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Ferry Statistics
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Drivers’ facilities
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Quality Monitoring
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Customer Feedback



Customer feedback
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I got in the bus in Hakaniemi. It was afternoon on 
Tuesday around 2 o’clock or something. Anyway the
bus was of blue and white colour. It was very cold
and the morning did not start so well. The driver did
not stop at the right bus stop but drove past it. Is it 
your intention to get us passengers running? You
can come running yourself when it is winter time and 
slippery and all that. Train your drivers. Why have
has nobody reacted even though I sent feedback 
weeks ago. Should I call the CEO to get things but
one other thing is these ticket selling machines they
are so hard to use in many ways. My friend he tried
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We cannot
continue like this



The Sticker











• The Instant Feedback System is working
• Passengers like it
• Easy to give, receive, analyze and fix
• Real time information to manage operations

• Positive feedback 75%

Results



The instant feedback system is an 
operations management system 
that carries passengers’ voice 
across the organization. 



Conclusions
•Focus on the needs
•Work with users from the start
•Get out of your office
•Lean and Agile
•Have fun and Fear nothing
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Helsingin seudun liikenne -kuntayhtymä

Antti Vuorela
antti.vuorela@hsl.fi , tel. +358 40 5044 582

Thank You!


