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11-- AFNOR CertificationAFNOR Certification

One of the first assessment and certification compa nies at an 
international level

Leader in France

40 000 certificates for 250 marks, 60 000 customers  in 60 
countries

30% of NF certificates in foreign countries

More than 250 employees

Accredited by COFRAC for products, services and sys tems 
certifications (EN 45011 - EN 45012)



A complete certification OfferA complete certification Offer

AFNOR CERTIFICATIONAFNOR CERTIFICATION
and the NF networkand the NF network

Systems certificationSystems certificationCompliance with regulationCompliance with regulation

Service certification Service certification Product certification Product certification 

ValidationValidation for alternative analysis methodfor alternative analysis method

Skills certification Skills certification 



Different types of services certificationDifferent types of services certification

Depends on the nature of the list of service commit ments 

��� � Private

��� � Collective��� � Collective

��� � Standard



22-- The European StandardThe European Standard

EN 13816EN 13816



Content of European standardContent of European standard

Transport line logic,

For all modes of land transport

The customer expectations are taken into account

A quality management system based on « the quality l oop »

Definitions of 8 quality standards (8 families)

Information on the measurment of performance and sa tisfaction

A methodological Guide



The Quality LoopThe Quality Loop
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Implementing standard requirements is good for internal 
organization (self declaration) …

… but promoting the quality of service to customers

(service certification) is better ! 

Yes but, certification …

��� �� �� � WhatWhat isis itit ??

��� �� �� � WhatWhat areare thethe benefitsbenefits ??

��� �� �� � HowHow toto certifycertify aa serviceservice ??



DefinitionDefinition

RecognitionRecognition by an independentindependent body of the service 
compliance with relevant EuropeanEuropean standards and 

added specifications.

Commitment Commitment between 3 partners :between 3 partners :Commitment Commitment between 3 partners :between 3 partners :

The customer : service user

The operator

The local authority



Which benefits for who?Which benefits for who?

CustomersOperator Public Authority

• Improve
• Perceive
• Trust

• Select
• Bring value
• Mobilize

• Improve

• Prove 
• Mobilize
• Differentiate



Certification : which documents to use?Certification : which documents to use?

Standard
EN 13816

Certification 
Rules

Consensus based
published by 

AFNOR

Validated by the
« Comité de 

marque »

Established by the 
operator and validated by 
the local « Comité 
Tripartite »

Established and validated by 
the operator

Collection of 
service 

commitments

Quality Plan 
+ measurment Rulesmarque »

Mentionned in the
JORF

AFNOR
Public

Operator
Private, confidentiel

+ measurment 
system



Practical explanations of the norm, 

How to organize and measure,

How to control and check,

Certification RulesCertification Rules

How to control and check,

Definition of three types of performance commitment s to respect.



Examples of mandatory commitmentsExamples of mandatory commitments

Reference to the European 
standard

Service of Reference Level to reach (at least) Reject ion Threshold

Regularity Punctuality

(time)

· Periods in schedules

(2 possibilités) :

� The bus passes between H and H + 5 
minutes

OR

The reference service is obtained in period 
in schedule by :

� 90 % of the travelers

OR

� The traveller waits more 
than 20 minutes after the 
promised schedule 

� The bus is early compared 
to schedule

� The bus passes between H and H + 3 
minutes

· Period with frequency

The wait of the bus is lower or equals in i + 2 
minutes 

(i = Average interval)

� 80 % of the travelers

Period with frequency

90 % of the travelers

Rate of load

(comfort)

there is no more than 4 traveler / m2 in the 
bus

80 % of the travelers are transported 
according to the reference service

A traveler can neither get 
into the bus nor the next one
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Examples of specific commitmentsExamples of specific commitments

Information during disturbed situation

Neatness of bus stops

Claims management

Anti-Fraud measure

Call -centerCall -center

….



The most important steps to followThe most important steps to follow

Appropriate the standard,

Make a review of the situation,

Identify customer needs,

Define service commitments,

Make a pledge,Make a pledge,

Set a level,

Measure the performance,

Measure customer satisfaction,

Improve.



ISO 9001 (2008) and NF Service certificationISO 9001 (2008) and NF Service certification

A common approach

Trust and customer satisfaction objectives

Needs and customer expectations

Measure of customers perceptionMeasure of customers perception



33--The Service labelThe Service label

THE STAKES IN THE SERVICESTHE STAKES IN THE SERVICES

Customer satisfaction and development of customer l oyaltyCustomer satisfaction and development of customer l oyalty

Improvement of the service qualityImprovement of the service quality

Commercial Commercial differentiationdifferentiation

Homogeneity of the service quality within the profe ssion and the 
professional networks

Increasing of the know-how of professionals and col leagues 

Mobilization of the professionals (members, franchis ees) and\or 
colleagues



Any question Any question 

Thank you for your attention


