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1) @= TfL Complaint Report

= 2HAHO] w5371 TfL(Transport for London)olA]
.]

A
J3Ho] Jgto 2 2011\ RE] E7[H=E Complaint Report!E

svde ATsh] gigt
Hd
L ol gx}50] Tiloll Yt 7ol BiIIS ersta Akgerg niist o olg

H25tn i, 2l

TfLe] Complaint Report= 8~107H9] £5HF A-S thito 2 sto ZFzF 9~107H9] A
HE2E 7R a2 JAJEIc) QIx 2| RE] oot = 271R] thA7E 245 S Higfo
=2 BEAME dolgion, AP RIY et iid E5XHAPT 2854 Qict 53
Qi .0 n1elS 2R & EsiA2 paist ‘Eoict 019l 4 (complaints per 100,000

journeys)@t TR W-FOMIEZ} RIRI0)| nix|= S AMBL Sl Zolct

Overview of Complaints per 100,000 journeys

Complaints per 100,000

e Period 4 Period 5 Period 6 Average
Barclays Cycle Hire 31 17 21 23
Congestion Charge 207 176 181 188

Dial-a-Ride 148 128 116 131

Docklands Light Railway 236 232 170 213
London Buses 5,062 3,593 3,644 4,100
London Overground 209 348 249 269
London Underground 1,202 1,051 746 1,000
Oyster 4,407 2,944 3,351 3,567

River Services = 1 = 0.3
Tramlink 84 50 62 65

[23 2-4] TfL Complaint Report ZLH

) http://mwww. tfl. gov. uk/corporate/publications-and-reports/complaints-report
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DOOOODDD

MIDNIGHT MIDNIGHT

|
|
CONSUMER COMPLAINTS
DAMAGED TREES

TRAFFIC SIGNAL CONDITIONS

DIRTY CONDITIONS
A SANITATION CONDITIONS
_| s SEWER MAINTENACE

N

CHLOROFLUOROCARBON RECOVERY
BLOCKED DRIVEWAYS

STREETLIGHTS
LOST PROPERTY

STREET CONDITIONS

|
TAXI COMPLAINTS NOISE
GENERAL CONSTRUCTION-PLUMBING

RODENTS

ILLEGAL PARKING
ILLEGAL BUILDING USESH SaaLt: CONDITIONS

WATER MAINTENACE

o 4 |
* | OVERGROWN TREES/BRANCHES

PROPERTY TAXES

®

Il g 219 AZf5 SAts

[2% 2-6] 012 52 311 S| LA A

3) 3% EejolF LS e| vjo|cl

53 HlE2opRoj = AZHREEFFAIARN(1SO 10002)2 HIFC 2 w-ERId 22|,
Rlaby, 2l gl ghlol] tigh 7lolEeRe) g AAjska Qlck,
W-ERI0] EFIES miefsh] f1stod f3(Issue Type), A&l (priority), AHIA &

SAHOperator)H& RIF¥EAS 4385170 9ot Te]7]tel PTV(Public Transport
Victoria) ol 5718 HIME 2Pgel, E4 niglo] 2715k 79 AlAERo] o]
LhukEo 2 sk BA2 3130lo] sEue Bashn ok PTVe] 2579 R
AR QF/ARL, MR, AHIARE, QlZel BAle xRk A9l MK, a3 Y
0] 72 cheBok thEE B19lol] 10~300] 7Ho] MIEgtE0 2 JAEIc T3t clop
Y 3 AIZsH/EQ5PI 2elElofor I glgle 24180 (Priority) 2 T} 7]

BRIU(EMERGENCY) 22 B&5ty Qlck

ok

15) Public Transport Industry Complaint Handling Procedure Customer feedback and complaints handling



