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How to Integrate DRT in a public transport network in a Maa$S logic, through better strategic and
tactical planning? - Designing a tendering procedure for a new experimental service

DREAM_PACE pilot areas: Split Dalmatia County (HR)
Summary

The tendering procedure, co-designed and tested primarily on the
Split-Dalmatia County territory, covers the main relevant elements
to build an official tendering document for the procurement of new
services, i.e.:

- TheDRT service

- Software as support to the DRT service
- Equipment for vehicles

- Selection criteria
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Introduction

The tendering procedure, co-designed and tested primarily on the Split-Dalmatia County territory, covers
the main relevant elements to build an official tendering document for the procurement of new services,

i.e.:

The DRT service. This section describes the method of providing the DRT service, its duration,
funding, the area where the service will be provided, and its organization. It includes specific
qualitative parameters for the provision of the service, technical, operational and communication
standards and reporting.

Software as support to the DRT service. In this section the main elements of the software solution
are displayed including the recommended functionalities for the backup, driver and user
applications.

Equipment for vehicles. The tender must specify the characteristics of the hardware to be provided
and installed on the vehicles for the management of the services.

Selection criteria. The tendering procedure document provides detailed information on the
selection procedure.
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- PT Modal split examination

The whole urban area to detect, GIS, macroscopic traffic models

- Current service analysis

Passenger numbers, travel time, competitiveness, walking distance from the stops (etc.)

- Detect short- and medium-term development possibilities

Changing, developing and introducing new public transport network is a long and complex process. It
is necessary and possible to expand and refine the bus network. There are a significant nhumber of
neighbourhoods in the capital (e.g. suburbs or even new residential areas) where there is no
competitive public transport service. In these areas, restructuring of existing capacity or new capacity
by creating new bus lines, a measurable change can be achieved. In terms of the network, urban
transport development in the past three decades has not been flexible enough to follow urban
developments, and real estate developments have not taken into account network accessibility
aspects and changes outside the transport system in general. Private car usagee is high and access to
the city from outlying areas by public transport is generally more difficult. In the case of the public
transport network, this means improvements to reinforce its integrity: connecting isolated parts of
the network, while improving operational efficiency and the cityscape. When designing the public
transport network, the aim is to reduce the number of transfers per trip. But transfers and mode
changes cannot be eliminated completely. In designing transfer hubs, it is significant to taking into
account passenger flow characteristics, reducing the number of transfers per passenger, increasing
the number of connecting transfers points along with the comfort level of transfers, reducing walking
distances and differences in height level.

In public transport, demand is strongly influenced by supply, particularly in urban areas. A frequent
service, for example one with a higher level of service, generates more demand than a less frequent
service. In urban areas, demand is ad-hoc and the travel chains are not quite preplanned.
Digitalisation has made it possible to collect data completely, so we are able to determine exact
demand. This fundamentally changed transport network and capacity planning and facilitate the
widespread deployment of flexible systems. Passenger number data comes from different counters
e.g. infrared motion analyser, weight-based counters, cameras, ticket validators. Detailed dataset
can be collected, thus the constantly changing passenger demand is determined. This system can be
used for annual traffic inspection on every bus line, trolleybus line and on some tram line. On these
lines the cross-sectional passenger number, boarding and disembarking passenger. For complex
network planning it is recommended to use macroscopic transport planning and simulation software,
which has several inputs such as public transport GTFS, public transport passenger numbers, surveys
(e.g. household surveys), road traffic data, regional statistics data, infrastructure. Based on this
dataset detailed analytics are available.
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- Current fleet analysis

- Network strategy determining necessary extra fleet size

- Determining vehicle size distribution (e.g. buses: /double/ articulated, rigid 8 m-15 m lengths,
minibus (15-20 ppl), microbus (8-9 ppl), etc.)

- Classification by Propulsion System - ICEV (diesel, CNG etc.), EV, HEV FCEV, etc.

Public transport systems are the backbone of urban mobility, offering efficient, inclusive, and
environmentally responsible travel options. A well-defined fleet strategy is essential to align vehicle
resources with service demand, network expansion, and sustainability goals.

A thorough assessment of the existing fleet is the foundation of any strategic planning effort. This
includes:

- Fleet Composition: Inventory of vehicle types, sizes, and capacities currently in operation.
- Age Profile: Distribution of vehicle age to identify aging assets nearing retirement.

- Utilization Rates: Average daily mileage, peak-hour deployment, and off-peak idling.

- Maintenance Records: Frequency and cost of repairs, downtime, and reliability metrics.

- Environmental Performance: Emissions data and fuel efficiency across the fleet.

