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AFGORELSE FRA ANKENZAVNET FOR BUS, TOG OG METRO

Journalnummer: 23-0187
Klageren: XX
Tyskland
Indklagede: Metroselskabet I/S v/Metro Service A/S
CVR-nummer: 21 26 38 34
Klagen vedrgrer: Kontrolafgift pd 750 kr. grundet rejse p&d Orange mobilbillet i Metroen
Parternes krav: Klageren gnsker, at ankenzevnet annullerer kontrolafgiften, og ggr geel-

dende, at han efter indtastning af Lufthavnen st. som startdestination i
DSBs billetapp fik forelagt muligheden for at kgbe en Orangebillet, der
lignede de andre billetter med undtagelse af prisen. Han oversa den lille
orange trekant i kgbsflow’et. Ugen inden kgbte han i samme DSB-app
en billet, der var gyldig til en Metrostraekning

Indklagede fastholder kontrolafgiften
Ankenaevnets
sammensatning: Nzevnsformand, dommer Lone Bach Nielsen
Jacob Ruben Hansen
Torben Steenberg

Helle Berg Johansen
Dorte Lundqvist Bang

Ankenzevnet for Bus, Tog og Metro har pad sit mgde den 16. august 2023 truffet fglgende

FLERTALSAFGORELSE:

Metroselskabet I/S v/Metro Service A/S er berettiget til at opretholde kravet om klagerens betaling
af kontrolafgiften pd 750 kr.

Klageren skal betale belgbet til Metroselskabet I/S v/Metro Service A/S, der sender betalingsoplys-
ninger til klageren.

Da klageren ikke har fadet medhold i klagen, tilbagebetales klagegebyret ikke, jf. ankenaevnets ved-
taegter § 24, stk. 2, modsaetningsvist.

- 000 -

Hver af parterne kan anlaegge sag ved domstolene om de forhold, som klagen har vedrgrt.
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Klageren henvises til at sgge yderligere oplysning om eventuel bistand i forbindelse med sagsan-
laeg fx pd www.domstol.dk, www.advokatnoeglen.dk og /eller eget forsikringsselskab om eventuel
forsikringsretshjzelp.

SAGENS OMSTANDIGHEDER:

Klageren er fra Tyskland og var til mgde i Danmark den 30. maj 2023, hvor han skulle rejse med
Metroen fra Lufthavnen st. til Ngrreport st. for at skifte til et DSB-tog til Holbaek st.

Forinden indtastede han destinationerne i DSB’s mobilbilletapp og fik mulighed for at kgbe en
Orangebillet. Dette valgte han, men oversd i kgbsflow’et den orange advarselstrekant om, at billet-
ten ikke var gyldig til den del af rejsen, der foregik med Metro.

< Choose seat 3

[ 20. June
Iy 1 DSB Orange 33 kr.

19:17 I Kabenhavns Lufthavn St. (Metro]  ~
20:38 Holbaek St.

A The ticket does not apply to the entire trip

0

Om bord pa Metroen blev hans rejsehjemmel kontrolleret, og da billetten ikke var gyldig, blev han
kl. 20:23 palagt en kontrolafgift pd 750 kr.

Billetten sd sdledes ud pa hans telefon:
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Ticket °
Tuesday 30. May 2023

20:37 Norreport
21:38 Holbzk

Ty 1 x DSB Orange Fri

A
Only valid for DSB, Arriva and N| trains

Valid In < 1h

Han klagede over kontrolafgiften til Metro Service den 31. maj 2023 og gjorde fglgende gaeldende:

| kindly ask you to cancel this fine for the following reason:

| bought a ticket from CPH Lufthavn to Holbaek St. (my final destination) via the DSB app.
Because the DSB app regularly indicates connections that include Metro sections, | regarded
it as self-evident that if | buy a ticket (Orange fri) that it covers the whole trip. | did not know
that this is not always the case. Sometimes it is the case: Last week | bought a Metro-ticket
via the DSB-app. The difference to yesterday was that it was "Metro-only" trip (from Lufthavn
to Kongens Nytorv).

| did not mean to cheat, simply because it is even not necessary since the trip is payed by my
employer.

