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AFGORELSE FRA ANKENZAVNET FOR BUS, TOG OG METRO

Journalnummer: 23-0226
Klageren: XX
2000 Frederiksberg
Indklagede: Metroselskabet I/S v/Metro Service A/S
CVR-nummer: 21 26 38 34
Klagen vedrgrer: Kontrolafgift pd 750 kr. grundet manglende zone pd pendlerkort
Parternes krav: Klageren gnsker, at ankenzevnet annullerer kontrolafgiften, og ggr geel-

dende, at hun misforstod informationen i DOT-appen
Indklagede fastholder kontrolafgiften

Ankenaevnets
sammensaetning: Naevnsformand, dommer Lone Bach Nielsen
Gry Midttun
Torben Steenberg
Helle Berg Johansen
Dorte Lundqvist Bang

Ankenaevnet for Bus, Tog og Metro har pa sit mgde den 6. december 2023 truffet folgende

AFGORELSE:

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 faet medhold i klagen, tilbagebetales klagegebyret ikke, jf. ankenzevnets ved-
teegter § 24, stk. 2, modsaetningsvist.

- 000 -
Hver af parterne kan anlaegge sag ved domstolene om de forhold, som klagen har vedrgrt.
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
forsikringsretshjeelp.
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SAGENS OMSTANDIGHEDER:

Klageren, som er udleending, har ifalge det oplyste vaeret bosat i Danmark i over 2 &r og har i hele
perioden pendlet mellem sit hjem naer Frederiksberg st. i zone 02 og sit arbejde nser Marmorkirken
st. i zone 01.

Da hun den 28. juni 2023 skulle rejse til et mgde pd Vestamager, havde hun et 2-zoners DOT-
pendlerkort til zonerne 01 og 02.

For at se om pendlerkortet var gyldigt til rejsen, gik hun ind i DOT-appen, hvor hun indtastede en
sggning pa en enkelt zonebillet fra Frederiksberg st. til Vestamager st. Her fik hun vist, at rejsen
kraevede en 2-zoners billet, og hun fik den fejlagtige opfattelse, at hun kunne bruge sit 2-zoners
pendlerkort til rejsen.

Klagerens pendlerkort: Klagerens sggning i DOT-appen:

o9y wil 4G

Valid for 30 days

01 02

M FREDERKSBERG ST (METRO) (02)

[ « ] VESTAMAGER ST. (METRO) (03]
Route » 2 zones

M M1

Journey details

Undervejs pa rejsen med Metroen til Vestamager st. var der efter Bella Center st. i zone 03 kontrol
af klagerens rejsehjemmel. Da hun foreviste sit DOT-pendlerkort til zonerne 01 og 02, blev hun
herefter kl. 09:08 pélagt en kontrolafgift p& 750 kr. for manglende zone pa pendlerkortet.

Klageren anmodede dagen efter Metro Service om at frafalde kontrolafgiften og anfgrte som oven-
for, at hun ved at checke DOT-appen havde fdet den forstaelse, at rejsen kraevede 2 zoner, som
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hun havde p& pendlerkortet, samt at hun aldrig ville rejse uden gyldig billet, og at hun ikke var
vant til at rejse pd denne rute. Hun medsendte ovenstdende to skaermbilleder.

Metro Service fastholdt kontrolafgiften den 30. juni 2023 med henvisning til selvbetjeningsprincip-
pet og til, at der er forskel pd enkeltbilletter, som er gyldige efter ringzoneprincippet, og periode-
kort, som er gyldige til de faktisk valgte zoner, og da hun havde rejst i zone 03 uden at have
denne zone pa sit pendlerkort, var kontrolafgiften korrekt udsted. Metro Service oplyste, at hun pd
en tilsvarende rejse i fremtiden kunne kgbe en tillaegsbillet til zone 03 for at udvide pendlerkortets
gyldighed til denne zone i en begraenset tidsperiode.

Metro Service har under sagens behandling i ankenaevnet oplyst, at det fremgar af klagerens bil-
lethistorik i DOT-appen, at hun tidligere, imens hun har haft gyldigt pendlerkort til zonerne 01 og
02, har kebt enkelt zonebilletter til rejse uden for sit pendlerkorts gyldighedsomréde, fx til rejse fra
Ngrreport st. i zone 01 til @restad st. i zone 03 og retur fra @restad st. til Frederiksberg st. i zone
02.

