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1 Introduction 

In the current competitive environment of rapid development, constant changes 
and increasing requirements for quality, for each service oriented enterprise it is 
important to identify requirements and consistently apply to individual processes. 
Because an alternative of extinction is a change, there are several methods to achieve 
process excellence and maximum efficiency for maintenance and sequential 
improvement the situation of the enterprise in the market. The most recent is Total 
Service Management as one of the pillars of a methodology Total Change 
Management. This is a completely new approach to a better quality through 
continuous improvement in services. Simultaneously, it is necessary to achieve the 
specified goals by changing attitudes and an old paradigm. Focus on the problem as 
a new challenge and come up with a new solution that will create a better working 
environment for staff and provide more attractive services to customers. Passenger 
logistics consists of a wide range of services arising in passenger transportation by 
various modes of transport. The whole purpose of Total Service Management within 
Passenger Logistics is to provide transport services with required quality and positive 
customer satisfaction.  

2 Definition of services and Total Service Management 

Services can be defined as intangible activities that produce time and place. They 
are created and consumed simultaneously (or nearly simultaneously) [1]. Furthermore, 
we can define the service features as inseparability, complexity and uniqueness. 

Quality of services is defined as the degree of fulfilment of customer 
expectations by a service rendered or the disharmony between expectations and 
perceptions [2]. The definition of the quality of transport services is specific and it is 
perceived differently by user, who is the customer, a service provider or a transport 
operator, but also by the whole society [3]. 
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According to Schmenner, the services are categorized into four categories 
(service factory, service shop, mass service and professional service) in the service 
process matrix. Transport services are included in the group service factory, which fall 
under a low degree of interaction and customization and they also have a low degree 
of labour intensity, thereby the service quality is easier to manage [4]. 

Total Service Management is such a newly adopted philosophy that helps any 
organization to fulfill its goals, it is nothing but an aggregation of measuring, 
improving and controlling sets for any service organization. The main concern of the 
service organizations mean to have o good understanding on what exactly the people 
want and how the service should be ensured [5]. The evolution of a Service 
Management perspective begins with awareness that a rudimentary responsibility of 
service provider to understand what services it provides [6]. 

Total Service Management represents a formidable challenge for service 
providers seeking to understand what makes their services shine in the eyes of their 
customers [7]. Total Service Management is a comprehensive model that represents 
a particular sequence of steps to be followed in order to streamline performance and 
improve service quality [8]. Model should be built on the good foundations (people, 
organizations, system), and it is important to initially define a waste (MUDA), which 
means work without a product or it is defined as wasted effort. It is essential to 
eliminate these losses and gaps in all transport areas and improve processes. 

Fig. 1 Transport model TSM 

 

Source: authors 
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Standardization and process reengineering is another very important step of the 
transport model. It is important to ensure compliance with the standards and 
achievement positive feedback, that is needed to create it with the people concerned in 
this field. Interrelatedness of all carriers involved in the transport process, there are 
reflected synergies and thereby increasing customer satisfaction. The highlight of the 
whole process is to acquire the required goals, so called DANTOTSU known as the 
means to have an aim to be better than the one who is the best in the industry. 

3 Profitability through complex optimization model 

According the research solved at University of Žilina, the elimination of waste 
from the process has to be focused on the process of creating a service performance 
model. It defines the so-called potential factor of the service provider, comprising 
several components, where the service performance creation is affected, in particular, 
by the persons involved in the supply side, but also on the part of customers, and also 
the service's environment and processes. These dimensions are defined in more detail 
in the process of service performance creation in the transport sector in the Figure 2. 
The processes in the model have a connecting function, they are of superior 
importance, as they link all the elements into a plan. 
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Fig. 2 Example of distribution of the dimensions of service performance creation 
in the transport process 

 
Source: authors 

The model uses the "blueprinting" method, which is often used in the preparation 
of studies about the quality. It is a plan or a scheme, where a set of contact points is 
provided (figure 3), in which a customer comes into the contact with a potential 
performance of a service provider. On the basis of the contact points the customer can 
assess the qualitative strengths and weaknesses. The contact points are separated by 
"lines of perception" from processes that are involved in the creation of performance 
towards services on the one hand, but are hidden from the customer and the customer 
cannot evaluate them, only insufficiently. However, these effects may become visible 
in a later contact or in an outcome of the performance. 