And please inform me which ticket | have to buy if the trip encompasses a combination of
Metro and DSB sections to avoid this unpleasant situation for all future.

”

Metro Service fastholdt kontrolafgiften den 1. juni 2023 og begrundede det sdledes:
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You have received an inspection fee as you presented an Orange ticket, which is not valid for travel on the metro.
| am very sorry, but we are unable to accommodate a reduction or cancellation of the inspection fee, as it was issued

correctly in accordance with the national travel regulations for public transport, which you can find here: All travel
regulations - DOT (dinoffentligetransport.dk)

While most tickets are valid for use in all forms of public transportation in the Greater Copenhagen area and can be
purchased in the DSB app, some discounted ticket types have limitations, and it is the passenger’s responsibility to
ensure that their ticket is valid for their chosen journey.

An Orange ticket is only valid for travel with DSB. If you search for a journey in the DSB app and choose an Orange
ticket, you are informed that the Orange ticket does not cover the part of the journey that includes the metro. Please
see the examples below:

< Choose seat Cancel < Choose seat
) 17. September £ 17. September
Ty 1 DSB Orange 124 kr. Ty 1DSB Orange
12:41 @ Trianglen St. (Metro) v 12:41 © Trianglen St. (Metro)
14:56 © Vejle St. H
A @ H ". " The ticket is not valid 1253 wilac
A The ticket does not apply to the :
entire trip 12:56 ¢ Kebenhavn H < Confirm purchase Cancel
//'_\ ¢ r. v
Number of seats -)o l\/-D 13- Saptember
N — 14:56 & Vejle St. T 1DSB Orange
« 1 Adul 124 k.
O Standard seat 30 kr. P ot !
7= Total: 124 kr.
Number of seats (=) - 2
N A
O Silent zone seat 30 kr. 12:41 ° Trianglen St. (Metro)
O Standard seat @) : Mg Theticketis not valid
O Family zone seat 30 kr. 12569 Kebenhavn H
(O silent zone seat /]
14:56 © Vejle St.
Bike 7N ‘ '
4 Séats l6Ft=20 ki \\W/J 0 7/“ O Family zone seat Special terms for the product

Valid for one specific day and journey
with departure from the station shown
i TN " S~ on your ticket.
Baby carriage < -10(+) Bike ¢ Is valid between DSB, Arriva and NJ
4 seats left - O kr. / -/ 4 seats left - 20 kr. \_/ stations, but not for bus, metro, local
trains, private trains and Letbane. DSB
Orange cannot be refunded. If a seat

ticket is purchased with the Orange
Go to confirm = Go to confirm —> ticket, the seat ticket cannot be

Accept terms and conditions \o

Additionally, you are informed that the ticket is not valid for bus, metro, local trains, private trains and Letbane in the
second paragraph of the special terms for the product, which is pictured below. These terms must be accepted, before
it is possible to finalize the order and purchase the ticket:

e —

Lastly, it is stated on the front of the ticket that it is only valid for DSB, Arriva and NJ trains: [udeladt, gengi-
vet ovenfor]

Therefore, in this specific case, your ticket was valid for a journey with DSB, and the ticket was valid from
20:37 at Ngrreport. The tickets validity expired the moment the train arrived at Holbaek Station at 21:38.
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| understand this was a regrettable misunderstanding, but we cannot take good faith or intentions into con-
sideration, unfortunately. Moreover, it is not possible to take travel history into consideration, as we are
obligated to treat all customers equally and in accordance with the rules for public transport.

Like all other means of public transportation in the greater Copenhagen area, the Copenhagen Metro em-
ploys a selfservice system, where the passenger is responsible for being in possession of a valid ticket be-
fore boarding the train.

Therefore, we recommend you check the ticket you have purchased and ensure that it is valid for the trip
you want to take. You will have the opportunity to purchase a correct ticket prior to entering the metro, if it
turns out that your ticket is not valid.

Of course, you are always welcome to contact the steward on the station or use the yellow call points on all
stations to contact our control room, if you require assistance or directions. We are staffed 24 hours a day
and are able to assist you over the call point, or send a steward to the station if required.