Fra klagerens billethistorik i DOT-appen:

[ fo B prett y I Se detaljer ' ¢ 2M

® ¢ mfort Billet ttet Z tet (2 zor Se detaljer

® Gennemfort Billet oprettet Metrotillaeg (2 zoner) Se detaljer : Kunden 20 Apr 2023 - 08:39:37
® Gennemfort Pendlerkort oprettet Pendlerkort (2 zoner) Se detaljer Kunden 20 Apr 2023 - 08:39:37

Billetinformation

drdreinformation Biiletinformation

Billet information Billet information
B."‘_LETTWF: STARTZONE: BILLETTYPE: STARTIONE:
STAMHORTNUMMER: SLUTZONE: STAMMORTHUMMER: SLUTZONE:
IKKE ORLYST KKE OPLYST |KKE GPLYST KKE CiPLYS
EIEEEINEMMMEE ANTAL GYLDIGE ZONER % ANTAL GYLDIGE ZONER:
VARENUMMER: GYLDIGE ZONER VARENUMMER: GYLDIGE ZONER:
EIILLET‘TETLE iﬂﬂmm FRA: ; BILLETSTATUS: SOGHING FRA:

dlabet arreport St (Fréderiksborggade) (01 Udlabet DOrestad 5t [Orestads Boulevard) (03
BILLET GYLDIG FRA: SOGNING TIL: BILLET GYLDIG FRA: SOGNING TIL:

02 Ma] 2023 - 15:02:4 Grestad 5t. (Metra) (03] 2 Maj 2023- 22:13:2 Frederiksberg St. (Metr
BILLET GYLD) BILLET GYLDIG TIL: SOGEMETODE STAJ
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24 24,00 kr S@GEMETODE SLUT:
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SEKRETARIATETS UNDERSOGELSER:

N&r man dbner DOT'’s billetapp far man vist fglgende skeermbillede, hvor man kan veelge forskel-
lige billetmuligheder, bl.a. en almindelig enkelt zonebillet (Ticket) eller et pendlerkort (Commuter
card):

12.04 1 ol 7 .

Buy ticket
BUY A 2-8 ZONE TICKET

Choosé the number 0
of zones 5
from yopr location

TICKETS

Ticket )

Commuter card 0O

Commute20 A

City pass Eﬁv

ADD-ON TICKETS

Bicycle Metro 7o)
(J 8

Buy ticket My DOT

Enkelt zonebilletter er gyldige efter ringzoneprincippet, og til en rejse fra Frederiksberg st. i zone
02 til Vestamager st. i zone 03 kraeves derfor kun en 2-zoners billet, selv om rejsen faktisk gar
igennem 3 zoner.

Pendlerkort er derimod en staerkt rabatteret billettype, som kun er gyldig til de specifikt valgte zo-
ner efter gennemkgrselsprincippet.

Ved sggning i DOT-appen fra Frederiksberg st. til Vestamager st., far man vist fglgende for hen-
holdsvis:



Almindelig enkelt zonebillet:

L OUCTIIUTTE
12.00 7Gladsaxe

Kastrup
Xobenhavns
Lufthavn

FROM FREDERIKSBERG ST. (METRO) (02)
TO

UESTAMAGER ST. (METRO) (03)
Route * 2 zones

Time until destination is 18 min...

Journey details

Price for tick... Sel t
24’00 Kr. ele...route

Ringzonekort fra zone 02:

41

2
5

%

4 Store Magleby

all T =.
lev

' @ntal zoner
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Pendlerkort:

12.02 Gladsaxe

all = .
\

/

T I 1
[ K8beyzravin

idovre

Kastruj
03

Kobenhavns
Lufthavg |

Amager

° PICK ZONES MANUALLY

= D

I FROM FREDERIKSBERG ST. (METRO) (02)
T0

UESTAMAGER ST. (METRO) (03)
3 zones

243 departures per day within th...
01 02 03

Route suggestions

Price for ticket
incl. metro

Select route

2 3|4 5 6 ¥ 8 O
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ANKENAVNETS BEGRUNDELSE FOR AFGORELSEN:

Klageren kunne ikke forevise gyldig rejsehjemmel ved kontrollen i Metroen i zone 03, fordi hendes
pendlerkort ikke var gyldigt til denne zone.

Kontrolafgiften blev dermed pdlagt med rette.

Det er ifglge selvbetjeningsprincippet i de Feelles landsdaekkende rejseregler passagerens eget an-
svar at have gyldig rejsehjemmel og at kunne fremvise denne pé forlangende.

Efter ankenzevnets opfattelse kan det ikke fgre til et andet resultat, at klageren forud for rejsen
lavede en sggning i DOT-appen, hvor det fremgik, at hun skulle bruge en 2-zoners billet, idet den
sggning, hun foretog, vedrgrte en anden billettype end det pendlerkort, som klageren gnskede at
benytte. Endvidere fremgér det af klagerens billethistorik, at hun tidligere har kabt enkelt zonebil-
letter til og fra zone 03, imens hun har haft pendlerkort til zonerne 01 og 02, hvorfor ankenaevnet
lzegger til grund, at klageren har haft kendskab til DOT-zonesystemet.

Ankenaevnet bemaerker, at der ved kgb af pendlerkort opnds en rabat, som er betinget af, at kor-
tet har begraenset gyldighed til de specifikke zoner, der er pafert pa selve kortet, og som passage-
ren har oplyst ved kgb af kortet. Det er derfor ikke antallet af zoner, der er afggrende for, hvortil
pendlerkortet er gyldigt, hvis kortets zoner ikke daekker den aktuelle rejserute, men derimod de
specifikke zoner.

