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1. SUMMARY

Nearly 780,000 people live within the city of Zagreb boundaries, while the metropolitan area has
more than 1 million inhabitants. Like in other similar countries, the number of private vehicles has
almost doubled since the transition in the early nineties of the 20™ century. This caused serious
problems in the city's historic core which also houses main administrative, cultural, commercial
and social institutions and buildings, where the street grid was largely defined in the 2" half of the
19™ century. This grid could hardly support traffic until 1990, but with the number of vehicles al-
most doubled since, the situation becomes dramatic, so there is urgent need to act.

Some of the key issues to be addressed to improve public transport (PT) in Zagreb are:
¢ More attractive public transport services;

* Foster the dialogue with all citizens and change mobility behaviour;

« Strengthen integrated approaches;

» Better integration with the region;

¢ Improve links between transport modes.

Mobility is one of the main strategic issues in Zagreb, and all plans and strategies strongly aim at
better public transport and alternative means of transport: public transport, cycling and walking,
instead of using the private car.

The Measure Leader of measure 2.6-ZAG — Promotion of electronic PT tariff system is ZET.
Other partners are the City of Zagreb and ODRAZ-Sustainable Community Development.

Zagreb Municipal Transit System or ZET (Zagrebacki elektri¢ni tramvaj) is specialized for pas-
senger transportation in the City of Zagreb and a part of Zagreb County. It uses buses, trams and
cable car to transport citizens, students, tourists and visitors. ZET also provides special transpor-
tation to people with disabilities.

Before CIVITAS-ELAN, a joint tariff system (ZET and Croatian Railways) has existed within the
City of Zagreb, whereas a number of individual operators provided services within Counties of
Zagreb and Krapina-Zagorje on numerous lines and with autonomous tariffs. This type of unified
ticketing was introduced by HZ INFRA and ZET to enable daily travel with a single ticket. A study
on “Comprehensive tariff union for the City of Zagreb, and Counties of Zagreb and Krapina-
Zagorje” is being conducted by Czech companies who proposed the establishment of a suitable
model of joint public transportation and an appropriate tariff union. It was decided to continue with
the activities needed for the establishment and exploitation of the joint tariff and transport union.

The purpose of this specific measure is to introduce an electronic PT ticketing system defining
the appropriate model for joint public transportation (bus, tram and rail). One of the first planned
activities was the introduction of the electronic PT by ZET, but also informing consumers and the
wider public on electronic ticketing.

The electronic PT tariff system was introduced by ZET. The system was not completely devel-
oped yet, so the new possibilities were introduced step by step. As a first step, the contactless
validators were posted in all trams and buses until September 2009. The electronic tickets (smart
cards) were introduced for students, some group of workers and social tickets. A new e-purse
ticket (vrijednosna karta) was introduced in May 2010.

The marketing and communication campaign in the framework of the new tariff scheme was
planned and implemented by ZET, with the involvement of ODRAZ and the City of Zagreb. This
was done in order to improve the quality and image of public transport and to change existing
habits of travel by commuters towards increased use of public transportation.
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2. INTRODUCTION
2.1. City of Zagreb

Zagreb is the capital city and the cultural, scientific, economic and governmental centre of the
Republic of Croatia. Nearly 780,000 people live within the city boundaries, while the metropolitan
area has more than 1 million inhabitants.

Like in other similar countries, the number of private vehicles has almost doubled since the transi-
tion in the early nineties of the 20™ century. This caused serious problems in the city's historic
core which also houses main administrative, cultural, commercial and social institutions and build-
ings, where the street grid was largely defined in the 2™ half of the 19" century. This grid could
hardly support traffic until 1990, but with the number of vehicles almost doubled since, the situa-
tion becomes dramatic, so there is urgent need to act.

Some of the key issues to be addressed to improve PT in Zagreb are:
* More attractive public transport services:

The quality of public transport provision is a key variable to achieve more sustainable trans-
port patterns. This requires an integrated package of measures, like the use of new low-floor
trams, real-time information on arrival, high reliability and an improved image of public trans-
port. Safety and security, especially for more vulnerable user groups, is also a relevant topic.

* Foster the dialogue with all citizens and change mobility behaviour:

The citizens and their well-being are at the centre of attention when improving urban transport
in Zagreb. This requires to listen to all stakeholders and to develop solutions in a participatory
approach. At the same time tailored mobility management approaches are needed that effec-
tively help to change mobility behaviour in favour of sustainable transport modes.

» Strengthen integrated approaches:

It is clear that only an integrated strategy that combines different measures and modes, and
strengthens cooperation between different spatial entities and sectoral policies can have a
real impact.