Considering the above, you will be charged the full amount of the inspection fee, which we request that
you pay as soon as possible.”

ANKENAEVNETS BEGRUNDELSE FOR AFGORELSEN:

3 medlemmer, Lone Bach Nielsen, Helle Berg Johansen og Dorte Lundqvist Bang, udta-
ler:

“Klageren indtastede afgangs- og ankomstdestinationen, hvorunder han i det efterfglgende kgbs-
flow ved valg af Orangebillet, fik oplyst, at billetten ikke var gyldig til den del af rejsen, der foregik
med Metro, og ved en pop-upbesked fik oplyst, at de szerlige vilkdr for billetten blandt andet var,
at den ikke gjaldt i Metroen.

Klageren fik efter valg af Orangebilletten udstedt en billet gyldig fra Ngrreport st. til Holbaek st.
Her stod det anfgrt pa engelsk, at billetten kun var gyldig til DSB, NJ og Arriva.

Ankenzevnet har tidligere udtalt, at det giver god mening, at kunden tilbydes Orangebilletter, selv
om disse ikke er gyldige til hele den rejse, der indtastes, fordi der kan vaere mange penge at spare
pa togrejsen ved denne billettype, selv om der skal kgbes en yderligere separat billet.

Sadledes som kgbsflow’et og den endelige billet er udformet, er det vores opfattelse, at kunden gg-
res tilstreekkeligt opmaerksom p3, at Orangebilletten ikke er gyldig til den del af rejsen, der foregar
med Metro.

Vi finder derfor, at klageren ikke med rette kunne regne med, at han kunne rejse med Metroen til
Ngrreport st. pa en billet, der var gyldig fra Ngrreport st. til Holbaek st.

Herefter blev kontrolafgiften palagt med rette. Det er ikke en betingelse for at palaegge en kontrol-
afgift, at passageren har handlet bevidst, og vi finder, at der ikke har foreligget sddanne szerlige
omstaendigheder, at kontrolafgiften skal frafaldes.

Vi konstaterer dog, at sager vedrgrende rejse pa Orangebilletter udggr en ikke-ubetydelig andel af
sagsmaengden, hvilket sandsynligvis beror pa et stigende udbud af disse billetter, som ikke laen-
gere kraever, at rejsen krydser Storebaelt. Vi har derfor behov for at understrege ngdvendigheden
af, at der gives tydelige oplysninger til kunden om tungtvejende forhold, der geelder for det ud-
budte produkt, seerligt ndr konsekvensen kan veaere en kontrolafgift pa 750 kr. Vi anbefaler derfor,
at DSB overvejer, om billettens begraensede anvendelsesomrade kan ggres endnu tydeligere for
kunden under hensyntagen til, at kgbet foregdr pd en mobiltelefonskaerm.”
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2 medlemmer, Torben Steenberg og Jacob Ruben Hansen, udtaler:

"Billetten var ikke gyldig til Metrorejser, og kontrolafgiften blev pélagt med rette i selve kontrolsitu-
ationen.

P& baggrund af at vi kan konstatere, at sager vedrgrende rejse pd Orangebilletter til stadighed ud-
gar en ikke-ubetydelig andel af sagsmaengden, tager vi dette som udtryk for, at kunderne ikke far
tilstraekkelig tydelig information undervejs i kagbsflow’et. Der skal i forbrugerforhold gives tydelige
oplysninger til forbrugeren/kunden om tungtvejende forhold.

Vi finder, at Orangebillettens begraensede gyldighedsomréde er tungtvejende, ndr konsekvensen
kan veere en kontrolafgift pa 750 kr.

Det er problematisk, at kunden efter indtastning af en Metrostation, hvor Orangebilletter ikke kan
benyttes, alligevel far tilbud om at kgbe en Orangebillet. P& dette tidspunkt i bestillingsprocessen,
hvor kunden skal beslutte sig for billettype, bgr det ggres tydeligere for kunden, at Orangebillet
ikke har et begraenset anvendelsesomrade.