Pligten til at betale kontrolafgift er ikke betinget af, om passageren bevidst har forsggt at und-
drage sig betaling for rejsen, og da dette er et omrade med oplagt mulighed for omgdelse af reg-
lerne om at betale for hele sin rejse, finder ankenaevnet, at der ikke har foreligget sddanne szrlige
omsteendigheder, at klageren skal fritages for kontrolafgiften.

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:
"Passagerer, der ikke er i besiddelse af gyldig rejsehjemmel, har pligt til pd forlangende at forevise
legitimation for jernbanevirksomhedens personale med henblik pd at fastsld passagerens identi-

tet.”

I de Fezelles landsdaekkende rejseregler (forretningsbetingelser), som trafikvirksomhederne har
vedtaget, praeciseres hjemmelen til udstedelse af en kontrolafgift.
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Det anfgres sdledes bl.a., at passagerer, der ikke p& forlangende viser gyldig rejsehjemmel, herun-
der er korrekt checket ind pa Rejsekort til deres rejse, skal betale en kontrolafgift pa 750 kr. for
voksne.

Uddrag af de Fzelles landsdaekkende rejsereglers pkt. 2.4.1:

4

Pendlerkort og periodekort er gyldige i den periode, der er patrykt. Pendlerkort/periodekort skal
vaere gyldigt til alle de zoner, som rejsen gar igennem. Det fremgar af pendlerkort med gyldighed til

zone 1-4 i DOT, om kortet er gyldigt | metroen eller ej. Kunder, der rejser i metroen med pendler-
kort uden gyldighed til metroen, har ikke gyldig rejsehjemmel.

n”

Fra DOT'’s vejledning om brug af kort og billetter

Afsnit 3.1 om enkeltbilletter til korte rejse (2 — 8 zoner):

Gyldighed - zoner

Billettens pris og gyldighedsomrade er baseret pa ringzoneprincippet. Billetten
skal altid kgbes med udgangspunkt (startzone) i den zone hvor man fysisk
pabegynder sin rejse.

En grundbillet (2-zoners billet) geelder i den zone, hvor den er udstedt, og i alle
zoner, der stader op til den. Det gaelder ogsa zoner, hvor kun spidserne stader
sammen.

Endiup
Kasne nageto

Fredenstarg
AbEpraEng Gadevang Asminderod
Tulsirup mmmh\:\ﬂ
irpd Hillerod
Harlasa Farlebu
Mvderad
Gundersd
B - Kirkets
Fuatre Hammers
Hiriaw Dol pe
Ll
B

Grundbillettens gyldighed er defineret for at undga, at en meget kort rejse over
en zonegranse bliver dyrere end en lzengere rejse inden for én zone.

n”

Afsnit 4.1 om pendlerkort til korte rejser (2 — 8 zoner):

”
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4.1 Pendlerkort til korte rejser pa 2-8 zoner

Pendlerkort er til dig, der rejser samme straekning mere end ca. 26 gange (13
dage tur/retur) om maneden. Hvis du rejser mindre end 26 gange om maneden,
kan Pendler20 vare den billigste billettype - se afsnit 4.3.

For korte rejser mellem 2-8 zoner udstedes pendlerkortet med faste zoner
geldende efter gennemkarselsprincippet. Du kan bruge kortet til et ubegraenset
antal rejser i de sammenhangende zonenumre og i den kebte periode. Det
fremgar af pendlerkort med gyldighed til en eller flere af zonerne 1, 2, 3 og/ellel
4, om kortet er gyldigt i Metroen eller ej. Hvis du rejser i Metroen med
pendlerkort uden gyldighed til Metroen, har du ikke gyldig rejsehjemmel,
medmindre du har k@bt en tilkebsbillet. Hvis du har fravalgt gyldighed til
Metroen, men alligevel far behov for at anvende metro, kan du efterfalgende
tilkebe gyldighed til Metroen ved at kebe en tilkebsbillet, jf. afsnit 5.

Brug og gyldighed

Du kan selv vaelge zonerne til dit pendlerkort, sa l22nge zonerne hanger
sammen. Du kan vaelge 2-8 zoner. Har du brug for 9 eller flere zoner skal du
bruge et "pendlerkort til lange rejser". Se afsnit4.2.

Du betaler en fast pris for antallet af zoner pa dit pendlerkort - dog skal der
betales et tillazg for gyldighed i Metroen.

De gyldige zoner fremgar af pendlerkort pa app. Pa rejsekortet kan du se dine
gyldige zoner pa rejsekort-automaterne eller pa din personlige side pa

rejsekort.dk.

Gyldigheden for et pendlerkort er fra 30 til 60 dage. Gyldighedsperioden starter
kl. 00.00 pa kortets farste gyldighedsdag. Perioden slutter kl. 03.59 efter sidste
gyldighedsdag, dog kl. 23:59 for pendlerkort pa rejsekort.

n”

PARTERNES ARGUMENTER OVER FOR ANKENAVNET:
Klageren anfgrer folgende:

"1 have been living in Copenhagen more than 2 years as an expat. And | have been commuting to work with
metro with my Commuter Card during this time . On 28.6.2023 my meeting was at Vest Amager which is a
destination | have never been to, and further away from my office. | have checked the application before |
taken the metro to ensure my Commuter Card is covering this Zone.