« Better integration with the region:

One reason for the traffic problems in Zagreb is the increasing number of commuters from the
region to the city centre. While more sustainable settlement structures need to be aimed at,
the city and the neighbouring communities also have to provide attractive public transport
services and intermodal interchanges that enable people within the whole region to easily and
comfortably reach the city centre with high quality public transport. This includes physical in-
tegration and direct connections, but also the organisational integration via integrated tariff
and ticketing schemes.

* Improve links between transport modes:

The provision of high quality interchanges is indispensable to encourage intermodality and a
better use of public transport services. The issue is also highly relevant for the City of Zagreb
(e.g. rail to trams and buses).

Mobility is one of the main strategic issues in Zagreb, and Sustainable Urban Transport Planning
represents an important part in its strategic documents: Spatial plan for Zagreb (2005), Zagreb
City Master Plan (adopted in 2006, now undergoing revision), various political statements on pri-
orities in the city, projects in preparation, etc. All these documents strongly advocate both better
public transport and alternative means of transport: public transport, cycling and walking, instead
of using the private car.
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2.2. ZET — Public Transport Company

Zagreb Municipal Transit System or ZET (Zagrebacki elektri¢ni tramvaj) is a branch of the Zagreb
Holding specialized for passenger transportation in the city of Zagreb and a part of Zagreb
County. It uses buses, trams and cable car to transport citizens, students, tourists and visitors.
ZET also provides special transportation to people with disabilities. It is exclusively owned by the
city of Zagreb and it is mainly financed through its budget.

Zagrebacki elektri¢ni tramvaj (Zagreb Electric Tram) was established in 1909, as a successor of
previous PT established in 1891. Since 2006 ZET is a branch of the Zagreb Holding.

ZET, aside from its primary function, passenger transportation, in more than one century of its
existence, greatly influenced the development of Zagreb, and this influence continues to grow by
covering important day routes people take in Zagreb and suburban areas with its extensive tram
and bus system. However, ZET continues to follow the city development and connects many
newly built districts, and together with the City District Councils adapts the routes and stations to
address the needs of citizens.

Financial support of the city and citizens of Zagreb, but also CIVITAS-ELAN, in the last couple of
years contributed to substantial progress in the development of the public transit system. So far,
140 new modern low-floor trams and 214 low-floor buses were purchased. Following the envi-
ronmental standards, in the year 2007 ZET started to use biodiesel in public transportation vehi-
cles, and from 2008 compressed gas is used.

The radio connection system is modernized and traffic monitoring and control are also computer-
ized by introducing vehicle location system. The infrastructure and 147 displays on tram and bus
stations, on which passengers are able to receive real-time arrival information, are posted.

Since July 2007 ZET service users can buy a ticket by using mobile services and sending an
SMS. The project of introducing digital and automatic public transport charge, the so-called smart
cards, is also introduced with the support of CIVITAS-ELAN.

With the realization of all Zagreb measures of the ELAN project, ZET, when it comes to quality of
public transportation service, should meet European standards.

2.2.1. Tram service

Tram service is the basic type of public transport in Zagreb. Regular tram transport includes
116.346 meter long tracks, 193 lead cars and 41 trailers. 15 day lines run during the day on 148
km long tracks and 4 night lines on 57km long tracks. The city has 164 switches and 256 tram
stops. Trams in Zagreb transport 200.000.000 passengers a year. (Data for 2009)

Crotram consortium from Zagreb, produced 140 modern low-floor TMK 2200 trams and two low-
floor TMK 2200-K tram.
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2.2.2. Bus system

ZET’s bus transport is used in Zagreb, Velika Gorica and ZapresSi¢, and the districts Bistra, Luka,
Klinéa Sela and Jakovlje. ZET runs 132 day lines and 4 night lines. There are 2103 bus stops,
1614 of which are in Zagreb. On working days 284 buses are used on regular bus routes. Every
year ZET’s buses transport about 87,000.000 passengers. (data for 2009)

New vehicles are mostly low-floor ones, which enables the usage of public transport for all types
of users. In the years 2008 and 2009 ZET obtained 214 new low-floor buses.

In the year 2007 ZET has started to use biodiesel and from 2009 the use of CNG has started as
well. According to development plans, ZET buses will use strictly biofuels in the next couple of
years which is Zagreb transit system’s contribution to pollution reduction and elimination of harm-
ful substances produced by fossil fuels.

2.3. Situation before CIVITAS

A joint tariff system (ZET and Croatian Railways) has existed within the City of Zagreb, whereas a
number of individual operators provide service within Counties of Zagreb and Krapina-Zagorje on
numerous lines and with autonomous tariffs. This type of unified ticketing was introduced by HZ
INFRA and ZET to enable travels daily trips with a single ticket, from towns along the railway that
are already included into the public transport system. However, many providers of bus services
have not yet been included. Those tickets have been issued on paper (single-trip, daily, monthly,
yearly tickets).

Additionally, the so-called ZAGREB CARD was introduced, usually valid for 3 days, providing
access to most of Zagreb’s museums with reduced price and allowing free use of PT.