Mobilbilletter kabt i apps foregar pd mobiltelefon, der har en begraenset skeermstgrrelse, hvorfor
jeg finder, at informationsniveauet og det visuelle udtryk skal tage hgjde herfor. P3 baggrund af
det anfgrte kan Metro Service ikke fastholde kontrolafgiften, men skal frafalde denne mod klage-
rens betaling for rejsen med Metroen.

Da der er tale om en praksisaendring, skal Metro Service ikke betale sagsomkostninger til anke-
naevnet. Vi bemaerker, at det er uden betydning, at Metro Service ikke selv har mulighed for at
andre informationen i DSB's app, idet bdde Metro Service og DSB deltager i DOT-samarbejdet, der
for kunden fremstdr som en enhed.

Vi finder, at en eventuel omgaelsesrisiko vejere mindre tungt end forbrugeroplysningen. Der er
desuden ikke risiko for konkret omgdelse, da klageren nu er vidende om billettens begraensede
gyldighedsomrade og ikke en anden gang kan rejse pa Orangebillet med bus, Metro, letbane eller
Lokaltog. En generel omgaelsesrisiko imgdegds ved, at det i situationen var berettiget at pdleegge
en kontrolafgift og ved en tydeligere forbrugerinformation.”

Der treeffes afggrelse efter stemmeflertallet.

RETSGRUNDLAG:

Ifglge § 2, stk. 1, jf. § 3 nr. 3 i lovbekendtggrelse nr. 686 af 27. maj 2015 om lov om jernbaner,
geelder loven ogsa for metroen. Ifglge § 2 i lov nr. 206 af 5. marts 2019 om aendring af lov om
trafikselskaber og jernbaneloven fremgar det, at jernbanelovens § 14, stk. 1, affattes sdledes:

»Jernbanevirksomheder, der via kontrakt udfgrer offentlig servicetrafik, kan opkraeve kontrolafgif-
ter, ekspeditionsgebyrer og rejsekortfordringer.«

§ 14, stk. 2 og 4, ophaaves, og stk. 3 bliver herefter stk. 2. Stk. 3 har fglgende ordlyd:
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"Passagerer, der ikke er i besiddelse af gyldig rejsehjemmel, har pligt til pd forlangende at forevise
legitimation for jernbanevirksomhedens personale med henblik pa at fastsld passagerens identi-
tet.”

I de Fzelles landsdaekkende rejseregler (forretningsbetingelser), som trafikvirksomhederne har
vedtaget, preeciseres hjemmelen til udstedelse af en kontrolafgift.

Det anfgres sdledes bl.a., at passagerer, der ikke pa forlangende viser gyldig rejsehjemmel, herun-
der er korrekt checket ind pa Rejsekort til deres rejse, skal betale en kontrolafgift p& 750 kr. for
voksne.

Det er passagerens ansvar, at rejsehjemlen er endeligt modtaget pa den mobile enhed far pastig-

ning. Som passager uden gyldig rejsehjemmel betragtes ogsa passager, der benytter kort med be-
graenset tidsgyldighed (f.eks. pensionistkort) uden for kortets gyldighedstid, eller hvis andre rejse-
begraensninger ikke overholdes (f.eks. for hvorndr cykler md medtages, eller om der er betalt me-
trotillaeg). Passagerer, der rejser alene pa andres Rejsekort Personligt eller med en anden kunde-

type, end passageren er berettiget til, rejser uden gyldig rejsehjemmel. Kortindehaveren skal altid

selv vaere checket ind pd kortet pd de rejser, hvor et Rejsekort Personligt benyttes.

PARTERNES ARGUMENTER OVER FOR ANKENAVNET:
Klageren anfgrer fglgende:

" Complaint is re. “inspection fee” for having an invalid ticket, bought via the DSB-app.

Case: | bought a ticket from CPH Lufthavn to Holbaek St. including a section covered by Metro (M2 to
Noerreport). Not knowing that the Orange ticket does not cover the Metro section | bought an Orange
ticket. Formally it is completely correct that | failed. | asked for a goodwill cancellation of the fee but Metro
insisted on getting the fee. Since my employer is covering the fare it is absolutely useless for me to try to
cheat. It happened for, say, suboptimal programming of the App.