Provision of

Level 1 Information

Service Delivery

Safety & Incidents

Level 2 = CCTV = Website = Special events
= Anti-social behaviour = Journey planner = Cancellation
= Major incident = Mobile Products = Delayed
= Passenger stranded = TramTracker = Early
= Pedestrian knockdown = SMS = Altered running
= Witness = Information = Overshoot
= Collision request platform
= Boarding & alighting = Filming = Late boarding &
= Infrastructure = Advertising disembarking
= Security personnel = Hiring = Fail to stop
= Emergency button = Police request = Service change
= Syringe = Employment needed
= Near miss = Sponsorship = System
= Personal injury = Competition improvement
= Violence & assault = Timetable = Express & Non-
= Braking = Station express
= Rock throwing = Service = Modal
= Speed = Announcement coordination
= Vehicle, property & = Signage = Compensation
clothing damage = On vehicle request
= Other = Printed collateral = Performance
= PIDs compensation
= Queue time = Overcrowding
= Hours of = Service disruption
operation = Bus replacements
= Incorrect = Heat speed
information restrictions
= Booking error = Other

Request for call
recording
Marketing
campaigns
Product
knowledge
Merchandise
Other

[33) 2-7] &5 4EEol% 257
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4) 3P| AlRle] 22|
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Infrastructure

Boom &
pedestrian gates
Level crossing
Overhead

Car Parking
Pot holes

Rail reserve
Stop/station
Signage
Tracks
VicTrack
Livestock
External party
works
Network
Improvement
Works

Major Projects
Other
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23 1501 | 2881 | 4439 | 8821 | 88% | 1640% | 009
ca o | 1180 | 1843 | 2267 | 520 | 520 | 56.6% | 004
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e 12 | 08 | 243 | 53 | 06% | 7200 | 02
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2. (232 AR Ll it 697 1,541 2,706 4,944 18.4% 327.0%
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5. Al (3424 SNESEL 148 372 862 1,382 3.3% 519, 7%
5. A= (3) RIS 3 10 10 23 0.1% 33.3%
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Abstract

Establishment of an Annual Reporting Framework for Seoul
Transport Complaints

Seung-Jun Kim - Jihun Park

Every year citizens of Seoul file approximately 71 thousand complaints
about Seoul transportation system. This means 195 complaints, on
average, are filed everyday with respect to transportation services,
which are one-third of all civil complaints. Due to this, it is important
for transportation planners to carefully monitor citizens’ complaints
about transportation. Nonetheless, no substantial effort has been
made to analyze and properly classify these transportation complaints
to understand the real problems people are facing. Further, an
administrative system to collect and manage the complaints is

fragmented to various city(Seoul Metropolitan Government) agencies,

This study aims to gather the fragmented complaints and proposes a
new template that can classify the complaints. Applying a hierarchical
classification method, the new template considers 7 categories, 56 divisions

specifying important factors including transport modes, facilities, etc.

This research utilized the existing classification tool to organize the
previously collected transportation complaints, calling it ‘Complaint
Report 1. ‘Complaint Report 1’ reveals the degree of the complaints
with regard to each transport mode and facilities. Despite its merits,
Complaint Report 1 has limitation since the classification is based on
administrative arrangement of the city’s government, Thus, it is

difficult for citizens or even analysts to grasp the current status of
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complaints. Moreover, it is less matching with the new template that

this research has developed.

To better analyze transportation complaints, this research extracted
samples from each category of the complaints and distributed to the
proposed template. This is named ‘Complaint Report 2’. ‘Complaint
Report 2’ can analyze the category and frequency of the complaints,
Additionally it can conduct a series of detailed analyses focusing on
each transport mode and facilities, characteristics of individual civil
petitioners, and the purpose and target of complaints. Most of all, city
officials are able to evaluate transportation policies with year-by-year

comparisons of the complaints.

This study is the first attempt to systematically analyze civil complaints
about transportation services. The analysis of transportation
complaints is done to respond to the demand of the citizens. In that
respect, we believe our findings present opportunities to upgrade the

transportation systems in Seoul.
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