidentul Linia
VVNVVNVNVNVNVNVNVNY v NV A NN AN A
Mesaj
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The form on the website

Tip Problema
AT AT ATATATATATATATETATS v

Cod Vehicul Nume statie
VVVAVAVNVVNVVNVNVY \VAVAVAVAVAVAVAVAVAVAVAV

@ caivicaiveaesapoisintidentdl \ A S NANAANAANAN
VWAAAAAAAAN v \VAMAAAAAAN

o Mesaj

\VAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVA
0 VWAAWAWAAAAAAANMAAAAANAAAAANANAAAAAN
\AAAAAAAAAAAAAAAAAAAAAANANAANAAN

AVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAVAV
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The form on the website

After being validated by a TPBI employee, the passenger receives a user name and a password, Sso
they can check the status and the answer to their complaint.

TRANSPORT
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Aceasta este o functionalitate disponibild doar pentru cei care au transmis o petitie prin intermediul formularului.

Daca doriti s3 transmiteti o petitie, v3 rugdm s3 accesati pagina si 53 faceti click pe butonul Trimite o Petitie.

Pentru a putea vizualiza solutiile petitiei, accesati ultimele doua butoane, aflate in dreapta listei.

Petitile au statusul Clasat in urmatoarele situatii:
« au fost transmise cu date incomplete de identificare a petentului si sunt clasate, conform art.7 din OG nr.27/2002;
« provin de la acelasi petent, cu aceeasi problemd si sunt conexate cu petitia initiald, conform art.10 din OG nr.27/2002.

Petitiile care au statusul Termen Prelungit necesit® o cercetare mai amanuntitd, iar termenul de réspuns a fost prelungit cu incd 15 zile, conform art.9 din OG nr27/2002, privind reglementarea activitdtii de solutionare a petitiilor.

Mumar Inregistrare Petitie TPBI Data Formular Tip Problema Data Inregistrare NMume Statie Linia Localitate Incident Status Termen Raspuns

752 27/06/2022 Alta problema 27/06/2022 Lujerului 336 Bucuresti In Lucru 29/07/2022 D
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The administration area

Every new petition sent by a passenger appears in this administration area, where TPBI employees
analyze it and send it to the responsible department for solving it.

Petitn Fapars Sesderd  Fanusl

Pagina 3 Inregistran 1 k3 100 cin 562

Petitii sdreaza

O # ||| Tasabiita 24062022 =
D # Vo bt L 3053 Casat TFEL T4B 24/0E/2022 Fi22 il Vuipe
Coad Parcls Scoss
Trasa bilitals 3052 | Casal FEL =) 4/ 0E/20 752 it Wulpe
o # rasabiital 052 COasat TFEL 747 24/0B/2021 722 ¥
D # Trasabiitals 3035 - TFEL 745 Z3f0E/2022 Dwts Farreuisr (23
— 3034 TFEL T4 Z3/0E/2022 iz
i Farm Sits
D # Traga bilitaLs 3031 Casat TFEL a1 Z3f0E/2022 iz i Wulpe
Bir- Laregintraes THIL
Tracabdilals =027 a-11 i fOES 20 Fprs
rasabinal Lz TFEL T4z Z3/0E/2022 /22
Cwinill perte
D # Tasabinate [ 3001 Recwectionat TFEL 741 Z3f0ES 2022 Fi22 Wil Wulps
Tip Frobisma
D # Tasabinawe [ 2944 Recirectionat TREL 739 22/0E/2022 Fi22 will Wulps
Fir, Irswemar vshicul
Traa hilitais B3 asal 2= 73R 2 0E 20 T2 rel Wulpe
= rasabiital 2543 Clasat TREL 73R 22/0B/2022 /23 \
Trasabdtats 2542 | Redirectionat | TPEL 737 Z2/0E/2022 Stadle P wiy Wulpe
o s rasabinale B
— 2541 |Redirectionat TPEL 736 Z2/0E/2022 T2 wiy Wulpe
.C‘ f 1asabiilal n Linim
Traia bt 2540 TFEL 735 Z2/0E/2022 b
D .'f et bililale -
S 2923 Recwectionat TFEI | 734 21/06/2022 Localtats oot 7iz2 wiu Wulpe
o # rasabitate [
o # Tasabinawe [ 2914 Recirectionat TFEL 733 21/0B 2022 iAmaaj Fi22 il Wulps
Traga bidilats 2510 Casat TFEL 731 21f0E/2022 T2l rilu Wulpe
O [ 2 ||[ vrasabisar :
Trasabdtats 24508 | Regirectionat | TPEL 730 21/0E/2022 b wil Wulpe
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e
D # — 2507 Casat TFEL 25 20062022 iz i Wulpe
B | # || [ Tasabmmas 2806 | Clasat TREL | 726 20/08/2022 fedrnan Damiclls 7i22 el Widoe
D # | Tasabista 2905 - TPEI | 725 20/06/2022 R -
D # Vo bt L 2504 Clasat TFEL 724 20/0E/2022 Fi22 il Wulpe
Tmblaphem -
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This is a public list of all the complaints sent by passengers (without any personal information), the