If you look for a trip on the app, select a connection and click “buy”, you do not expect an offer that covers
only parts of the trip, at least not without highlighting that only parts are covered. But this is exactly what
happens: It appears a list, including “Orange”, and they all look the same (except the price), and it particu-
larly does not say, that only parts of the trip are covered with “Orange”. Only in the second step, after hav-
ing selected it, there is a tiny orange triangle saying this. | did not expect it at this stage, sorry, overlooked it
—and bought the wrong ticket without noticing.

In my view this is a built-in misuse facilitation. Either it should not appear at all, or at least it should be clear
in the first step, before selecting it, that not everything would be covered.

Therefore | am asking for a cancellation of the fee. You can be sure, this will not happen again, now having
learned this lesson the hard way. Please consider that | am not Danish, not living in Denmark, so not as fa-
miliar with the details as a Danish citizen. | was the more surprised in this case, because the week before |
was also in Copenhagen and had a trip that was completely done with Metro (from Lufthavn to Kongens
Nytorv) — and bought it successfully via the DSB-app. | guess in this case “Orange” was not offered, for good
reasons...”

Indklagede anfgrer fglgende:

" In the specific case, the complainant was met by our inspector May 30™", 2023, at 20:23 after the metro
train had left Lergravsparken station in the direction of Ngrreport station. The complainant presented a
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DSB Orange ticket on his phone. Unfortunately, Orange tickets are not valid for journeys on the metro, and
as the complainant had no other ticket, the steward issued an inspection fee in accordance with current
regulations.

The metro runs, like the other public transport in the Greater Copenhagen area, according to a self-service
system, where it is the passenger's own responsibility before boarding, to secure a valid ticket or card,
which can be presented on request.

In cases where a valid travel document cannot be presented on request, it must be accepted to pay a fare
evasion ticket, which for an adult amount to DKK 750. This basic rule is a prerequisite for the self-service
system that applies to travel by public transport in the Greater Copenhagen area.

The above appears both on the information boards at the stations and in the Joint National Travel Regula-
tions, which can be read in their entirety at this link: Joint-National-Travel-Regulations.ashx (rejsekort.dk)

2.4. Purchase of travel document

Public transport in Denmark is an open system with widespread self-service, and it is therefore al-
ways the customer’s responsibility to have a valid travel document upon boarding, including by en-
suring that the Rejsekort has been checked in correctly. On receipt of a travel document, the cus-

tomer must make sure that the single ticket is in accordance with reguirements.

2.4.2. In particular concerning use of mobile products (delivered via text message or app)
It is the customer's responsibility to ensure that the travel document has been received on the mo-

bile device before boarding. It is not sufficient that the order has commenced.

Throughout the journey, single tickets or cards must be available for inspection by staff. This takes
place by scanning. The screen should be in such a condition that inspection is possible. No correc-

tions may be made to the travel document.

The travel document is only valid for the phone number to which it was ordered and may not be for-
warded and/or shared. Twice during the mobile product's term of validity, however, a customer pro-
file on the DSB app or DOT app can be transferred to another mobile phone than the one on which
the purchase was made, or the mobile product can be restored on a new mobile phone, on confir-
mation of a verification email.

With the purchase of mobile products, the terms and conditions for each product are accepted. The
applicable terms and conditions are set out on the individual companies’ websites (see section 17).

DOT © & Gsomex AQTVO Ddttratk BAT

a il ey

An Orange Ticket is a very special discounted ticket type with very limited use.


https://www.rejsekort.dk/-/media/dms/Joint-National-Travel-Regulations.ashx?_ga=2.212342428.967496859.1686838332-1951436821.1641535442
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Regardless of whether you buy Orange tickets via DSB's website or whether you buy the tickets in DSB's
app, you cannot complete the ticket order and purchase until you have clicked on and accepted the terms
and conditions. Orange tickets are a heavily discounted product with very limited use, and this is therefore
carefully described in the purchase flow. The complainant has used the English-language DSB app, and the
illustrations below show which screenshots you are presented with before you can pay for the ticket.