When | put my destination to the application, it said that the route is 2 Zones. And my understanding with
that was that my Commuter Card is covering this route since it it is for Zone 1 and 2. However when an In-
spector checked my Card, he advised me that my Card is not covering this route. | have showed him what |
have seen on the application too. He advised that he understands but this is not what it means and he
given me an inspection fee. He advised that it is his duty to do this which | fully understand, and that |
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should contact with DOT to explain the situation. | contacted with them but they have refused my request
and advised me to contact with you for any objections.”

Indklagede anfgrer fglgende:

" The complainant received an inspection fee June 28%, 2023, at 09:08 as she showed a commuter card
valid for zone 1 and 2 - when she was met by the inspector in zone 3 after the train has left Bella Center sta-
tion going towards Vestamager station.

Valid for 30 days

20 Nou 1988 - 33\ - Adult " | -

First, we must state that the metro runs, like all other public transport in the Greater Copenhagen area, ac-
cording 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 an in-
spection fee, which for an adult amount to DKK 750. This basic rule is a prerequisite for the self-service sys-
tem that applies to travel by public transport in the Greater Copenhagen area.

We must referrer to the Joint National Travel Regulations where the following rules - among others - are
stated:



https://www.rejsekort.dk/-/media/dms/Joint-National-Travel-Regulations.ashx

Ankenaevnet
for Bus, Tog og Metro

2.3. Purchase of travel documents
To be able to travel by train, bus and Metro, the customer must be in possession of a valid travel
document.

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 requirements.

2.4.1. Use of single tickets and cards issued on cardboard, paper or via mobile phone
Itis the customer’s responsibility to ensure that cardboard or paper single tickets (e.g. the Pen-
sioner’s card) are correctly issued and are valid for the entire journey and the area of travel.

Single tickets or cards are valid for the period and on the line and in the transfer area or the num-
ber of zones printed on the single ticket or card.

Single tickets and mobile multi-trip cards must also be valid in the furthest (most expensive) zone
that the journey passes through.

Commuter Passes and season tickets are valid for the period that is printed on them. Commuter
Passes and season tickets must be valid for all the zones that the journey passes through. The text
on a Commuter Pass valid in zones 1-4 in DOT will state whether the pass is valid on the Metro or
not. Any customer travelling on the Metro with a Commuter Pass not valid for the Metro does not
have a valid travel document.

2.7. Inspection fee

2.7.1. Inspection of travel documents

Customers who do not, when requested, present valid travel documents, including having checked
in correctly on Rejsekort for their travel, must pay an inspection fee. This also applies if the cus-
tomer has purchased a travel document via a mobile device that cannot be inspected, for example
if it has run out of power or been broken.

Information about having valid travel document (card or ticket) and the consequence if the customer is not

in possession hereof is also stated at information boards which are to be found several places at every
metro stations.
Among others following information can be found:

On the information board Rejseinformation / Travel information it is stated:

10
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Kontakt og info Contact and info

Du kan altid finde mere information pa DOTs hjemmeside eller ved at benytte
de gule kontaktpunkter. Du kan ogséa fa hjzelp til din rejse ved at bruge
infoknappen pa billetautomaterne eller ved at kontakte kundeservice:

DOT kundeservice
T: 7015 7000 (vaelg metro)
W: dinoffentligetransport.dk

Additional information can be found on our website, by using the yellow
intercoms that you find on platforms and in the trains, or by using the info
button on the ticket vending machines. You can also get help with your
journey from our customer service:

DOT Customer Service
T: 7015 7000 (choose Metro)
W: publictransport.dk.

Hav billetten klar
Have your ticket ready

Husk at have gyldigt kort eller billet klar inden du star pa — du kan ikke koebe billetter
i metrotoget. Hvis du rejser uden billet, vil du ved kontrol fa en afgift pa 750 kr.

You must have a valid ticket before boarding - you cannot buy tickets on
the metro train. Travelling without a valid ticket will lead to a fine of kr. 750.

Kontrolafgift Fare evasion tickets

Husk, det er dit ansvar at have en gyldig billet eller kort til rejsen for bade
dig og dine eventuelle ledsagere, inden du stiger pa metroen. Passagerer, der
rejser uden gyldig billet eller kort, skal betale en kontrolafgift pa 750 kr.

Se dinoffentligetransport.dk for yderligere information.

Please remember that it is your responsibility to have a valid ticket or travel card
for both you and your potential companions before entering the train. Passengers
travelling without a valid ticket or card must pay a fare evasion ticket of kr. 750.
Go to publictransport.dk for applicable travel rules and penalty fares.

On the information board Velkommen | Metroen / Welcome to the Metro it is stated:

Ankencevnet &

for Bus, Tog og Metro
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Velkommen i Metroen
Welcome to the Metro

For at give den bedst mulige rejseoplevelse
for alle kunder i Metroen, bedes du overholde
felgende ordensregler.