The public component

status of the petition, and the answers uploaded by TPBI.

Anyone interested, such as passengers, journalists or other public

information.

Institutia

Nr. inregistrare TPBI
Data Inreg.

Tip Problema
Detalii

Cod Vehicul

Nume Statie

Linia

Localitate Incident
Status

Termen Raspuns

Raspuns

Numar Data Intrare

Numar Data Iesire

INFO CALATORI ¥ MOBILITATE ~ AUTORITATEA DE TRANSPORT ¥ TRANSPARENTA ¥ DESPRE NOI v @

TPEI
16
01/02/22

Sugestii imbunatatire

331, 331bis

Rezolvat
05/03/22

O eventuald medificare a traseului liniei de autobuz 331, prin prelungirea péna la terminalul .Straulesti”, ar duce la cresterea
semnificativd a duratei curselor, a intervalelor de succedare intre vehicule si, implicit, a timpului de asteptare in statii, generand
justificate nemultumiri actualilor utilizatori, cu precddere celor care locuiesc pe bd. Gloriei i pe str. Piatra Morii.

Pe de alta parte, in terminalul ,Straulesti”, spatiul de parcare destinat autobuzelor este utilizat in prezent in totalitate, fapt pentru
care introducerea unor vehicule suplimentare ar duce |a stationarea necorespunzitoare a autobuzelor, cu riscul blocarii circulatiei.

Avand in vedere dimensiunea si complexitatea retelei de transport public din Municipiul Bucuresti, nu este posibila si oportuni
realizarea legaturilor directe intre toate punctele de interes pentru cilatori, transbordarile fiind inerente.

Noua politica tarifard, aprobatd de Primaria Municipiului Bucuresti si de Ministerul Transporturilor, faciliteaza cilateriile efectuate prin
transbordare, inclusiv in reteaua de transport subteran.

Institutions have access to this
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Romanian legislation requires people to send their

Messages vs Official complaints
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Tip Problema
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The feedback after the first 5 months

So far, we've seen a spike in suggestions and complaints, both in official petitions and in quick
messages. In the first 5 months, we received 30% more feedback from passengers after the "soft
launch".

2021 2022
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What’s next?

After some improvements on the platform, the next step will be to make the link available in every
vehicle, to make it even easier for people to send us their observations, exactly when it happens.

So, if there will be any suggestion or complaint, people can simply scan a QR code and send their

COD VEHICUL
VEHICLE CODE

message on the platform, mentioning all relevant information.

TRANSPORT

r Ajuta-ne sa ne imbunatatim serviciile!

BUCUREST!

Help us improve our services!

o I Scaneaza codul QR si trimite-ne un mesaj cu sugestiile tale de
m imbunatatire a transportului public sau o petitie oficiala!
1 Scan the QR code and send us a message with your suggestions
for improving public transport or an official request!

Conform OG 27/2002, petitiile trebuie sa contina cel putin numele, prenumele si adresa de domiciliu a petentului.

socierrea stbsa.ro/contact
According to 0G27/2002, official requests must contain at least the full name and the home address of the complainant. @s’«fm&n " info@sthsa.ro « 021 9391
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Thank you