Unfortunately, it is not possible to recreate the complainants exact purchase back in time, so the photo
documentation below is a similar purchase where the search was made on Tuesday 20 June 2023 (same
day of the week) and at app. the same time.

The travel conditions for "Orange" and "Orange Fri" tickets are identical. The difference between the 2
types of tickets is that "Orange Fri" can be refunded up to 30 minutes before departure, and therefore
costs a little extra.

First screenshot shows the very first page in the app where you have to choose whether you want a ticket
or, for example, a commuter card.

After choosing ‘ticket’, you proceed to the next and second screenshot where you must enter the destina-
tion and travel time. The complainant chose from Kgbenhavns Lufthavn St. (Metro) to Holbaek St. on a
Tuesday which resulted in different ticket options and the complainant chose a low price ticket.

On the second screenshot it says in red text "See travel info".

If you touch “See travel info”, you are presented with the third screenshot where you are immediately
made aware that this type of ticket is not valid for the entire journey — that part of the journey that is by
Metro - but is only valid from Ngrreport station with a DSB train.



Buy

Tickets

> One-way

Ticket and seat

= Round-trip

Ticket and seat

Commuter card

B Commuter Card & Commute20

B Oresund Card

Extension

Can only be used with ticket or card

A.“ Commuter seat

Only for commuters

1 DSB 1' supplement

Only fer commuters

Ticket extension

Only for commuters

Additionals

Bl rooobL vie.ab Fo_a

ty Q

Qverview Buy

Profile

< Choose journey

From Kebenhavns Lufthavn St. (Metro)
To  Holbak St.

Travelers 1 Adult v

Departure 20. jun 2023 20:00 v

1 h. 21 min.

See travel info >

AM o 0

AWM {1 -
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Now

from 33 kr.

from 43 kr.

from 33 kr.
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< Choose seat X

4 20. June
Ig 1 DSB Orange 33 kr.

19:17 Q A
|® r. * The ticket is not valid

19:37 Narreport St.
A\

@ o
20:38 O Holbaek St.

However, it is not mandatory for customers to touch "See travel info" - you can also simply select the de-
sired ticket and thus you will go directly to the fourth screenshot where you have to select the specific
ticket type.

After selecting "Orange” ticket and pressing "Go to seat selection", you are presented with the fifth screen-
shot, which points out that the selected ticket type is not valid for the entire journey.

If you are satisfied with your choice of ticket, you proceed by pressing "Go to confirm", which leads to the
last screenshot before payment.

On this last screenshot in the order flow, it is stated that the selected ticket is not valid between Kgben-
havns Lufthavn St. with Metro to Ngrreport St. and specifically that this ticket is NOT valid on buses, metro
local trains, private trains and Letbane, but only on the one journey stated on the ticket and only between
DSB, Arriva and NJ stations.

You must actively accept these terms and conditions in order to proceed to the actual purchase of the
ticket.

11



Choose ticket X

M4 20. June
sa 1 Adult

19:17 E Kebenhavns Lufthavn St. (Metro)  ~-
20:38 Holbaek St.

@ Orange 33 kr.

Fixed departure. Non refundable.

O Orange Fri 46 kr.

Fixed departure. Refundable until 30 min before
departure.

(O standard ticket 104 kr.

Flexible departure. Refundable until the day before
departure.

DSB 1' RE ticket 144 kr.
@)

Access ta DSB 1’ (Re) in regional trains. Free coffee,
tea or mineral water in 7-Eleven at the station.

(O Only seat reservation 20 kr.

For you, your bike and/or baby carriage.

Go to seat selection =

Ankencevnet &

for Bus, Tog og Metro

12
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4 Confirm purchase X
) 20. June
fg 1 DSB Orange
* 1 Adult 33 kr.
Total: 33 kr.
< Choose seat DX
You get 3 points
4 20. June
Tg 1 DSB Orange 35 kr. 19:17 © Kaebenhavns Lufthavn St. (Metro)
19:17 E Kaebenhavns Lufthavn St. (Metro)  ~ @ ; r. i The ticket is not valid
20:38 Holbak St. 19:37 Narreport St.
A The ticket d t apply to the entire tri =) v
e Ticke oes not apply to e entire trip \%) r.
Bike o 20:38 & Holbak St.