To provide the best possible travel experience
for all passengers, you are required to abide
to the following regulations.

il Betraens kentrolum ved a1 trykke ph den grenne knap, INFO.
Wed akut fare skal du trykke pd den rode knap, ALARM.
Inquiries to the Metro control room may he made from the yellow

intercoms by pressing the green button, INFO. In case of emergency,
prass the red button, ALARM,

c DU kan benytte de gule kentaktpunkter tl generelle hervendelser

g metratog er get af hensys til de
rejsendes sikkerhed og tryghed,

For passenger salety and security, Metre stations and trains are
under video surveillance.

Rejser med Metroen kesever gyldigt kort eller billet inden pstigning.
Der findes Rejsekort- og billetautomater ph alle stationer. Billetkarntrol
ian ske bide under rejsen, ved udstigning og pa stationen efter endt
rejse. Har du ikke gyldigt kort eller billet udstedes kantrolatgift efter
gaeldende regler.

@O

Travelling on the Metro requires a valid ticket, Tickets are availsble
from ticket vending machines at the stations. Ticket cantrol may
be per ‘ormed during the journey, when leaving the train and at the

Der er begraenset mulighed for at medbringe cykel | wetroer. Du kan

c% se regler for 9
af eyclor pa stationspladsen uden for markerede omrider og nanw
e forbudt.

Piease find the rules for bringing bicycles with you on the train at
publictransport.dk. Parking of bicyeles outside designated parking
areas s prohibited.

Hunde kan medtages, hwis de er i snar og ikke er til gene for andre
passagerer, er ma dog kun medtages &n hund | snor pr. persan.
Din hund rejser pi bernebillet. Minere dyr, herunder sma hunde,
kan du medbeinge gratis, hyis de transporteres | en taske, bur eller
lignende.

Dogs are allowed on trains, provided they are kept on a leash and
do not cause inconvenience to other passengers, Only one deg on a
leash per persan is allowed. You must buy a children's ticket for your
dog. Smaller animals including small degs travel for free in the Metio
if carried in a bag, cage or transport box intended for that purpose.

ing er ikke tilladt pd metrostationer og i metr
Smoking is not permitted at Metro stations and on Metro trains.

Fatografering med kommercielt formal pa statiener og | tog mi kun
finde sted med sriftlig tilladalse fra kundeservice.

Photography for commercial purposes at stations and on trains is not
permitted without prier written permission frem customer service,

Dptraeden med musix og anden underholdning mi kun finde sted
med skriftlig tilladelse fra kundesorvice.

@ 0 ©

Music performance and ather entertainment is not permitted withaut
prior written permissian fram customer serviee.

E L O@

QG

Rejsende med rygsmk eller anden stor bagage bedes vise hensyn.
Metraens persanale har ret til at afvise bagage, hvis der ikke er plads,
eller fvis bagagen er til gene for de ﬂmge passagerer. Maksimurm-
storrelsen for bagage er 100x60x3

Passengers carrying backpacks or other large items of luggage sre
requested to show consideration for other passengers. The Wetro staff
may refuse to accept luggage because of insufficient space or if the
luggage causes incervenience to ather passengers, The maximum size
of luggage is 10060230 cm.

Personalets anvisninger skal altid fnlges. Parsanalet har ret til at bo

vise personer med! stojende eller hensynsles agfaerd, Unedigt uphold pa

ectoens omride er ikke tilladt. Der henvises til gaeldende lovgivning
samt de faelles jseregler. Enhver

ive anmeld

fﬂru\:mpehe af personalet vil palit

Passengers are required to follaw all instruetions given by Metro st
The Metro statf have the right to expel any person exhibiting distuptive
or reckless behaviour. Leitering in the Metre area is prohibited. The
common travel regulations and regulations pertaining to the Railway
Act apply. Any harassment of Metre staff will be reported 1o the police.

D kan 13 eplysninger om hittegods ved at kontakte kundeservice,
For information about lost preperty, please contact customer service.

Ved cterre afbrydelser | togdriften indesettes metrobusser pa den
bararte strackning. Bussoene stangser ved metrobusstoppostadet naor
stationen.

In the event of major disruption of the Metro service, 3 bus replacemant
service will be provided along the affected Metro lines. The bus service
will be availaisle at the Metro stations.

Ved akutte driftsfarstyrrelser, hver rejsetiden forlenges med mere
end 30 rinutter, kan gu gore keug af ‘rejsegarantien’ og 4 dakning
af regningen til en taxatur. Du kan |mse mere om ‘rejsegarantien’ pa
dinaffentigetransport.dk.

In case of unplanned disturbances in the operations, in which yous
journey is prolanged by mare than 30 minutes, you can apply for

the ‘Travel Guarantes’ and receive a reimbursement for a taxi fare,
You can read more about Travel Guarantee’ at publictransport.dk.

Al faerdse! pi Metroen: banel me er pi grund af hejspsending livs-
farligt og bliver anmelat til poli Tog, der ikke halder ved perron,
ke forlades usen tiladelse fra personalet. Enhver faerdsel pa eller
ved sporet uden tilladelse vil medfare politianmeldelse ag erstatnings-
krav for forstyrelse f driften.