- This analysis helps identify gaps in service coverage, inefficiencies, and opportunities for
modernization.

Fleet requirements must be derived from the public transport (PT) network strategy, which outlines
service goals, coverage areas, and operational standards. Key considerations include:

- Service Frequency and Coverage: High-frequency corridors require more vehicles, while low-
density areas may need fewer but flexible options.

- Peak vs Off-Peak Demand: Fleet sizing must accommodate peak-hour surges without excessive
idle capacity during off-peak periods.

- Network Expansion Plans: New routes, intermodal hubs, and transit-oriented developments
necessitate additional vehicles.

-  Redundancy and Resilience: A buffer fleet ensures continuity during breakdowns,
maintenance, or emergencies.

- Vehicle Size Distribution: Matching vehicle size to route demand is crucial for operational
efficiency and passenger comfort: double articulated (120-150 pax), articulated (70-100 pax),
doube decker (60-80pax), rigid bus (12-15m) (40-60 pax), mid-size bus (8-11m)(30-50 pax),
minibus (15-20 pax), microbus (~9 pax)

- Classification by Propulsion System: Fleet strategy must also consider propulsion technologies
to meet environmental and regulatory goals: ICEV (diesel, CNG etc.), EV, HEV FCEV
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- Selecting the projects based on the strategies

by creating business plan (financial)

- Project preplanning

infrastructure, expected passenger number, expected fleet size/type, CAPEX, OPEX
- Prior Approval

Business plan must be approved by the board of directors / local governments / state authorities

A well-structured business plan is the cornerstone of successful public transport initiatives. It ensures
that projects are strategically aligned, financially viable, and operationally sound.

The first step in developing a business plan is identifying projects that align with broader transport
and urban development strategies. This involves:

- Strategic Fit: Projects must support long-term goals such as improving accessibility, reducing
congestion, promoting sustainability, and enhancing regional connectivity.

- Demand Analysis: Selection should be based on data-driven insights into travel patterns,
underserved areas, and projected growth corridors.

- Financial Planning: A preliminary financial business plan is created to assess feasibility. This
includes:

e Revenue projections (fares, subsidies, advertising)
e Cost estimates (capital and operational)
e Funding sources (public investment, private partnerships, grants)

Only projects that demonstrate strategic relevance and financial sustainability proceed to the next
stage.

Preplanning is essential to define the scope, scale, and resource requirements of the project. Key
elements include:

- Infrastructure Requirements:
e Construction of terminals, depots, stops, and maintenance facilities
e Integration with existing transport modes and urban infrastructure
- Expected Passenger Numbers:
e Forecasting ridership based on demographic data, land use, and service frequency
e Estimating peak and off-peak demand to guide fleet deployment
- Fleet Size and Type:

e Determining the number and type of vehicles needed (e.g., articulated buses, minibuses,
electric vehicles)

e Matching vehicle specifications to route characteristics and passenger volumes
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- Capital Expenditure (CAPEX):
¢ |Initial investment in vehicles, infrastructure, technology, and training
e Long-term asset acquisition and depreciation planning

- Operational Expenditure (OPEX):
e Recurring costs such as fuel, maintenance, staffing, and administration
e Budgeting for service delivery, marketing, and customer support

This phase ensures that all technical, financial, and logistical aspects are clearly defined before
implementation.

Before execution, the business plan must undergo a formal approval process to ensure accountability
and compliance. This includes:

- Board of Directors: Internal review by the governing body of the transport agency or company
/ Evaluation of strategic alignment, financial risk, and operational readiness

- Local Governments: Assessment of community impact, land use compatibility, and local
funding contributions

- State Authorities: Regulatory compliance, environmental approvals, and alighment with
state-level transport policies.
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- Determining the exact demands and needs
e potential users (age, profession, travel modes, travel occasion)
e new service(s) network/ routes,
e important POls (facilities: shops, kindergarten, schools, (sport) venue locations
e location of the stops
e design of the stops
e anything else important for the project

Public consultation is a vital component of planning and implementing effective public transport systems.
It ensures that the voices of citizens—especially potential users—are heard and integrated into the design
and delivery of services. By engaging the community, transport authorities can better understand local
needs, improve service relevance, and foster public trust.

Effective public transport begins with understanding who will use it. Public consultation helps identify:

- Age Groups: Children, students, working adults, elderly passengers—all have different mobility
needs and expectations.

- Professions: Office workers, healthcare staff, retail employees, and shift workers may require
tailored service hours and routes.

- Travel Modes: Insights into how people currently travel (walking, cycling, driving, rideshare)
inform integration and modal shift strategies.