In the model, the service provision process must be mapped and reconstructed. 
A customer responds in an open interview about his or her experiences, which can be 
critical or uncritical, positive or negative. A simplified diagram of a contact point for 
booking and selling travel documents is shown in the Figure 3. 
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Fig. 3 A simplified diagram of the contact points for reservations and selling 
travel documents 

 

Source: authors 

Even when a customer evaluates only the problems that he or she really 
remembers and considers appropriate to mention, this method proves to be 
advantageous because it can be used in the evaluation of service provision in the 
various phases of the logistics chain, of the carriage process as actually seen by the 
customer. 

Identifying, understanding and managing interrelated processes as a system 
contribute to greater efficiency and effectiveness in achieving the organization's 
objectives. Innovations should be process-oriented and create a new value for all 
stakeholders [9]. How everything changes, so the mismatch between the demands of 
the knowledge employees and their actual fulfillment are continually renewing and 
deepening. It is therefore necessary to introduce in enterprises repeated evaluation of 
conformity with the new requirements [10]. 
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Customer satisfaction with the provision of transport services closely related to 
the attitude of the staff. The climate in the workplace is therefore very substantial and 
significantly affects the quality of the service provided. 

4 Qualitative approach to increasing passenger transportation services 

Passenger transport moves people from where they are to where they need or 
wish to be. In addition, the system itself will need to have an operator responsible for 
resourcing, licensing and planning the operation. Every passenger transport system, 
then, to a greater or lesser extent, depends on there being a way, vehicle, motive 
power, operator and driver. [11]. 

Service chain is a system consisting of all activities, organizations, and facilities 
involved in the value adding transformation of inputs into outputs and delivery to final 
customer. A service organization's survival and prosperity depends on, its capability to 
create value for its customers, employees, suppliers, and shareholders [1]. 
Responsiveness, reliability, resilience and relationships provide the basis for 
successful logistics and service chain management [12]. 

It is necessary to enlarge the network of transportations by increasing the 
accessibility of services in order to manage passengers' transportation by coaches more 
attractive for passengers than it is done today as well as to increase the number of 
passengers. Nowadays, the good information system becomes the key moment of the 
development strategy of transport industry [13]. 

The gap model (SERVQUAL instrument) shown in Figure 4 is the most popular 
method of service quality measurement in almost all the services industry. It is very 
important to assess the quality of a service from the customer's point of view as the 
customer experiencing he service has some expectations and perceptions about the 
quality services. These gaps are the discrepancies or hurdles in the ultimate customer 
satisfaction [4]. There are differences between quality appraisal by many people so the 
measure of the extent to which the service delivered meets the customer's expectations 
and that means that perception of quality is influenced not only by service outcome but 
also by the service process. The gap between expectations and perceptions of a 
customer can be obtained by using the SERVQUAL questionnaire. 
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Fig. 4 The gap model related to the transportation process 

Source: authors according to [4]. 

Definition of following gaps: 

• GAP 1 (exists between the expectations of passenger and the perception 
of transport service provider), 

• GAP 2 (discrepancy between the characteristic of the service, which the 
transport undertaking produces and passenger expectations), 

• GAP 3 (exists by the failure of standards), 

• GAP 4 (arises from disharmony of perceived quality versus quality 
presented through advertising), 

• GAP 5 (the difference between what passengers expect and what 
transport undertaking provides). 

SERVQUAL consists of 10 basic aspects of service quality (reliability, 
responsiveness, competence, access, courtesy, communication, credibility, security, 
understanding the customer and tangibles [5]. 

Conclusion 

Passenger transport refers to the total movement of passengers using various 
modes of transport on a given network at which the quality of provided services is 
very significant. It is necessary to define the difference between customer expectations 
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and customer perceptions. The gap model allows to decompose the problem into five 
gaps of quality perception. Ambition of each manager should be to identify, measure, 
manage and minimize these five gaps. This research highlights innovative approach to 
a better quality through continuous improvement in services. 
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Resume 

The main aim of service oriented enterprise is to provide services with high 
customer satisfaction. This paper deals with the issue of increasing the quality of 
services, which is based on the Total Service Management. By using tools and methods 
such as the Gap model, the "blueprinting" method and TSM model, it can be applied 
within the process of transportation. Enhancing the working environment, thereby 
making employees more productive and improving access to customers. It is important 
to build solid customer relationships from initial contact through order acquisition 
and service. However, it is also essential to quickly resolving complaints concerning 
transportation service, thereby minimizing customer concerns and enhancing 
customer relations. Increase the effectiveness by eliminating the gap between the 
expectations of passenger and the perception of transport service provider. 
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