Due to high veltage. walking on the Metro tracks is extremely
dangerous and will be reported 1o the police. If the ot
arrived at a platform, passengers are not allowed to leave the trai
without permission from the staff. Trespassing on the tracks without
permissian will be reported to the police and trespassers will e
liable to pay darnages for any disruption of services.

Lans rmere om u.sm;m 4 DOTs hjemmaside:
dinoffentiigetr

Aiead more about travel regulatians on the website:
publictranspart.

DOT Kundeservice

T 7015 7000 (vaelg metro}
W dinaffentiigetranspert.dk
DOT Custamer Service

T 7015 7000 (chease Matra)
W pubiictransport. ok
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] Du kan benytte de gule kontaktpunkter til generelle henvendelser
til Metroens kontrolrum ved at trykke pa den grenne knap, INFO.
] Ved akut fare skal du trykke pa den rode knap, ALARM.

Inquiries to the Metro control room may be made from the yellow
intercoms by pressing the green button, INFO. In case of emergency,
press the red button, ALARM.

Der findes Rejsekort- og billetautomater pa alle stationer. Billetkontrol
kan ske bade under rejsen, ved udstigning og pa stationen efter endt
rejse. Har du ikke gyldigt kort eller billet udstedes kontrolafgift efter
geeldende regler.

‘ Rejser med Metroen kraever gyldigt kort eller billet inden pastigning.

Travelling on the Metro requires a valid ticket. Tickets are available
from ticket vending machines at the stations. Ticket control may

be performed during the journey, when leaving the train and at the
station after the journey has ended. Passengers boarding a train
without a valid ticket will be liable to pay a fare evasion ticket.

Laes mere om rejseregler pa DOTs hjemmeside:
dinoffentligetransport.dk

Read more about travel requlations on the website:
publictransport.dk

DOT Kundeservice
T: 7015 7000 (veelg metro)
W: dinoffentligetransport.dk

DOT Customer Service
T: 7015 7000 (choose Metro)
W: publictransport.dk

Had the complainant been in doubt whether or not her card was valid or if she needed some other kind of
ticket, it would have been possible to contact Customer Service by phone or made use of the yellow call
point which were in hand | both train and stations. When using the yellow call point (Info) the customer will
get in contact with an operator in our control room. This operator can assist among others in question re-
garding ticket or card issues.

Furthermore, there are friezes telling what zone is covering each station above windows and doors in the
trains.

A commuter pass is valid for minimum 30 days and only for the zones chosen - in this case the complainant
has chosen zone 1 and 2. In cases where a customer wants to expand to either using the metro (if this is not
included on the card) or go 1 zone further than the card covers, an extension ticket must be bought either
by the DOT app, the DSB app or by using the ticket vending machine at the station.

In cases where more than 1 zone is required, a single zone ticket for the right number of zones must be
bought.

The complainant has made a search on the DOT app for a zone ticket (the picture below to the left), and
the zone tickets is based on the zone system (in rings) notice also the price of 24 DKK contra when seeking
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https://dinoffentligetransport.dk/en/tickets/season-passes/commuter-pass/extension-ticket-for-commuter-card/
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for a commuter pass for the same distance, where the exact zone, the customer are travelling through are
shown and where the price is totally higher (the picture below to the right).

ull 4G

ooy

z FROM FREDERIKSBERG ST. (METRO) (02)

| TO UESTAMAGER ST. (METRO) (03)
Route - 2 Zones

A M1

Journey details

DKK 24.00

12.02 @ v = ignglly

astrup

Ishgj
v

I

QNQ R 77%m
ellerup

Herlev

Glostrup

© Pick zones manually

Drager

FROM FREDERIKSBERG ST. (MET...

TO VUESTAMAGER ST. (METRO)...

3 zones

244 afgange i degnet inden
for disse zoner:

01 02 03

Se ruteforslag

Pris for billet inkl.

metro
639,90 DKK

1l O <

It is a very unfortunate situation the complainant has found herself in, but as we want to treat all custom-

ers the same, we do not relate to what might have been the reason for lack of a valid travel document or

whether it was a deliberate act or not, we only relate to the fact, that the customer must have a valid travel
document which can be presented to the inspector upon inspection when using the metro.
There are no graduated rates depending on the reason for the lack of valid travel documents, or reason for

not being in possession of a valid ticket or card.

Due to the above we find the inspection fee correctly issued and following maintained and this is why we

uphold our claim of 750 DKK.”
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Hertil har klageren bemzerket:

" On the subject date, | have taken the Metro from Frederiksberg station towards Vest Amager. | have a
Commuter Pass for Zone 1 and 2 as stated on my previous statement.

On this date, since this was not a usual route that | have been using, | have indeed decided to check the
DOT Application for information and guidance to ensure that my destination is in the scope of my selected
Zones.

| fully understand and note the fact that it is the Passenger’s responsibility to check this information; either
on DOT Application, Customer Service, website or through the yellow intercoms. This is the reason why |
have proceeded with checking DOT Application that should have the guidance | was seeking.