- Travel Occasions: Daily commuting, school runs, shopping trips, leisure outings, and medical visits
all influence service frequency and coverage.

Surveys, focus groups, and digital engagement platforms can gather this data to shape user-centric
transport solutions.

Mapping Important Points of Interest (POls): Public transport must connect people to the places they
value most. Through consultation, planners can pinpoint:

- Commercial Facilities: Shops, markets, and malls that generate high foot traffic.
- Educational Institutions: Kindergartens, schools, and universities with predictable daily demand.

- Sport and Cultural Venues: Stadiums, gyms, theaters, and community centers that require event-
based service adjustments.

- Healthcare Services: Clinics, hospitals, and pharmacies that need reliable access for vulnerable
populations.

Mapping these POls ensures that transport routes serve real-life destinations, not just theoretical
corridors.

Stop placement and design directly affect accessibility, safety, and user experience. Public consultation
helps:

- Select optimal locations: Residents can suggest safe, convenient, and visible spots for stops.

- Improve accessibility: Feedback from people with disabilities, parents with strollers, and elderly
users informs inclusive design.
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- Enhance comfort and safety: Suggestions for shelters, lighting, seating, signage, and real-time
information displays improve usability.

- Integrate with surroundings: Stops should complement urban aesthetics and avoid obstructing
pedestrian flow or traffic.

Engaging the public in stop design fosters ownership and satisfaction with the transport system.
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- Sources of funding and co-funding for the DRT service

- Service model (spatial or/and schedule: fixed, flexible, combination)
- Area and duration of the service, working hours

- Regulatory framework

- Rights and responsibilities of the client and the DRT service provider
- Approximate cost estimates

Before issuing the tender documentation, it is necessary to prepare for implementation. This includes
defining the sources of funding/co-funding for the DRT service (from ticket sales, EU sources and/or
regional sources, sponsoring companies). It is necessary to define the area in which the DRT service will
be implemented and which DRT model will be applied (depending on the area and demand requirements,
models can be fixed, flexible, or a combination, for example, fixed existing public transport stops with a
variable timetable). Accordingly, it is necessary to define the duration and working hours of the service.
Before issuing the tender documentation, it is also necessary to provide an approximate cost estimate
and define the rights and responsibilities of the users and the DRT service provider.

This section describes the method of providing the DRT service, its duration, funding, the area where the
service will be provided, and its organization. It is necessary to emphasize the goal and purpose of
implementing the DRT service, as well as to define DRT in accordance with national legal regulations and
guidelines.

Focus should also be placed on the source(s) of funding/co-funding for the service (EU programs, national
programs, regional and local sources, ticket sales, etc.). The duration of the service should be specified,
including whether a testing period is required (e.g., the 1+11 model, where the first month is for testing
and service adjustment, and the remaining 11 months are for full-service delivery). When describing the
DRT service, it is important to highlight the rights and responsibilities of both the contracting authority
and the service provider. For the service provider, it is necessary to outline the minimum requirements
for application (e.g., valid passenger transport licenses and other documentation in accordance with
national legislation).

The service provider must commit to offering the DRT service to meet the transport needs of residents in
rural and sparsely populated areas where no public line transport is organized, in response to specific
transport requests. It should also be clearly stated whether the DRT model is predefined (e.g., fixed or
flexible timetables, fixed or flexible stops). It is important to describe and define possible scenarios, such
as passengers waiting at a stop without having requested transport (the contracting authority must
determine whether boarding the DRT vehicle is allowed without prior notice or only according to available
vehicle capacity).

In cases where the service is free of charge for the end user, it is necessary to describe how
users/passengers will receive confirmation of transport (depending on applicable national laws regarding
travel tickets). In the case of free tickets, the service provider must commit not to charge end users for
tickets, in accordance with the provisions of the Contracting Authority or the rules regarding co-financing
from EU funds. It is necessary to list all legal acts and regulations related to the provision of DRT services
in accordance with national legislation. In the descriptive part of the service, it is important to provide
detailed information on the area where the DRT service will be provided, including:

- The DRT model (variable or flexible timetables and stops)
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DRT operating hours (weekends, holidays, nighttime hours)
The administrative area in which the service will be provided
The total route length

The expected travel time (if the model allows for estimation, where at least one component is
fixed)

Daily mileage and fuel consumption estimates

Number of driver shifts

A map of the area and/or route where the service will be provided
Transfer points to other DRT lines, if applicable

Transfer points to other modes of transport, if applicable (regular bus, rail, and/or maritime
lines)

A table of stops for each line and in each direction (if a fixed-stop model is selected)
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- Technical standards (cleanliness, comfort, heating/cooling)

- Operational standards (number and type of vehicles, replacement vehicles)

- Accessibility requirements

- Communication standards (response to feedback and complaints, via the app)

In the area of preparing standards, it is necessary to cover at least the technical, operational, and
communication standards. Regarding technical standards, the tender documentation should include
minimum standards such as cleanliness, comfort, and heating/cooling. Operational standards should cover
the minimum number of vehicles, type of vehicles, adherence to the timetable, and replacement vehicles
in case of breakdowns. For communication standards, it is recommended to define minimum standards
related to communication with end users, such as responses to complaints, a customer service phone
number, and responses to feedback via the app.

