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AFGORELSE FRA ANKENZAVNET FOR BUS, TOG OG METRO

Journalnummer: 25-0450
Klageren: XX
Frankrig
Indklagede: Metroselskabet I/S v/Metro Service A/S
CVR-nummer: 21 26 38 34
Klagen vedrgrer: Kontrolafgift pd 750 kr. grundet manglende check ind i Rejsekort-appen
Parternes krav: Klageren gnsker, at ankenzevnet annullerer kontrolafgiften, og ggr geel-

dende, at hun checkede ind i Rejsekort-appen inden pastigning, men at
indcheckningen i appen var forsvundet ved billetkontrollen

Indklagede fastholder kontrolafgiften

Ankenaevnets
sammensaetning: Naevnsformand, dommer Lone Bach Nielsen
Dorthe Thorup
Nikola Kigrboe
Helle Berg Johansen
Dorte Lundqvist Bang

Ankenaevnet for Bus, Tog og Metro har pa sit mgde den 22. april 2026 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 1/S v/Metro Service A/S, der sender betalingsoplys-
ninger til klageren.

Da klageren ikke har faet 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.
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.
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SAGENS OMSTANDIGHEDER:

Klageren, som er bosiddende i Frankrig, skulle den 18. oktober 2025 rejse med Metroen fra Fem-
gren st. i retning mod Vanlgse st.

Ifglge klageren gnskede hun at benytte Rejsekort-appen som betaling for rejsen, og checkede der-
for ind i appen inden pastigning ved Femgren st.

Imidlertid kom der billetkontrol i Metroen ved Amagerbro st., og da klageren fremviste sin Rejse-
kort-app, var der ikke et aktivt check ind i appen. Derpd blev klageren pélagt en kontrolafgift pd
750 kr. kl. 10:01:43.

Den elektroniske kontrolafgift:

<FeeDate>2025-10-18T10:01:43.6630000<FeeDate>
<Lme>MIM2</Lme>
<StationFrom>Amagerbro</StationFrom>
<StationTo>Christianshaim</StationTo>
<Adult>true</Adult>
<Child>false</Child>
<NumberQfBikes>(0<NumberOfBikes>
<NumberOfDoge>0<NumberOfDogs>
<Cause>Intet forevist< Cause>
<UnequalZones>false< UnequalZones>
<PaidCash>false</PaidCash>
<Amount>750</Amount>

=0therText>pax menesr har checket ind, modtog 1kke shp' pax klager muligis
=/ OtherText>

Foto taget af kontrollgren under billetkontrollen:
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Klageren anmodede samme dag Metro Service om at annullere kontrolafgiften, og begrundede
dette med, at hun havde checket ind i appen inden pastigning, men at skeermen pa hendes telefon
havde veeret helt blank, da hun skulle fremvise den til kontrollgren. Hun oplyste, at kontrollgren
bad hende lukke appen ned og genstarte den, hvorefter kontrollgren tog et foto af hendes skaerm.

Metro Service fastholdt kontrolafgiften den 28. oktober 2025 med den begrundelse, at de havde
fdet sagen undersggt hos Rejsekort A/S, som kunne oplyse, at der ikke var registreret hverken
check ind eller forsgg pa check ind i klagerens Rejsekort-app den 18. oktober 2025 omkring tids-
punktet for klagerens pastigning.

Derpa indbragte klageren sagen for ankenaevnet, hvor hun anfgrte som ovenfor, at der matte
veere tale om en teknisk fejl i appen, da hun havde checket ind inden péstigning.

Metro Service har fremlagt svaret fra Rejsekort A/S, hvor det fremgdr, at der samme dag er regi-
streret en sdkaldt nulrejse (check ind og efterfalgende hurtigt check ud og dermed ingen betaling),
men denne registrering er foretaget kl. 10:22, hvilket er efter tidspunktet for kontrolafgiftens ud-
stedelse:

Kunden haringen aktivitet der passer med tidspunktet. Dererdog senere en nulrejse:

i Femoren St. (Metro)
19/10/2025

vestamager St. (Metro)

18/10/2025
Femoren St. (Metro)
: Christianshavn St. (Metro)
18/10/2025
Amagerbro St. (Metro)
17/10/2025 9 ( :

Femoren St. (Metro)

Pa den (senere) nulrejse checker kunden selv ud efter 5 sekunder.

