
Launching a suggestions and complaints online platform



More transparency in the Bucharest – Ilfov public transport

In February 2022 we launched the new online platform where passengers can send us their

suggestions and complaints more easily through our website. Through this platform, the petitioners can

easily check the status and answer to their complaint and anyone interested can see a list of all the

logged complaints on our website and our answers.

The main objective was to increase transparency, but along with that, we also streamlined our internal

process so we can reduce our paper consumption and answer more efficiently.

The entire platform was developed internally, by TPBI employees from the IT and Communication

departments, and they are constantly looking for ways to improve it.

https://portal.tpbi.ro/petitii/



Platform components 

The online platform has 3 big components:

- The form on the website

- The administration area

- The public component



The form on the website

!

This is a form hosted on the TPBI website. Passengers can access it, fill out all the relevant fields and
send us their suggestion or complaint.
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The form on the website
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After being validated by a TPBI employee, the passenger receives a user name and a password, so
they can check the status and the answer to their complaint.
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The form on the website



The administration area

Every new petition sent by a passenger appears in this administration area, where TPBI employees

analyze it and send it to the responsible department for solving it.



The public component 

This is a public list of all the complaints sent by passengers (without any personal information), the

status of the petition, and the answers uploaded by TPBI.

Anyone interested, such as passengers, journalists or other public institutions have access to this

information.



Messages vs Official complaints 

Romanian legislation requires people to send their contact information (full name and home address)

when submitting an official petition. But in a fast-paced world, people have little time to fill out complex

forms and sometimes they just want to send us a quick message about something that’s not working

properly.

We came up with a solution for this – the quick message form. This is different than the one for official

petitions, with just three fields and without the obligation of submitting personal information.

These messages are also analyzed and categorized, then the reports are sent to the committee

responsible for optimizing the routes and schedules of public transport.



The feedback after the first 5 months

So far, we've seen a spike in suggestions and complaints, both in official petitions and in quick

messages. In the first 5 months, we received 30% more feedback from passengers after the "soft

launch".
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What’s next?

After some improvements on the platform, the next step will be to make the link available in every

vehicle, to make it even easier for people to send us their observations, exactly when it happens.

So, if there will be any suggestion or complaint, people can simply scan a QR code and send their

message on the platform, mentioning all relevant information.



Thank you