It is important to highlight and specify the quality standards of the DRT service that relate to:

Technical standards (cleanliness, heating/cooling, passenger information and booking of DRT services
via web and/or mobile applications)

Operational standards (number and type of vehicles, regularity in service delivery, replacement vehicle
in case of breakdown)

Communication standards within vehicles and with passengers (a device in the provider’s vehicle with
a screen that can generate a route based on passenger requests, the ability to issue travel tickets outside
the vehicle—via an app—and/or inside the vehicle, a web and/or mobile application for passengers, and
responsiveness to feedback and complaints)

Quality standards are confirmed based on the submitted forms (annexes in the annex chapter). Each
required standard must be described in detail. Guidelines for the standards include:

Technical quality standards and required criteria:
vehicle cleanliness includes:
vehicles providing DRT services must be clean both inside and outside,

internal cleanliness of the vehicle means that the vehicle is swept, dirt is removed, and the vehicle is
ventilated,

fabric-covered seats must be cleaned,

in case of significant internal and/or external contamination of the vehicle, cleaning must be carried out
immediately after such contamination occurs, regardless of when the last cleaning was done,

external cleaning of the vehicle means that the vehicle is completely cleaned on the outside,
vehicles performing DRT services must be clean on the outside,

the DRT service provider is obliged to keep and maintain records of all performed cleanings.
heating and cooling of the vehicle:

the DRT service provider must ensure that all heating and cooling devices are functioning properly and
are set appropriately,
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the DRT service provider is obliged to ensure that all vehicles are heated and cooled according to the
weather conditions.

informing passengers via a mobile application

a mobile application should be available to passengers,

the applications should include at least the following functionalities:

reservation, ordering, and cancellation of the DRTservice,

trip planning,

tracking the status and arrival time of the ordered vehicle via a map (automatic real-time status updates),

receiving status and general information from the dispatcher/system (through the app and push
notifications),

payment support (support and management of credit cards),
support for integration with other systems (e.g., ticketing systems),

the application should support Android and i0S, mobile phones, and tablets (native applications for both
platforms).

external marking of the vehicle

the service provider, when performing the DRT service, must mark the vehicles with appropriate signs
(indicating that the service is funded by an EU project), which will be prepared by the Client.

Operational quality standards and required criteria are:

Number of vehicles - The DRT service provider must deliver the planned public transport service in
accordance with the obligations set out in the DRT Service chapter, either with the planned vehicles or
with replacement vehicles in case of breakdowns or other operational difficulties.

Type of vehicles - The DRT service provider is obliged to perform the services using the planned and
approved types of vehicles according to the obligations in the DRT Service chapter.

Regularity of transport - The DRT service provider commits to performing the contracted transport
regularly and in accordance with the variable timetable.

Adherence to the variable timetable - The DRT service provider commits to performing the contracted
transport according to the variable timetable, which means that if there is demand and a variable
timetable is generated, the service must be provided at the agreed time; otherwise, if there is no demand
and no requests for DRT service are received, the provider is not obligated to run “empty rides.”

Replacement vehicle - The DRT service provider commits that, in case the planned timetable is disrupted
due to vehicle breakdown, accident, or other reasons, a replacement vehicle will be provided.

Communication standards with passengers and required criteria are:
Informing passengers via website and/or mobile application,

The DRT service provider is obliged to provide at least the following information: service operating hours,
departure time and location, route lines, rules for using the DRT service, and the customer service phone
number,

The DRT service provider is obliged to inform passengers about planned changes in service provision via
website and/or mobile application,
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The DRT service provider is obliged to respond to passenger suggestions and complaints within 14 days
from the date of receipt,

The DRT service provider is obliged to notify the Client of all received passenger suggestions and
complaints within 14 days from the date of receipt, as well as inform about their response within 14 days
from sending the reply to the suggestions and/or complaints.