ANKEN/ZAVNETS BEGRUNDELSE FOR AFGORELSEN:

Ankenaevnet laegger efter de foreliggende oplysninger til grund, at klageren ved billetkontrol i Me-
troen ved Amagerbro st. kl. 10:01:43 ikke kunne fremvise gyldig rejsehjemmel, idet der ikke var
registreret et aktivt check ind i klagerens Rejsekort-app.

Det fglger af de faelles landsdaekkende rejseregler, at passageren skal veere i besiddelse af gyldig
rejsehjemmel inden pastigning. Ved brug af Rejsekort-appen indebaerer dette, at check ind skal
vaere gennemfgrt og registreret i appen fgr rejsens begyndelse.
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Ankenaevnet bemaerker, at det er passagerens eget ansvar at sikre sig, at check ind er gennemfgrt
korrekt.

Rejsekort A/S har i forbindelse med sagens behandling oplyst, at der den 18. oktober 2025 om-
kring tidspunktet for klagerens péstigning ikke er registreret hverken et check ind eller et forsgg pa
check ind i klagerens Rejsekort-app. Der er samme dag registreret en sdkaldt nulrejse kl. 10:22,
hvilket er efter tidspunktet for kontrolafgiftens udstedelse.

Ankenzevnet finder pd den baggrund ikke grundlag for at laegge til grund, at klageren havde gen-
nemfart et check ind i Rejsekort-appen inden pastigning.

Det forhold, at klageren har anfgrt, at der m& have vaeret tale om en teknisk fejl i appen, kan ikke
fgre til et andet resultat. Ankenaevnet har herved lagt vaegt pd, at der ikke foreligger oplysninger
om systemfejl, samt at der ifglge de fremlagte oplysninger ikke er registreret check ind eller forsgg
herpa.

Herefter blev kontrolafgiften p& 750 kr. til klageren pdlagt med rette.

Da pligten til at betale kontrolafgift ikke er betinget af, om passageren bevidst har forsggt at und-
drage sig betaling, finder ankenaevnet, at der ikke har foreligget sddanne szerlige omstaendighe-
der, at kontrolafgiften skal frafaldes.

RETSGRUNDLAG:

Ifglge § 2, stk. 1, jf. § 3 nr. 3 i lovbekendtggrelse nr. 686 af 27. maj 2015 om lov om jernbaner,
geelder loven ogsd 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 pa forlangende at forevise
legitimation for jernbanevirksomhedens personale med henblik p3 at fastsla passagerens identi-
tet.”

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

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

Det er passagerens ansvar, at rejsehjemlen er endeligt modtaget pa den mobile enhed far pdstig-
ning. Som passager uden gyldig rejsehjemmel betragtes ogsad 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 ma medtages, eller om der er betalt me-
trotillaeg). Passagerer, der rejser alene pa andres Rejsekort Personligt eller med en anden
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kundetype, end passageren er berettiget til, rejser uden gyldig rejsehjemmel. Kortindehaveren skal
altid selv veere checket ind pa kortet pa de rejser, hvor et Rejsekort Personligt benyttes.

PARTERNES ARGUMENTER OVER FOR ANKENAVNET:
Klageren anfgrer fglgende:

"I received inspection fee 01407664 on October 18, 2025 at Amagerbro station on the M2 metro. | had
checked in at Femgren station using the Rejsekort app before boarding, but when the inspector asked to
see my ticket, the app screen was blank. The inspector told me to close and reopen the app, and when |
did, it showed no check-in. | believe this was a technical problem with the app, not my fault. My account
history (YOX5D7X9) shows | check in every single time | travel - | had been checking in every day for two
weeks before this happened and continue to do so. | showed the inspector my history at the time. Metro
Service has refused to cancel the fee, saying no check-in was registered in their system, but | did check in
and the app malfunctioned.

| want the inspection fee of 01407664 to be cancelled. | followed all the rules and checked in properly be-
fore boarding. | should not have to pay a fine because their app had a technical failure. This is especially un-
fair since my usage history proves | always check in, even for one-station journeys.”