A study on “Comprehensive tariff union for the City of Zagreb, and Counties of Zagreb and Krap-
ina-Zagorje” was conducted by Czech design and consulting companies Sudop Brno, Kordis Jmk,
Eurovision and CDT. The study, presented in 2008, has proposed the establishment of a suitable
model of joint public transportation and a proposal for an appropriate tariff union. After completion
of the study, the City of Zagreb, the Counties of Zagreb and Krapina - Zagorje, HZ (Croatian
Railways) and Holding (ZET) have decided to continue the activities needed for the establishment
and exploitation of the joint tariff and transport union.
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3. Measure 2.6-ZAG — Promotion of electronic PT tariff

system

This measure is part of WP 2 - Collective transport & intermodal integration, which aim is to
implement effective, high quality mobility solutions.

The purpose of this specific measure is to introduce an electronic PT ticketing system defining the
appropriate model for joint public transportation (bus, tram and rail).

One of the first planned activities was the introduction of the electronic PT tickets by ZET, but also
informing consumers and wider public on electronic ticketing.

Further steps are planned towards the introduction of a unified tariff system for all providers of
public transportation, which will contribute to a shift towards sustainable modes.

An integrated system of urban transport of passengers is a comprehensive, coordinated, organ-
ized and supervised transport that uses all sorts of available vehicles (in this case: trams, buses
and railway) with single tariffs and dissemination of costs and benefits among different players.
An integrated system of transport is a single coordinated system of subventions within the frame-
work of regional authorities.

Present situation

Due to the daily migration of people within the Zagreb metropolitan area (mainly from Zagreb
County and Krapina-Zagorje County) and sharp increase in number of personal vehicles, Zagreb
has severe problem with traffic jams that last during whole day and the decrease in usage of pub-
lic urban transport. Although there is a suburban railway system provided by HZ it is not utilized
enough. Public transport in the city and counties is mainly provided by ZET- Zagreb Holding
branch that covers an area bigger then City of Zagreb itself (by trams and buses) and a number
of private companies with concessions from counties to provide bus transport in certain areas.
Evident is the lack of coordination, provision of accurate information to passengers and single
tariffs that will encourage people to use it in the most efficient way. The lack of coordination be-
tween different public transport operators and the lack of an integrated system of payment lead to
inefficient, time consuming and costly suburban and urban transport. In some suburban and ur-
ban areas the lack of coordination and low frequency of buses ‘force’ the population to use pri-
vate modes of transport (that means mostly cars) that significantly increases emissions of CO2eq
greenhouse gases. According to data of the Croatian Environmental Agency, 49% of personal
emissions of CO2eq gases are due to the usage of private cars. Modal split analysis for Zagreb
shows that 52% of passengers use individual modes of transport (mainly cars), 40% use buses
and trams and only 8% use train. In the counties the situation is even worse: over 60% of pas-
sengers use private cars.

Why integrated transport and tariff system is needed

Unified (integrated) transport and tariff system brings a lot of benefits for all participants in it.
Some of them are explained below:

1) benefits for regional authorities:
» decrease in costs of subsidizing public transport
» decrease in need to secure parking places and garages in the city, etc. (less space
needed for private cars, possibility to use it for other purposes)
« increase in public transport safety, less traffic accidents
» increase in number of passengers using public transport, decrease in usage of private
vehicles, decrease in intensity of traffic jams
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2) benefits for transport companies:
* new efficient organization and coordination of the whole system and the grid of lines
« know-how transfer, increased capacity of all involved transport companies
« increase in number of passengers, higher income
» elimination of parallel lines in the same area

3) benefits for citizens:

e reduction of costs of urban transport (especially for suburban areas)

* increased quality of urban passengers transport through decreasing time spent in trans-
port

< more user friendly modes of transport

« the frequency and modes of transport in concordance with the needs of passengers

» increase in mobility of the population in the City of Zagreb, Zagreb County and Krapina-
Zagorje County and higher possibility for their employment

* increase in mobility of population and better possibility for continuation of education (es-
pecially among the younger population in regular schools, as well as among the middle
aged population that will have bigger possibilities for prequalification)

Integrated transport and tariff system and CIVITAS ELAN

Preparing and introducing integrated public transport for the City of Zagreb and surrounding re-
gions is a complex task — on political and organizational level. Therefore it is expected that it will
last several years and will be finished beyond the project period of CIVITAS-ELAN. In parallel with
the decision-making process and preparing the organisational and funding preconditions, through
this measure of CIVITAS-ELAN, the first concrete steps are undertaken and the public is informed
on introduced and planned improvements.

Activities among the City of Zagreb, Zagreb County and Krapina-Zagorje County on preparing the
Consortium agreement has started, as well as preparation of documentation. ZET has actively
participated in preparing this Consortium agreement and parts of documentation.