Special terms for the product

If you travel in the period between 24/6-21/7
or 31/7-20/8 2023, it might be cheaper to buy a
Rejsepas (Travel Pass). Read more at rejsepas.nu.

Valid for one specific day and journey with
departure from the station shown on your ticket.

Is valid between DSB, Arriva and NJ stations, but
not for bus, metro, local trains, private trains and
Letbane. DSB Orange cannot be refunded. If a seat
ticket is purchased with the Orange ticket, the seat
ticket cannot be refunded.

It is not possible to upgrade your DSB Orange ticket
to a DSB 1" ticket. If you buy a ticket as young, child
or pensioner, you must be able to show ID during
your trip.

\ i
‘ Accept terms and conditions

In addition to being made aware of the limitations of the Orange ticket in the order flow, it is also stated on
the ticket itself that it is only valid on DSB, Arriva and NJ trains. The photo below was taken by the steward
showing the complainant's cell phone in the control situation.

13
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¢ 2024 §
X3 ol LA |

Ticket e
Tuesday 30. May 2023

20:37 Nearreport
21:38 Holbak

fg 1 x DSB Orange Fri

A
‘ Only valid for DSB, Arriva and NJ trains

Valid in < 1h

u

Rehund Receipt

In his application to the Board of Appeal, the complainant writes that he is aware that he made a mistake
but that he does not believe that the special restrictions appear clearly in the order flow.

Furthermore, the complainant informs that he has no reason to cheat because his employer covers his
travel costs and that, a week earlier, he was also in Copenhagen where he bought a ticket from the Airport
to Kongens Nytorv and was not offered an Orange ticket.

In conclusion, the complainant asks that consideration be given to the fact that he is not Danish, does not
live in Denmark and therefore does not know the details as a Danish citizen.

However, we believe that the information about the limited use of Orange tickets is very precise all the way
through the order flow and subsequently as text on the ticket itself.

14
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We are also of the opinion that if you travel to and in a foreign country, you must pay extra attention when
you are faced with something unknown.

In cases where a complainant claims that he/she does not know about Denmark and Danish rules because
they live in another country, we always investigate the claim.

In the specific case, the CPR register states that the complainant was resident in Denmark in the period Jan-
uary 2006 to May 2007.

With reference to the above, we believe that the inspection fee has been imposed correctly.

Since we also believe that the conditions for using Orange tickets are clearly stated in the order flow, we
also consider the subsequent case processing and decision to be correct. And as it is Metro's policy to treat
passengers equally and since this case does not involve special circumstances, it is not possible to meet the
complainant's request for a goodwill cancellation and we therefore maintain our demand for payment of
inspection fee no. 01090[xxx] for DKK 750.”

Hertil har klageren svaret:

“I insist, however, repeating the arguments of my second message, that this was not caused by bad inten-
tions or the like, but by the ABOLUTELY NOT ERROR PROOF software of the DSB app. What sense does it
make to offer a ticket that DOES NOT cover the full trip but instead highlights IN THE NEXT STEP ONLY (and
not very conspiciously), AFTER selection, that it does not cover the full trip? If you are in a hurry, and do not
have in the background knowledge that DSB and Metro are different companies so that it might be that
such a constellation could occur at all. Coming from Germany | know the differences of different ticket tpes
etc. down here, and they are complicated, but a) did assume that it is different in Denmark, b) that the soft-
ware designers were as good as here in avoiding such obvious traps. That's what they achieved here with
the DB-navigator, the German analogon to the DSB-app. You do not get offers in the DB navigator that do
not cover the trip you looked for. Very easy and highly sensible. And the long reconstruction by Metro con-
firms that this gap exists. And there is even no reason for me to try to cheat since my employer covers the
costs anyway (but of course not this "inspection fee").

If this is not reason enough to withdraw the decision out of sheer goodwill, | don't know why this procedure
exists at all. But let's see...”

P& ankenzvnets vegne
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Lone Bach Nielsen
Naevnsformand
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