Indklagede anfgrer fglgende:

"Firstly, like all other public transport in the Greater Copenhagen area, the Metro operates as a self-service
system, where it is the passenger’s responsibility to ensure they are in possession of valid travel document
that can be presented upon request before boarding any mode of transportation. In cases where a valid
travel document has not been obtained before boarding, an inspection fee must be accepted, which for an
adult on the Metro amounts to DKK 750.

This fundamental rule is a prerequisite for the extensive self-service system that applies to travel by public
transport in the Greater Copenhagen area. These rules are also outlined in the Joint National Travel Regula-
tions, which can be read in full here: www.rejsekort.dk/-/media/dms/flr/2025/Joint-National-Travel-Regu-
lation-01012025.ashx . Furthermore, there are information boards and signs on all Metro stations inform-
ing passengers that a valid ticket must be in their possession prior to boarding.

In this case, the complainant was met with ticket inspection October 18, 2025, at 10:01am following depar-
ture from Amagerbro station station heading towards Christianshavn station.

The complainant had Rejsekort App installed on her smart phone. However, the complainant had not
swiped (checked) into the app and since she did not have any other form of valid travel document, she was
issued an inspection fee in accordance with applicable regulations.

The steward took a photo of what the complainant was showing. See below:


https://eur03.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.rejsekort.dk%2F-%2Fmedia%2Fdms%2Fflr%2F2025%2FJoint-National-Travel-Regulation-01012025.ashx&data=05%7C02%7Cthta%40abtm.dk%7C0d2edf532ec74435987c08de5a8aa5f7%7C4e0a594cbc024a87bc82810c0f2edbaa%7C0%7C0%7C639047749178575224%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=%2BMIBdLlSJjkDLDQfjuin6k%2BRIh3F7nbRvXWE9cPzZ2w%3D&reserved=0
https://eur03.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.rejsekort.dk%2F-%2Fmedia%2Fdms%2Fflr%2F2025%2FJoint-National-Travel-Regulation-01012025.ashx&data=05%7C02%7Cthta%40abtm.dk%7C0d2edf532ec74435987c08de5a8aa5f7%7C4e0a594cbc024a87bc82810c0f2edbaa%7C0%7C0%7C639047749178575224%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=%2BMIBdLlSJjkDLDQfjuin6k%2BRIh3F7nbRvXWE9cPzZ2w%3D&reserved=0
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According to The Joint National Travel Regulations, it is always the passenger's responsibility to have valid
ticket, including ensuring that they have checked in/swiped into a given app before starting the journey.

See below for excepts relevant to this situation from the Joint National Travel Regulations:

2.4. Use of travel document

Public transport in Denmark is an open system with widespread self-service, and it is therefore always the
customer’'s own responsibility to have a valid travel document upon boarding, including ensuring that the
Rejsekort has been checked in correctly. When receiving the travel document, the customer must make
sure that the ticket is in accordance with the desired requirements.

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).

2.4.2. Concerning the use of mobile products in particular (delivered via text message or app)
It is the customer’s own responsibility to ensure that the travel document has been received on the mobile
device before boarding. It is not sufficient that the order has been commenced.
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In the ‘Supplement to Joint National Travel Regulations Rejsekort as app’, which can be read in full here:
Supplement to Joint National Travel Regulations, it is further stated that:

2.4 Use of travel document

Itis the customer's responsibility to ensure that Rejsekort as an app is checked in (check-in occurs in
the app by swiping the green start button to the right) before boarding.

2.4.4. Use of Rejsekort as an app

Rejsekort as an app can be used as a travel document except on Bornholm and smaller islands. See
journeys at www.rejseplanen.dk.