Putting citizens first

For the purpose of putting focus on citizens, the project has established strong participatory ele-
ments. In Zagreb, the CIVITAS-ELAN Forum is established, serving as a base of communication
and information. This Forum is also used to inform the media and interested public on planned
activities within measure 2.6-ZAG and to explain how the electronic PT ticketing system will work.

As the CIVITAS-ELAN idea of stakeholder involvement goes beyond listening to people’s con-
cerns, citizens and stakeholders are continuously encouraged to contribute with their own ideas
and thus influencing directly mobility planning related decisions. Therefore, visitors of the CIVI-
TAS-ELAN info point and stakeholders listed on the ODRAZ e-mail list have had an opportunity to
comment on prepared info material related to the introduction of electronic PT ticketing.

A wide media and info campaign was organized, and info material (leaflets for passengers, stick-
ers in trams and buses) was produced.
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4. Implementation of Electronic PT Tariff System

4.1. Electronic PT tariff system introduction

The new integrated ticketing system will be implemented mainly outside the CIVITAS funding
scheme. The activities within ELAN will focus on a promotional campaign in order to prepare the
public on the new tariff scheme and ticketing and make them aware of the new possibilities pro-
posed by unified tariffs.

The electronic PT tariff system was introduced by ZET. The new ticketing system in Zagreb has
been installed by the domestic company KING ICT in cooperation with the Czech company Mi-
croelectronica, as a result of an international bidding. The activity is financed from HBOR loan
(Croatian Bank for Reconstruction and Development).

The system is still not completely developed — the new possibilities are introduced step by step.
As a first step, the contactless validators were installed in all trams and buses until September
2009.

Up to now, the electronic tickets (smart cards) were introduced for students, some group of
workers and social tickets.

In May 2010, a new e-purse ticket (vriednosna karta) was introduced.

A marketing and communication campaign in the framework of the new tariff scheme was
planned and implemented by ZET, with the involvement of ODRAZ and the City of Zagreb. This
was done in order to improve the quality and image of public transport and to change existing
habits of travel by commuters towards increased use of public transportation.

4.2. Marketing and Information campaign

4.2.1. Presentation in CIVITAS-ELAN Forum

In September 2009, during the European Mobility Week (EMW) and celebration of the CIVITAS
Day, the new tariff system was presented to interested stakeholders. The whole event around the
EMW and CIVITAS Day was organized as a part of the CIVITAS-ELAN Forum. The info point, an
antique refurbished tram was placed in front of the Technical Museum. The project was pre-
sented by the Mayor of Zagreb during a press conference, when the info point was officially
launched.

10
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The leaflets on the new tariff system are available at the info point, open daily from 1-5 p.m. and
on Saturdays from 9 a.m. — 1 p.m. Young, enthusiastic staff is providing information on the CIVI-
TAS-ELAN project and its specific measures. Since its opening in September 2009 until the end
of April 2010, the staff registered 6.047 visits, of which some citizens visited the tram several
times.

Presentation in Technical Museum

A detailed presentation was prepared by ZET and presented by Ms. Mari¢. She informed the au-
dience about the concept, validators, vending places, control of ticket, work of the back office,
etc. She also explained what passengers need to know, types of tickets, including e-purse, bene-
fits for ZET, PT users, but also for the City of Zagreb.

4.2.2. Leaflets on new electronic tariff system

ZET prepared a leaflet with detailed info on how to use the new smart card. The leaflets are avail-
able at every vending place, but also at the CIVITAS-ELAN info point.

- - 4 o o e 11
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ZET has also prepared a leaflet on e-purse smart card that was printed in 50.000 copies. Detailed
information on how to use the e-purse smart card is included in the leaflet that is given to every
buyer of this card (ZET space or kiosk).
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4.2.3. ZET web site — Info on SMART CARD (e-purse)

The ZET web side contains an animated info on the e-purse card, with a link to guide on how to
use it and other useful information. =» http://www.zet.hr/tarife/zet-kartica/vriiednosna-karta.aspx
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&, Ta koje s rahtjevl predand do 9. srpaja, mogu se preuzett na prodajnim mjectima il ce

Vrijednosna karta

Vrijednosna katta wijedi u svim sonama | na
wvim linffama | prenosiva  je ma drige
korisnike. Mofe e kupitd na  prodajmim
mjestima ZET-a | kiescima ugovornih partnera
[iNorving, & uskono | drsgih).

