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Marketing and Communication
Activities of HUKA members

Brankica Bajic,
Coordinator of HUKA Association

HRVATSKA UDRUGA KONCESIONARA ZA AUTOCESTE S NAPLATOM CESTARINE/CROATIAN ASSOCIATION OF TOLL MOTORWAYS CONCESSIONAIRES
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MOTORWAY NETWORK IN CROATIA

Hrvatske autoceste gl g g

Autocesta Rijeka-Zagreb
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1. COMMUNICATIONWITH
CUSTOMERS

1.1. PROVIDING GENERAL INFORMATION

e customer satisfaction analysis tools
(survey, questionnaires...)

*#

* information about the company and the
network through web/apps...

* regular and seasonal infomation on tolls

e special activities for tourists during
summer (water distribution, relax zones
at rest areas, trip planner, leaflets...)
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SERVICE QUALITY Bilin isira
MEASURING TOOLS

* mystery shopping

* survey conduction via touch-screen stand » 0494

* systematic e-mail questionnaire of satisfied users

7

AUTOCESTA RIJEKA-ZAGREB...
ORUSTVO 24 GRADENIE | GOSFODARENJE AUTOCESTOM

4

AUTOCESTE “-Aa
e customer survey on the website R —
* questions are changing with mfm”“’;?
regard to the desired feedback —
e useful information for business
improvement

* mystery shopping
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INTERACTIVE MAP

Main functionalities:

* rest stations

» toll price calculator
* cameras

 tourist destinations
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»DRIVE RESPONSIBLY,ARRIVE 7 &
SAFELY!’” CAMPAIGN

promotion of motorway driving safety tips, proper use of child car seats and driving
in wintry conditions

multilingual flyers, car refresheners, ”Baby on board” stickers and water bottles

distribution through points of sale and booth lanes

cooperation with Croatian National Tourist Board

rl

HRVATSKE
¢ AUTOCESTE 5

DRIVE RESPONSIBLY,
ARRIVE SAFELY!

ON A SAFE JOURNEY! Advice for driving in wintry conditions

SAFE CHILD

Q'i AUTOCESTA RIJEKA-ZAGREB..
’ DRUSTVO ZA GRADENIE | GOSPODARENJE AUTOCESTOM
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SUMMER ACTIVITIES

driver assistance with quad

vechile
cooperation with Red Cross

relax zone for drivers
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1. COMMUNICATIONWITH
CUSTOMERS

1.2. TOLL INFORMATION AND PROMOTION

* toll information through web/apps/

e dissemination of flyers on tolls

e education of tolling staff

* posters on toll promotion

e prize games with toll packages as awards

e adds in medias (tv, radio, newspapers,
Internet)

* |auch of new packages or benefits
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D I G ITA L C U STO M E R .’ ¥ [ Bt Sl G -.L—
COMMUNICATION fl P/ Bin st

In addition to WEB SHOPS available by all motorway companies with ETC
systems companies develop more advanced digital solutions

. L [
HAC ETC mobile application FI
main functionalities: 4

e account check & refill Lo

vl -

~K=) O 4l 46% & 17:4 I
Menu

= A i
- ccount overview

Account overview

e passes check
* contact HAC
e points of sale info

& Add funds

. Transactions

@ User data
B3 HAC info

€@ Contact

v Locations

0 Instructions
B Logout

* instructions for use
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TOLL INFORMATION AND
PROMOTION HRVATSKE

AUTOCESTE

e prize game for ETC promotion
* 3 questions on safe driving topic

e electronic PDF flyers with toll information in 8 languages

 HAC web site, foreign media and Croatian National Tourist
Board foreign offices

==
The highway toll \ *
WUelcome & ‘ 1 =
to Croatia! Osvojite VRIJEDNE ENC PRVI KU K
PAKETE u nagradnoj igri ) PONEDJELJA

Mere sbout ETC service s svallable at the sext k.

mmmm R ——
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ETC PACKAGE PROMOTION

* loyality Program for ETC users (exclusive
prizes and special benefits)

