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 Identify weaknesses and 
advantages of the current 

service 

Study the relationship 
between experience and 

service 

Study how the implementation 
of the service affects the 

passenger behavior 

Work out models in order to foresee more easily what effects 
various quality improvements have on travelling 
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Provide Reliable service Ensure that services are Safe 
and Secure 

Provide Convenient services Provide Clean and 
Comfortable services 

Make services 
Understandable 

Make services Affordable 

Ensure that staff is 
Empathetic 
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