Vrijednasnom kartom mode se platitd prijevo:
Ta vile osoba po oijend od 7,50 kuna pa asobd,
gdnowa Tonl, kao | dnewna karta po cijend od
25 kuna

Platanje prijevoza wrijednosncm  kariom
konsaicima  amoguisje voinju  tramvajem,
autobusam | wpinjadom, negvisno o wTjeru
putovanja, 90 minuta wl. e 30 mineta u
svakoj sipededa) zoni

Kliknite 1o pregled upuwla

Kupnja i nadoplata vrijednosne karte

Virijednosna karta made se kupiti na kiowcima ugoworndh partnera po ofjent od 50 kuna, U
cijeni je sadrian trodak frade od 20 kuna, a 30 kuna je rnpolofivo za placanje wluge
prijevaza

Ma prodajmim mjestima TET-a kartica se prodaje po cijenl od 20 kuma, 3 kupac odredje
jznes kojim et nadoplatitl karticu, do najpiie 1000 kuna.

Vrijednosna kartica mode se nadopunjavall samo na prodajnim mjestima ZET-al
Plaéanje prijevoza

Putnik make platitl prijevor wijednasnom kartom na bile kejem uredaju m registraciju 1
poniitavanie karata u vozsiu,

Za platanje v zoni v kojoj S8 trenutno nalax (osim o zond besplatnog prijeveza), putnik
mora samo pristomiti karticu uz uredaj | sredstba o kartl se atomatikl umanjuju Ta Cjenu
vofnje za jedou zonu i jednu osoba.

Kod pladanis prijevoza za wide cooba, prije
prisiamjanja kartice putnik najprije odabine
zonu, a zatim | beoj putnika za kaje plada
prijever Tek nakon toga prislana kKarticy vz
uredaj.

Hakon ito je tamsakclja uspjeino provedena,
na rasionu uredsfas pojavijulc sc natp® -
eHARTA USPJESHO HKUPLFENA™ te  ukupan
{zmgs kupng e 1 vrijeme do kads kerta vrijeds,

Etl jo postupak | kod pladanja prijevoza za
vite zona.

Vi jednosnom kartom mole s kugitl 1 dnevra
karta [vrijed samo u | tarifoo) zond) po
ciferi od 25 kuna, Mod kupnje drevne karte
putnik ma rasionu uredaja najprije odatibre
ikonu 4 natpisom “dnewia karta”, & Totém broj
putnika te prislanja karticu uz uredaj. Hakon
ito je transakclja wpicing provedena, na zasloru uredaja pojavijuje se natps TeKARTA
USPIESHO KUPLJEMA™, 25.00 kn, Wrijedi do 3:55,

Kiiknite ra pregled wputa

Informacije o karti mogu se provieritl na wedajima za registraciju odabirom opcije T na
aslonu be pristanjanjem kartice.

Ostale informacije

Hakon pladanja prijevors wrijednosnom hartom, putrdl se pa trlagku ir warila ne
marm “od javijhat”

Medutim, registrirane je chavemno pritikom svakog ulaska u voailo privianjaniem Eargice ux
wredaj za registraciju. 5 vrijednasne karte ponewne e bit naplacen prijevaz amo aks Je
isteklo vrijeme predvidens 2o putovan)e (30 minutal

U sludaju gubdtka wrijednosne karte, putiik nema provo na ramjenishy hartu 1 poerat
sredsava

It tako, u slufaju pogreine, odnosno nefeljene transakcle, ZET ne nadoknaduje Stetu
Svakl kupat uz kartitu doblva | letak s uputom za kariitenje, a mode ga se preueet] i owid]e,
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4.2.4. Trams and buses
A poster and info stickers are posted in all trams and buses.

I ARAING Vas suputnik u...

zagrebaZkom

javnom prijevozu

I i i v it i L

[y

113%26,5 (113x25)

186100 Wy
racusd & Fre

 F N
ST

Information on the new tariff system is also put on vehicle displays and audio information has
been broadcasted in the vehicles, explaining where the old paper ticket could be annulled and
how to use new electronic tickets. The passengers are reminded to register after entering the
vehicle and that they can get additional information in the contact centre.

Sto je elektronicka naplata prijevoza?
- novi nadin placanja usluge prijevoza

korigtenjem pretplatnih ili vrijednasnih

kartica u ZET-ovim vozilima L
Komu je namijenjena?
- svim jim karisnicima prij

|£ZZZ7 KARTICA|
‘ L

- korisnicima besplatnog prijgvoza, koji ce to
pravo modi ostvanti iskljuéivo uz ZZZ7 KARTICU

Otkad se primjenjuje ZZZ7 KARTICA?