Although it is also the responsibility of the Provider (in this case Metro Service A/S) towards the Passenger
to give the correct information in a simple format, for the clear understanding of the Passenger.

| am absolutely sure that this is not intentional, and by an oversight. However the guidance on the DOT ap-
plication is quite ambiguous the way that it is structured today, which led to the confusion | have men-
tioned. Let me explain as per below;

When | have checked the Route Frederiksberg to Vest Amager, DOT application given me the remark of 2
Zones. And since my Commuter Pass is covering 2 Zones, the understanding from this screen that | had was
my Commuter Pass is covering the subject zones. It also did not give any remarks or notes that my current
Commuter Pass was apparently not covering the destination.
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I FROM FREDERIKSBERG ST. (METRO) (02)

TO  UESTAMAGER ST, (METRO) (03)

Houte* 2 zones

Time until destination is 18 minutes

Journey details
Price for ticket Select route
DKK 24.00

For example, if | check my usual route (which is Frederiksberg to Marmorkirken) DOT application gives ex-
actly the same remarks with the same price level. And this route is covered by my Commuter Pass.
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I FROM FREDERIKSBERG ST. (METRO) (02)

TO MARMORKIRKEN ST. (METRO) (01)

Routle* 2 zones R

fime untit destination i1s 11 minutes

abd

Journeuy details

)

Price

f for ticket f
DKK 24.0 Select route ¢

Under these circumstances, | do not find that it would be fair holding the Passenger responsible since as a
Passenger | have proceeded with my obligation to check information. However the guidance | have been
able to get from DOT application was not informative and guiding me correctly, and the lack of correct
guidance have caused these unfortunate events.”

Hertil har indklagede bemaerket:

" After checking the complainants purchase in the DOT Back Office, we can see that she is not a new user of
the DOT app and is not unfamiliar with buying single zone tickets, and we must therefore assume that she
is familiar with the concept single zone tickets (ring zones), and here latest has started using commuter
(fixed zones) and. Below is a small part of the complainant's purchase history in the DOT app of both com-
muter cards and zone tickets:
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® Gennemfart Billet oprettet

® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Pendlerkort oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet
® Gennemfart Pendlerkort oprettet
® Gennemfart Billet oprettet
® Gennemfart Billet oprettet

® Gennemfart Billet oprettet

Zonebillet (2 zoner)

Zonebillet (3 zoner)

Metrotilleeg (2 zoner)

Pendlerkort (2 zoner)

Zonebillet (3 zoner)

Zonebillet (2 zoner)

Zonebillet (3 zoner)

Zonebillet (2 zoner)

Zonebillet (2 zoner)

Metrotillaeg (2 zoner)

Pendlerkort (2 zoner)

Zonebillet (2 zoner)

Zonebillet (2 zoner)

Zonebillet (2 zoner)

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Se detaljer

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Kunden

Ankencevnet =
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22 Jun 2023-13:14:46

05 Jun 2023 -15:29:14

05Jun 2023 - 15:29:14

26 Maj 2023 - 12:47:45

25 Maj2023-08:18:19

16 Maj 2023 - 19:38:24

02 Maj2023-22:13:14

02 Maj 2023 - 19:02:42

20 Apr 2023 - 08:39:37

20 Apr 2023 - 08:39:37

19 Apr2023-18:10:26

19 Apr 2023 - 08:43:32

18 Mar 2023 - 18:33:35

The complainant registered herself as user January 25, 2021, and bought her first single zone ticket April 8,

2021.

We can also see that the complainant previously among others bought a 2-zone ticket from Ngrreport sta-
tion to @restad station and subsequently a 2-zone ticket from @restad station to Frederiksberg station Maj
2,2023 - i.e., bought a regular single zone ticket for 2 zones, as she presumably had to go outside the cov-
erage area of her commuter card, while the commuter card for 2 zones (01 and 02) was valid for the period

April 20, 2023 to May 20, 2023.
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Dirdreinformation Billetinforrmation

Billet information

BILLETTYPE:
Fanehillet

STAMBORTHUMMER:
IKEE CPLYST

VARENUMBAER:
30
[BILLETSTATLS:
Udlabset

BILLET GYLIDNG FRA:
02 Ma] 2023 - 19:02-48

BILLET GYLIDIG TIL:
02 Maj 2023 - 21748

PRIS:
24,00 kr.

PASSAGERTYPE:
Voksen

Billethistorik

STARTZOME:
1001

SLUTZOME:
IKEE OPLYST

ANTAL GYLDNGE FONER:
o

GYLDIGE FOMNER:

1001, 1002, 1003

SOGNING FRA:

Narreport 5t (Frederiksborggade) (01)
SOGMNING TIL:

Girestad 5t. (Metro) (03)
SOGEMETODE START.

