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Marketing and Customer Care on Toll Roads
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Members

Project

Motorway
Length (Km)

(Including Sections 
Under Construction

Completion 
(As December 2016)

ATTIKI ODOS 70 Completed

GEFYRA 3,5 Completed

EGNATIA ODOS
1.000

(Including vertical axes)
Main Line Completed 

Balkans axes in the near future)

NEA ODOS 380 89,23%-Will be completed in 2017

MOREAS 205 Completed

AEGEAN MOTORWAY 256 96,5%-Will be completed in 2017

OLYMPIA ODOS 202 90,7%-Will be completed in 2017

KENTRIKI ODOS 231 89,14%-Will be completed in 2017

TOTAL 2.344
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Our mission is to provide high quality 

innovative services creating loyalty,  content and 

awareness to customers that use the Hellenic 

Toll Road Network safely every day.



-4-

Our Approach: Continuous Improvement
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Our Approach

Road Side 
Surveys

Target Group 
Surveys

International 
Experience

Customer 
Complaints 

& Comments
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Our Approach

• User’s profile & user groups

• Trip purpose & frequency

• Estimation of the current value of time

• Current level of understanding for products & services

• Evaluation of Products & Services Offered

• Feedback regarding products and services

• Proposals for improvements & new services or products
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Products
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Services
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Evaluation Tools

Road Side 
Surveys

Telephone 
Surveys

Integrated 
Data Analysis

Key 
Performance 

Indicators 
(KPIs)
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Making data make sense !
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Program Evaluation



-12-

ETC-Basic Trips

Indicative Analysis
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KPI Advantages

Improvement

Regular and concise 

monitoring to sustain 

change

Communication

Dissemination of necessary and useful 

information to stakeholders (users, 

management, authorities etc.)

Effectiveness

Correlating the outcome of 

policy decisions to actions 

Efficiency
Paying attention to actions and resources, 

organisational results and the 

operations process 

KPI
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Indicative KPI Indicators
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Increasing asset value

Market Responsiveness

Safety perception 

User satisfaction 

Improvement on Revenue 
Assurance due to social 

acceptance  
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Moving towards a Service Provision Model 

Service Provision Model 

Advanced 
Customer 

Needs

Technology
Infrastructure
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THANK YOU!

Contact:

Christos Koulouris
Managing Director & CEO

InVision Consulting S.A.

Email: Christos.Koulouris@invision.gr