Fodriia konsmioima. fel. 6800 200 060

- od prvoga rujna pretplatna kartica za dake i studente I e e |
i razdoblju vi @ kartica i pretp kartica  (onama | cienama prevora)
za ostale korisnike 1el. 060 100 001
Javnost@ret.hr 1 oy 5 ! i l
www.zethr

PRETPLATNA
KARTICA

AT kAR |
m&1

-

- zamjenjuje godidnji, odnosno mjesedni pokaz,
- viijedi 3.5 godine od dana izdavanja, bez obzira na promjene u statusu korisnika,

- cijena kartice iznosi 30 kn | plaéa se pri podnodenju Zahtieva za |1|'am
- slufi | kao vrijednosna kartica,
- godinju pretplatnu karticu ZET-a, koja ukljuéuje | prijevoz viakovima HZ na

Koje vrste kartica imamo?

ol )i se . adnosno

podruju Grada Zagreba, treba najaviti prije izdavanja

4. Informacije o izradenim

VRIJEDNOSNA - Vriedi za sve zone i finije,
KARTICA - prenosiva je na druge konsnike,
- kupuje se na predajnim mjestima ZET-a i kioscima ugovorenih parinera,
— - ucijeni vijednosne kartice od 50 kn sadran je trodak njezine izrade od 20 kn, & 30 kn raspoloZivo je za
= ~ placanje usluge prijevoza,
- - nadopunjava se samo na prodajnim mjestima ZET-a u iznosu koji korisnik sam odabere,
v - omogucava platanje prijevoza za vide osoba,
- - MmoZe se kupiti | dnevnu kartu po cijeni od 25 kuna. D—
PAPIRNATE - pojedinaéne i dnevne "papirnate” karte te karte za uspinjacu ostaju dalje u upotrebi,
KARTE kao i usluga mPrijevoza (kupnja karata mobilnim telefonom)

1. Obrazac Zahtjeva dostupan je na internetskoj stranici www.zet hr i na prodajnim mjestima ZET-a
2 Popunjeni Zahtjav, uz fotografiju | ostalu potrebnu jju, predaje se na mjestima ZET-a
3. Korisnik moze fzabrati dostavu Kartice postom ili fe preuzeti na istome prodajnome mjestu na kojemu je Zahtjev predan.

lzradenoj kartici, ovisno o vrsti, elektronickim putem treba if "markicu") za zeljenc

Kako se izdaju kartice?

karticama bif ¢e dostupne na intemetsko] stranici ZET-a.

P éje. Usluga placa se, dllth, M.rpﬂ,bmpmpim .Iupom knﬂﬁmmﬂfnmmmmww

na karticu, a njihova je

¢e, prilikom dostave kartice, biti obavije&ten upmozanom pismu.

roku valj kupona na kartici putnik

2grack ZET-a, Ozaliska 105

Zahtjevi za izdavanje pretplatnih karfica mogu se predati u ZET-ovim prodavaonicama karata

CRNOMEREC, okreliSle tramvaja: radnim danom, 10.00-17.00 sali  SESVETE aufobusni terminal: radnim danom, 10.00-17.00 sati
DUBRAVA, okretiste tramvaja. radnim danom, 10.00-17.00 sati DUBEC, autobusni terminal: radnim danom, 10.00-17.00 sati
SAVSKI MOST", okretiste tramvaja: radnim danom, 10.00-17.00 sati  ZET, Ozaliska 105 radnim danom, 7.30-18.00 sati

BORONGAJ, okretiste framvaja: radnim danom, 10.00-17.00 sali ZET, V. GORICA, Zagrebatka 46: radnim danom, 8 00-16.00 safi
ZAPRUBE., Balokoviceva bb: radnim danom, 10.00-17.00 safi 2ZAPRESIC, Nova ulica 10: radnim danom, 800-16.00 sati

TRG MAZURANICA: radnim danom, 10.00-17.00 sati

SUBOTOM sve prodavacnice karata (asim Velike Gorice i Zapredica) rade od 7.00 do 14,00 sati
* U prodavaonic) Savski most mogu se samo predat Zahfiev: Putmicy kop predaju Zahtiev 8 ne 2ele dostavy podtom, karte podizu u upravnoy

o

Gdje se izdaju kartice?

CiViTAS

E I-A N THE CIVITAS IMITIATIVE 1S CO-FINANCED
BY THE EURCOPEAN UNION

15



4.2.5. New services

4.2.5.1. Contact centre

In order to closer approach to citizens and visitors and to make PT more attractive and user
friendly, ZET introduced a new service. The Contact centre was opened by Milan Bandi¢, Mayor
of Zagreb, in May 2009. This service allows citizens quick and relevant information, by calling on
two telephone numbers.:060 100 001 or 0800 200 060.
Available information:

* Who are users of free-of-charge tickets in Zagreb?

» Free-of-charge routes in the centre

» Working hours of vending spaces
The operators in the contact centre will provide information related to the time table, actual traffic

situation, prices, etc. Also, they are informed and trained on electronic card use, so they can ex-
plain to passengers how to use them.

The free-of-charge telephone centre records 24-hours a day citizens' suggestions and comments
related to PT on which they receive feedback.

The interactive map on the actual PT situation is under preparation and will be posted on the
website of ZET.

4.2.5.2. New info point and vending place

-

A new info centre was opened in June 2010 in the centre of Zagreb. This new place was officially
launched by the Mayor of Zagreb, accompanied by the media, who showed a significant interest,
as this modern centre is opened by ZET in the centre and is user-friendly. The e-purse can be
prepaid in this place which makes the use of this new paying tool more practical and useful.