» possibility of winning ETC device for free
with bank card registration

* individual approach to existing and new
ETC users

* intensive promotion of post-paid ETC
package through campaigns over the year

I
(WS}
<
=
=
=}
A
2]
[N
O
o
(o
(ws]
©
<C
=
&
(=)
=
(@)
—
==
(=]
—
[N
(@)
=
=}
=
(&)
(@)
A
<<
—
=<
=
o
&
&)
~N
|
=
Q
=
v
i
o
=
=
<
—
a
<t
=
wv
|
==
[
k]
o
(=)
-
-
<<
<
~N
<
o
<<
=
=
)
i
o
=
(=]
>z
<
o
=)
(=
(=)
-
z
=S
[~
tor =

=
©
C
=
—
=
=5
=




£
PROMOTION OF EXPRESS AZM Hdss
TOLL LANES Y |

* non-cash payments
* no waiting /quick passages

 marked by orange lines and plates
before plazas
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2. SOCIALLY RESPONSIBLE
MARKETING

 promotion of socially responsible behaviour, rasing awareness about neuralgic
issues such as fire, use of mobiles, safe driving, ...)

e education of young drivers throug driving schools
e visits of young drivers to CCMT on motorways

e call for solutions towards targeted universities and educational institutions to
get innovative ideas from young students in different categories of motorway
management
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2

HRVATSKE
AUTOCESTE

TRAFFIC SAFETY EDUCATION

* backing the project "Safe
Driving License"

I od tvog Zivotal

L prevention and awareness [ an ANV s
of young people on traffic safety KiFi / '
e backing the project "The day

without mobile phones in

traffic”

& prevention of using the
communication equipment in
traffic

e native advertisement about
driving in strong wind
conditions
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TRAFFIC SAFETY EDUCATION

e visit to CCMT centers and facilities

? (! AUTOCESTA RIJEKA-ZAGREB .
DRUSTVO ZA GRADENJE )| GOSPODARENJE AUTOCESTOM
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TRAFFIC SAFETY EDUCATION Bipristra

e organizational support for
educational workshops and
practical safety drills in traffic

e educational program was
organized in 5 zones of
theoretical and practical
activities

S INNOVATIVE EDUCATION

T
BmnAisira

wesene PROGRAM FOR EMPLOYEES

AUTOCESTE

e Skill improvement for
employees in direct contact
L s with motorway users

najjaci alat

e Higher user satisfaction and
experience
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FIRE HAZARD
PREVENTION EDUCATION

HRVATSKE
AUTOCESTE

PREVENT
* educational flyers with l:mE

fire prevention advices

e cooperation with
Croatian firefighting
association

e distribution through
inserts in daily
newspapers and points
of sale

CROATIAN
FIREFIGHTING
ASSOCIATION
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,MIND (Y)OUR OWN BUSINESS” ~#=

student Innovation Competition in cooperation with academic
community

rewarding and impementation the most innovative student ideas on
motorways in Croatia

B‘A’..um natjecaj za inovacije

N
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HRVATSKA UDRUGA KONCESIONARA ZA AUTOCESTE S NAPLATOM CESTARINE/CROATIAN ASSOCIATION OF TOLL MOTORWAYS CONCESSIONAIRES
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HRVATSKA UDRUGA KONCESIONARA ZA AUTOCESTE S NAPLATOM CESTARINE/CROATIAN ASSOCIATION OF TOLL MOTORWAYS CONCESSIONAIRES

/!' AUTOCESTA RUEKA ZACREE..
”LIFE DINALP BEAR” =
PROJECT ﬁ.‘ LiFE
i

[] I N A l P 7 FATHRAZODY
BEAR LIFEI3 NAT/SI/000550

e project on prevention of road accidents with
wild animals, in particular brown bears

* installement of electric protection fences

30 exit doors, 6 stone jump-out ramps, 32
containers

e project success — no accident with bears on
ARZ motorway and increase of brown bears
population by 2.5 times over last 20 years

Communication with public about the project
e annual newsletter and 2 flyers
* 2info points and 6 info tables at rest areas

* workshops with children, youngsters and
adults, conferences and round tables
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=B o e k. BimnA | ZAGREE-MACELI
HRVATSKE . l

AUTOCESTE

u . 1
fl L -%-— . AZM nocsn
a

Thank you for your attention !

Sirolina 4, 10000 ZAGREB
Tel. +385 1 6515 375
mail: brankica.bajic@huka.hr
President — Miro Skrgati¢

www.huka.hr
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