
How to keep a freezing 

passenger happy ! 

 Jonas Gustafsson - Trafikverket 

Annelie Johnsson - Skånetrafiken 
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Skånetrafiken 

• Is responsible for public transport in the region of Skåne including 

the region´s investment in infrastructure for public transport 

 

• Skånetrafiken handle customer service and traffic information for our 

own customers. This information is presented on our website, on 

realtime signs/monitors, in mobile solutions and in printed 

timetables.  
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• Trafikverket (the Swedish Transport Administration) is the agency 

responsible for all modes of traffic in Sweden: traffic on roads and 

railways, on the sea and in the air.  

 

• We are planning the infrastructure for all modes of traffic in Sweden.  

 

• We build, maintain, and operate all national roads and railways. 

 

• Traffic information, responsibilities for signs and speakers at the 

platform and at the train-station. 

Trafikverket 
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• High expectations on the new citytunnel beneath Malmö 

 

• Increased traffic by 30% in the Malmö area. 

 

• New timetable and a new traffic arrangement 

 

• And a railway system that is worn down 

 

 

Conditions last winter 
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How did it turn out? 
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Worst winter in 150 years. 



8 2011-10-21 



9 2011-10-21 

The opening of the citytunnel  
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Then even more snow! 
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What did we do well?  

…And how did we cooperate? 

 

• Progress reports. Two times a day. 

 

 

 

• Pressreleases / press conference 
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A lot of cancelled trains 
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Deviation information, 

Deviation information, 

Deviation information 
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Delays and cancellations 
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What did we do well?  

…And how did we cooperate? 

 

• Train reduction plans 

 

 

 

• Daily telephone meetings 
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What can we do better! 

• Increased availability for the customers 

 

•Proactivity in media! 
 

• Better information to the customer through higher 

priority in the organizations. 

 

• Developing our planes for reducing the traffic 
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What can we do better! 

 

• Trafikverket, Skånetrafiken and the operators need 

to be better to communicate in a deviation situation. 
 

 

• ”Visible people” at the stations. 

 

 

•  Better information about ”train-replacing busses”  
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• The key is information and a better cooperation between the 

different traffic organizations. 

 

• The organizations need to change the approach. From 

trainproduction to a customer focus. (a new mindset) 

 

Summary 
How to keep freezing passenger happy! 
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Thank You! 