16
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4.2.6. Media coverage

The media, local and national, has continually shown interest for the introduction of the new elec-
tronic tariff system. The partners were proactive in approaching the media:

» A press conference with the Mayor of Zagreb was organized.
* Press releases were sent to all media when new services were introduced.

» Information was sent through the CIVITAS-ELAN info service facilitated by ODRAZ, to
more than 400 addresses.

» ZET experts were guests in different contact TV and radio shows offering gratis e-purse

smart cards:
27 April 2010 OTV-Open television
28 April 2010 Z1Television
Antena ZG radio
29 April 2010 Radio Sljeme
Zagrebacki radio
30 April 2010 HTV, Zagreb panorama

» The overview of media coverage related to measure 2.6-ZAG:

PRESS CLIPPING

DATE PRESS ARTICLE - TITLE SIZE LEVEL
12.6.2009 | Zagreb.hr Otvoren ZET-ov kontaktni centar :)/:ggf a local
29.8.2009 | Vjesnik Elektronicke kartice i nova naplata |y o0 | 5tional

zamjenjuju pokaze
Sep 2009 | Vjesnik Dacke i studentske iskaznice :)/:ggf a national
22.9.2009 | Novi list Danas besplatan prijevoz u ZET-u 65 cm? national
Info (Grad Zagreb - Gradski expert
Oct 2009 ured za strategijsko QIVITAS EI.‘AN Zagreb u Eurqp;kom 2 pages public +
A . tiednu mobilnosti 2009. i Drugi dio
planiranje i razvoj Grada) _ local
18.2.2010 | Novi list Cipirane ZVET-ove karte u prodaji 1/3 of a national
koncem oZujka page

. - CIVITAS ELAN: Futuristi¢a slika

April 2010 | Glas TreSnjevke Zagreba i Drugi dio 2 pages local
RADIO TITLE LENGHT | LEVEL
Gradski promet s procelnikom
Gradskog ureda za prostorno
Dec 2009 | Plavi radio uredenje, izgradnju Grada, 5:00 min | national
graditeljstvo, komunalne poslove i
promet
Jan 2010 HR2 Suskalica (ODRAZ, Grad Zagreb) 6:24 min | national
TELEVISION TITLE LENGHT | LEVEL
Feb 2010 HTV1 Dobro jutro Hrvatska (ODRAZ) 5 min national
17
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SIZE/LEN
WEBSITE TITLE GHT LEVEL
20.4.2009 |www.javno.info Zagrebom vozi tramvaj broj 20 3;‘;‘;2 *3 | hational
Sep 2009 gzgi:(/jlzv?:/évg.zqh.hr/default.as Europski tiedan mobilnosti 2009. 2 pages local
CIVITAS ELAN: Zasto je stari 26 lines +
19.10.2009 | www.zelenaenergija.hr tramvaj parkiran pred Tehnicki local
" photo
muzej?

http://www.zagrebancija.co 3

m/hr-aktualnosti/zelieznica- | Zeljeznica buduénosti povezat ¢e
31.1.2010 ; g - 1 page local

buducnosti-povezat-ce- Zagreb i Zupaniju

zagreb-i-zupaniju 291508

http://www.online-

zagreb.hr/moj zagreb/zagre

p T ono s . PN

25.3.2010 b%E2%80 @93¢u metropol | Kuda vozi Civitasov tramvaj broj 207 1 page local

a/kuda-vozi-civitasov-

tra%E2%80%89mvaj-broj-

20/
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5. Conclusion

ZET, Measure Leader of 2.6-ZAG, is in the final phase of implementation of a new ticketing
equipment. The activities are undertaken as planned and their implementation is one of presump-
tions for improving and introducing new ways in public transport in the City of Zagreb and in Croa-
tia generally.

ZET is continuously improving its services and preparing for introducing transport tariff union that
will involve all PT providers in Zagreb, Zagreb County and Krapina-Zagorje County. Besides ZET,
HZ (Croatian Railways) and several private transport providers should all be prepared for this
union. Until now, every provider has acted and trained its staff on its own. A technical precondi-
tion should be established to consolidate the joint system. The activities are under way to achieve
political decision and to start with planning, training and implementation.