Min lokation: (0): Narreport 5t
(Frederiksborgzadea) (01)
SOGEMETODE SLUT:

Min lokation: (00 Nar repart ST
(Frederiksborggade) (01)

Thdspunict
12 Maj 2 19:02:41
tireserveret 12 b o034
12 Maj 2
t bekraeftet 02 Ma| 2023 - 19:02:50
02 Maj 2023 - 190050

Ankencevnet =
for Bus, Tog og Metro L
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Ordreinformation Billetinfarmation

Billet information

BILLETTYPE: STARTIOME:

Zonehillet 1003

STAMBIORTHLUMMER: SLUTROME:

IBIKE OPLYST KKE CIPLYS

% ANTAL GYLDIGE ZOMER:

VAREMLMMER GYLDIGE TOMER

30 1004, 1002, 1003, 1004

BILLETSTATLS: SOGNING FRA:

Lidiabed Drestad St [(Orestads Boulevard

BILLET GYLDHG FRA: SOGHIMNG TIL:

02 Maj 2023 - 22: 1320 Frederiksbearg St (Meatra) (02

BILLET GYLDHG TIL: SOGEMETODE START:

02 Ma) 2023 - 23:28:20 bin lokation: (0): @restad 5t (Brestads

Boulevard] (03]

PRIS: e TR

24,00 kr SOGEMETODE SLUT:

B ERTYPE tfin lokation: (0): Grestad 5t (Wrestads

Volkit s Boulevard] (03

Billethistorik
Status Handling Tidspunkt
L
L ]
L
L
L

We therefore do not find that the complainant is completely unfamiliar with the purchase of single zone
tickets, and that a journey to @restad/Vestamager requires zone 03, cf. the above purchase.

Below is an example of the purchase of a commuter card for 2 zones (from Frederiksberg St. to Copenha-
gen H/Central station) and to the right an ordinary single zone ticket for 2 zones (the picture to the right
was sent in by the complainant herself).

When a commuter card is ordered (the picture to the left), it is shown that the customer can ride within
some given zones, indicated by zone numbers - on the picture below as well as it was when the complain-
ant bought her commuter card zones 01 and 02 are thus indicated.

The picture to the right of a 2-zone ticket shows the zones the ticket is valid in - in this case zones 01, 02
and 03, as single zone tickets are covered by the ring zone system - and it also appears that Vestamager sta-
tion is in zone 03, which is outside the validity area of the complainant's commuter card.
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1243 ¢ @  Lyngby GO % 47% .

Saeborg
B H Herlev

Glostrup

© Pick zones manually
Google hl Kastrup

¢ FROM FREDERIKSBERG ST. (MET...

8 TO KOBENHAUNH (01)

2zones

618 departures per day within
these zones:

01 02

FROM FREDERIKSBERG ST. (METRO)(02)
Route suggestions :

T0 UESTAMAGER ST, (METRO) (03)

Price for ticket

incl. metro Choose Jute + 2 zones

510,00 DKK
[ ML

Journey details

\

i O

Both at metro stations (on information boards) and on the metro trains (friezes over windows and doors),
information can be found about which zones the individual stations are located in, and it would thus have
been possible and easy for the complainant to find out whether her commuter card covered the desired
route.

Also, it would have been possible to read more about which zones or how many zones are needed by using
the DOT homepage: https://dinoffentligetransport.dk/en/prices-and-zones/the-zone-system/if or
https://dinoffentligetransport.dk/en/traffic-info/maps/zone-maps/using - or www.rejseplanen.dk and then
after entering from and to station, choose Price and Details -> the prices and buy and then Tickets. Here all
types of tickets and card are presented and under Commuter Card it is stated that a journey from e.g.,
Frederiksberg station to Vestamager are 3 zones (01, 02 and 03), but when using single zone ticket only 2
zones are necessary.

It must also be expected that, a customer who is going to travel a different or new route, before departure,
investigate in more detail whether the commuter card in hand covers this new/different route, or whether
a new or single zone ticket must be purchased.
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According to the Joint National Travel Regulations following are stated regarding single ticket contra Com-
muter Passes:

2.4.1. Use of single tickets and cards issued on cardboard, paper or via mobile phone
It is the customer's responsibility to ensure that cardboard or paper single tickets (e.g. the Pen-
sioner’s card) are correctly issued and are valid for the entire journey and the area of travel.

Single tickets or cards are valid for the period and on the line and in the transfer area or the num-
ber of zones printed on the single ticket or card.

Single tickets and mobile multi-trip cards must also be valid in the furthest (most expensive) zone
that the journey passes through.

Commuter Passes and season tickets are valid for the period that is printed on them. Commuter
Passes and season tickets must be valid for all the zones that the journey passes through. The text
on a Commuter Pass valid in zones 1-4 in DOT will state whether the pass is valid on the Metro or
not. Any customer travelling on the Metro with a Commuter Pass not valid for the Metro does not
have a valid travel document.

... and as earlier stated in our mail of July 12%, 2023, it is the customer’s own responsibility to secure a valid
ticket which can be presented upon inspection

2.3. Purchase of travel documents
To be able to travel by train, bus and Metro, the customer must be in possession of a valid travel
document.

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 requirements.

Based on the above and regardless of whether the complainant may have acted in good faith, we find that
the inspection fee correctly issued and subsequently maintained, as the complainant has received a service
that was not paid for. Based on this, we maintain our claim of DKK 750.”

P& ankenzvnets vegne

Lone Bach Nielsen
Naevnsformand
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