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Maintaining the Level of Service for Tollway Customers

A continuous effort that creates loyal customers and 
ensures the appropriate "VALUE" for toll paid

Charalampos M. Malimoglou, 
Technical Advisor, Hellenic Association of Toll Road Network, HELLASTRON

Operations Manager, InVision Consulting S.A. 



…more than two thousand  kilometers 
of motorways have been developed

creating a modern national 
Road network ! 

Among the things that have changed in the 
last 15 years in Greece is that….









Members

Project
Length in 

operation (Km)

ATTIKI ODOS 70

GEFYRA 3,5

EGNATIA ODOS 887,2

NEA ODOS 366,1

MOREAS 205

AEGEAN MOTORWAY 262,6

OLYMPIA ODOS 202,3

KENTRIKI ODOS 136,5

TOTAL 2.133,1



Do Not Disturb
Construction Completed...

Development almost completed (Just two sections are under construction).



Or

Construction Period

It is widely accepted that the operation period is the 
most risky and complicated period 

of the life of a concession project....

But, what is the most difficult and risky period 
for a concession project?



Securing the investment and the 
expected ROI of the  project

Tollway Infrastructure is an alive  
entity and every single day is a 

different day..

You must CREATE and RETURN 

the appropriate "VALUE"

for the TOLL paid by your Customer.

Tollway operation is a long time 
period extremely sensitive to 
Weather, Socio, Economic and 

Political conditions not under the 
control of the operator

Why ??



At "HELLASTRON" we provide high quality

innovative services creating loyal, satisfied and

informed customers that use the Hellenic Toll Road

Network safely every day.

High Level of Service



High Level of 
Service

Traffic 
Services

(A-F Grade)

Added Value 
Services

Customer 
Services



For our members,  High Level of Service 

Is a commitment, not a contractual obligation

High Level of Service is ensured by 
the development & application of an integrated 

Monitoring and  Measurement system

Level of          Service 



Customers 
Perceived 
Level of 
Service

Operator’s 
Performance

Employees 
Perceived 
Level of 
Service

Monitoring and 
Measurement

(Our Toolkit)



Road Side 
Surveys

Target Group 
Surveys

Telephone
Surveys

Customer 
Complaints & 

Comments

Customers 
Perceived 
Level of 
Service



Customers 
Perceived 
Level of 
Service



Employees 
satisfaction 

survey

Employees 
Complaints & 

Comments

Employees 
Perceived 
Level of 
Service



Employees 
Perceived 
Level of 
Service



Mystery 
Shopping

Key 
Performance 

Indicators 
(KPI)

Operator’s
Performance



TMC
5 Scenarios

20 Incidents/Calls

Rest Areas & 
WC

1 Scenario
10 Visits

Customer 
PoS

4 Scenarios
12 Visits

Tolls
8 Scenarios

83 Visits

Road 
Safety Patrol

6 Scenarios
34 Incidents

Olympia Odos 
Operations

Customer 
Call Center

4 Scenarios
22 Incidents/Calls

Mystery Shopping......

In Total: 181 Calls/Visits/Incidents for a 200Km long Tollway!

Operator’s
Performance



Operator’s
Performance



KPIs-An information and communication  tool 
KPI Strategic Map

Level Ι: 

Administrative

Concession

Company 
Shareholders

Road 

Maintenance Traffic
Tolls

Financial

Level ΙΙ: 

Productive

Level ΙΙΙ:

Output

Commercial 

Policy

Customer 

Support

IT
Purchasing

Buildings

HR

Legal

Stakeholders Users/Customers

Operator’s
Performance



Improvement

Improves efficiency of the 

system over time by 

monitoring over desired 

intervals.

Communication

Communicates useful information to the 

stakeholders (users, management, authorities, 

etc)

Effectiveness

Correlates the outcome of 

policy decisions related to the 

immediate actions taken by the 

company.

Efficiency
Pays attention to the actions and 

resources on organizational results, and 

the process of operation. 

KPI

KPIs-Advantages
Operator’s

Performance



Indicative Tolls KPIs

•Toll lane processing capacity 

•Waiting time at toll gates

•Toll collection cash discrepancy 

•Counterfeit or worn banknotes /coins  

•Non Payment Form (NPF) 

•Manually issued receipts (Toll System Availability)

•ETC volume 

•Subscription accounts renewal

Operator’s
Performance



Indicative Tolls KPIsOperator’s
Performance



Indicative Traffic & Maintenance KPIs

•Response time to incidents indicators (own units)

•Cooperating agencies response time to incidents indicators (others)

•Lane closure due to road maintenance indicator

•Incident handling indicators

•Accidents-over-incidents indicator

•Congestion indicators 

•Users’ safety indicators

•Customers’ complaints regarding traffic services

Operator’s
Performance



Indicative Traffic & Maintenance KPIs

Operator’s
Performance



Typical 
KPI’s Measurement 

Report

Operator’s
Performance



In Total: 181 Calls/Visits/Incidents for a 200Km long Tollway!

An integrated and sensible KPI system is the best 

“yard stick” 

for monitoring the toll road operations. 

Operator’s
Performance
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At "HELLASTRON"
we believe that Maintaining 

the Level of Service for Tollway Customers

CREATES and RETURNS 

the best "VALUE"

for the TOLL paid by the user.
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