The awareness of the necessity of introducing integrated public transport which includes a unified
tariff system, is achieved among decision-makers. As explained previously, the first steps towards
implementation are done. Through CIVITAS-ELAN, ZET and partners involved in the measure,
contributed to information sharing and helping citizens to easier implement introduced improve-
ments.
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6. Attachments

6.1.1. Press clippings

JAVNI PRIJEVOZ Voznja tramvajem bez naplate proirena do Kvalrica
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ZAGREB

ZET 0d 1. rgjna zapeimajis sa zahtjeni 22 izrac novih pretplatnih kartica 2a dake § stude dake i studenile

* Elektronicke kartice i nova
naplata zamjenjuju pokaze

ZET puziva gradane da nove kartice zatrade to prije, a zahtjevi za izdavarnje mogu se
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6.1.2. Power point presentation

s pfiin ||
1 =Y
CiViTAS B tehnolodki zastarjelo (1979)
B B financijski zahtjovno cdriavanje
ZAGREHS D
l:gﬂ:ﬂﬂ B lakie falsificiranje karata
B proprodaja mjesodnin markiea
ZAGRER . B Ezrada duplikata Iskaznica
ELEKTRONICKA
NAPLATA PRIJEVOZA
E civitas@zet.hr
hl!p:"ﬂh‘||II-ﬂ|ﬂﬂ.=Igmh.|"’

DANAS
= Validator samo za
baskontakine kartice
= Validator | za beskontakine
kartice | za papirnate kara
~ Color Touchscroeen
o VandalProof LCD ekran ‘
$L] - Zvukni | svjetiosn| signali - za \ | =
’ osobo 88 potedkodama sa
@' A vidam | sluhem
@ = Checkln sustav - prijava kod
. svakog ulaska
. = Priprema | za
Checkin/CheckOut sustav
. Prodaja | produtavanje
trajanja beskentaktnih karata - Ruéni uredajl sa
= larada (personallzacija} moguéncdty Eltanja MIFARE
beskontakinlh karata kartica
= Upis | aturiranje podataka o Prijencsni Blustooth® printer
e = lzdavanje kazni na licu
= Danadnje markice ée bitl
- Automatske blokiranje svih
kupenem pohranjenim na &
kartice s uredaja (validatora) prilikom
ulaska kontrode u vozilo
« Rastereéenje guivi u prvim
danima mjeseca jor 88 kupen = Hadzor nad radom konirolora
mode kupiti bllo kojl dan u
mjesecy | vrjedi 30 dana od
dana kupnje

CiViTAS | ELAN BV THE EURGPEAN UNION



= [Prema naéing (zrede
Papirnate karte

= Prama trajanju
Pojedinatne karte za vobnju u zonama
Dinegvre kmrte
Wripgdnasna karte #8 adredenim nowianim
lznonom

Pretplaing karte: mjssoine | godilinge
= Prema tipu korisndka
Opta, datia, studentaka, umirovijenidia,

mﬂﬂmwﬂlil
W eipbni vrisdnosns kartice od 80 kn sadrian o
tredak njating izrade cd 20 kn, a 30 kn

"PAPIRNATE T
KARTE =

P i papd ™ karin e karte 8
wipinjetu 08iEju dalje u upobebl. Lo | usluga
miPriprroz (kupria karata mobiinim telsfanom).

CiViTAS | ELAN

PUTNICI TREBAJU ZNATI

757 KARTICA
od prvoga rujna pretplatna kartica za dake |
whudenis

u sljedetom razdoblju vrigdnosna kartka i
pratplaing kartica £a ostale korienike

PRETPLATHA

P -}-J"'
KARTICA -“gl
o - —

zamjenjuje godidn)i, cdnoane missedni pokaz,
wrijedi 1,5 goding of dana (s3avan|s. bez obzirs s
promjene U i2atusy korieniis,

nadepuriEv ae mjssetrim, sdnesna gedidrjim
proj@latndm kugonima,

cijona izracie kartice iznoal 30 kn | plata ae pri

PREDNOSTI ELEKTRONICKE
NAPLATE PRIJEVOZA

= Boljs uprevljsnje podscima - optimizacja
prijevozs

« Integriranost s postojetim poslownim
sustavima u TET-u | van ZET-a

.+ Pobaljane rada vozata | hantrolora

= Smanjanjs broja putniles kojl ne pladaju karte
stirbavans | prodaji Lareta

+ Nuderje dodatnih usluga - integracija s
platnim sustavima, SMS plscanje usluga,
ushsge promidibs

= Poboljianie imidis

THE CIVITAS IMITIATIVE 1S CO-FINANCED
BY THE EURCOPEAN UNION
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Smanjenje vremena potrebnog za kupnju
karata

Dodatne moguénost] plaéanja

' Moguénost koriétenja jedne karte za vise
prijevoznika

Spretavanje koristenja ukradenih karata

Zakljucdak

© Ponudeno rieSenje isprobano je u praksi i

ima veliki broj refarenci u Europi i Sirom
svijota

Ponudeno rjedenje je modularno te nudi
veliki spektar funkcionalnosti | megucnosti
za ZET

Dodana vrijednost ZET-u | Zagrebu

CiViTAS | ELAN

THE CIVITAS IMITIATIVE 1S CO-FINANCED
BY THE EURCOPEAN UNION
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