Rejsekort as an app must be checked in (According to the overview of validation rules below) before
the start of the journey and checked out after the end of the journey. There is no need to perform a
change check-in if switching to another mode of transport during the journey.

If you check out and check in again later to continue your journey, it will be charged as separate trips.

In her inquiry to Metro, the complainant explained that she had swiped/checked into the app, that there
must have been a technical error, and that she always pays for her trips on public transport, even for one-
stop journeys, and included screenshots of her travel history.

Metro sent the complainant's explanation to Rejsekort App’s back office (Fairtiq) and asked them to investi-
gate the complainant's claim.

Rejsekort replied that there was no activity on the complainant's profile at the time of the ticket control
(which took place at 10:01 am), but that the complainant later made a later zero-journey by swiping in and
out again after just 5 seconds.

Both Metro's inquiry and Rejsekort's response are attached as pdf files.

For the sake of understanding the concept of a 'Zero-Journey', we can briefly explain that a passenger can
cancel a check-in/swipe-in by swiping out again as long as the passenger is in the same location and has not
started the journey.

No technical errors occurred on the day and time of the complainant's trip.

Although we understand the complainant's frustration, we must, with reference to the response from the
Rejsekort back office, conclude that in this case there is an error or oversight on the part of the complain-
ant and we therefore maintain that the fee was rightly imposed and that the subsequent decision in the

Customer Service Department is also correct.

Due to the above, we maintain our claim of DKK 750.”

Til dette har klageren anfgrt:

“I must respectfully disagree with your conclusion, as it misrepresents what occurred during the inspection.



file:///C:/Users/thta/360Files/REJSEKORT_thta/Supplement%20to%20Joint%20National%20Travel%20Regulations
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What actually happened:
e | checked into the Rejsekort App before boarding at Amagerbro station

e When the controller asked to see my ticket at 10:01am, my phone screen was blank - the app was
not displaying anything

e The controller instructed me to close and reopen the app

e Upon reopening, the app showed the homepage as if no journey was active (this is the screenshot
in your response)

e The controller then took the photo you reference

The critical issue with your evidence: The photo your controller took was taken after he told me to close
and reopen the app, not of my original blank screen. This explains why it shows no active journey - because
the app had been restarted per his instruction. The photo therefore does not prove | failed to check in; it
only shows what the app displayed after being restarted.

My travel history demonstrates | consistently pay for all journeys, including single stops. | have no reason to
avoid paying 24 DKK for a legitimate trip only to face a 750 DKK fine.

| would be grateful if you could contact the specific controller involved to confirm that he instructed me to
restart the app, and that the photo was taken after this restart, not before.

Given these circumstances, | maintain that this was a technical error from the app, not passenger negli-
gence, and respectfully request the fine be withdrawn.”

Til dette har indklagede anfgrt:

"We have closely read complainant’s further comments; however, these do not change our decision,
and we maintain our claim of 750 DKK.

Our stewards perform hundreds of ticket checks every single day and it is not possible for the steward
to remember a completely ordinary ticket check situation that is more than a few days ago.

However, when we look at the timestamps on the electronic inspection fee, we can see that the ticket
inspection was initiated at 10:01:43 and that the steward uploaded the inspection fee at 10:26:14, and
thus the complainant's explanation that the photo the steward took of her phone was only taken after

reopening the app may very well be correct.

However, it makes no difference in the specific case, and we refer to our explanation in the case re-
sponse of 26 January which we have included below for convenience.

Metro sent the complainant's explanation to Rejsekort App’s back office (Fairtiq) and
asked them to investigate the complainant's claim.
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Rejsekort replied that there was no activity on the complainant's profile at the time of the
ticket control (which took place at 10:01 am), but that the complainant later made a later zero-journey
by swiping in and out again after just 5 seconds.

If the complainant had swiped into the app before boarding, the check-in would have been visible in
the back office regardless of what happened afterwards, whether the phone ran out of power, lost net-
work connection, etc.”

P& ankenzevnets vegne

Lone Bach Nielsen
Naevnsformand