Reporting

It is necessary to define the reporting method and how often supervision by the Client will be carried out.
It is also necessary to define whether the supervision will be conducted with prior notice and/or
unannounced, and whether it will be carried out exclusively by the Client or by a legal entity appointed
by the Client (Form 4 in Annex).
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Step 7: Specification of functions for DRT
software

- Backoffice App
e Real-time fleet tracking
e Vehicle data
Itinerary modification
Analytics and statistics
e Finance, accounting, SLA
- Driver App
e Automatic routing and time planning
e Display of traffic information
e Voice and visual instructions
- Integrated User App/responsive webpage
e Status and arrival time tracking
e Trip planning and booking
- Vehicle equipment/features
e Equipment specification (Android or iOS tablet devices)
e Communication between driver and central (Backoffice) system
e Display of traffic information, etc.

Backoffice application

Through this application, the DRT service provider should have the ability to create new and optimize
existing itineraries, as well as manage passenger pick-up and drop-off. In addition to service monitoring
and management capabilities, various statistical data should also be available, such as information on
vehicles, number of passengers, etc. The application must allow for user registration and management of
registered users/passengers.

Functionalities that the Backoffice application should support - guidelines:

- real-time fleet monitoring,

- overview of vehicle data,

- creation and modification of itineraries,

- passenger pick-up and drop-off management,

- service-related statistical data,

- report generation based on available data,

- user management (user accounts, payment history, payment methods, etc.),

- driver management (creation of checklists),

- support for integration with other systems (e.g., ticketing systems),

- the client application should be accessible via standard web browsers on PC and Mac computers
(cloud-based solution).

Driver application

In the chapter related to the driver application, the Client should emphasize the purpose of the
application, which is the timely delivery of relevant information as well as general communication
between the DRT vehicle network and the Backoffice system. The main focus of the application is real-
time navigation functionality, which includes automatic routing and scheduling of pick-up and arrival
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times. Communication is carried out via tablet devices with which the vehicles used for providing the DRT
service must be equipped.

It is also necessary to define the functionalities of the application. The guidelines are:

- communication between the driver and the central (Backoffice) system,

- turn-by-turn navigation with voice and visual instructions,

- automatic routing and time scheduling based on advanced algorithms for calculating the most
efficient itineraries,

- display of traffic information,

- two-way text communication between one or more drivers and the dispatcher/system (via the
app and push notifications),

- display of interactive checklists managed through the Backoffice application,

- interactive predefined interactions with drivers and dispatchers (e.g., confirmation of passenger
boarding and/or drop-off),

the application should support Android and i0S, both mobile and tablet devices (native applications for
both platforms).

Application for service users

In this chapter, the Client should emphasize in the documentation that this application is intended for
the end users of the DRT service. The goal is to encourage users to utilize the service, which will provide
them with additional mobility not supported by other modes of public transport due to infrastructural
and/or organizational limitations.

Through the application, passengers should be able to order/reserve their ride and track the status and
arrival time of the ordered vehicle.

The application must be connected to the Backoffice system, which should be the backbone of all
transactions between the connected systems (Backoffice, Driver Application, and User Application).

Functionalities that the user application should support - guidelines:

- reservation, ordering, and cancellation of the DRT service,

- trip planning,

- tracking the status and arrival time of the ordered vehicle via a map (automatic real-time status
updates),

- receiving status and general information from the dispatcher/system (through the app and push
notifications),

- payment support (support and management of credit cards),

- support for integration with other systems (e.g., ticketing systems),

- the application should support Android and iOS, mobile phones and tablets (native applications
for both platforms)

Equipment for vehicles

In the tender documentation, it should be emphasized that the vehicles used to provide the DRT service
must be equipped with tablet devices, which will support communication with the central part of the
information system (Backoffice), navigation, and other functions such as:

- communication between the driver and the central (Backoffice) system,

- turn-by-turn navigation with voice and visual instructions,

- automatic routing and time scheduling based on advanced algorithms for calculating the most
efficient itineraries,

- display of traffic information,
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two-way text communication between one or more drivers and the dispatcher/system (via the
app and push notifications),

display of interactive checklists managed through the Backoffice application,

interactive predefined interactions with drivers and dispatchers (e.g., confirmation of passenger
boarding and/or drop-off),

the tablet device must be based on the Android or iOS platform.
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- Proof of public passenger transport operations (e.g., license) of the DRT service provider
- Proof of required human and technical resources of the DRT service provider

- Proof of previous experience of the DRT service provider

- Defining templates for criteria verification

In the tender documentation, it should be emphasized on the criteria according to which the DRT service
provider will be selected. Below are guidelines that need to be adapted to the legal regulations of the
country in which the tender is issued.

- License authorizing the performance of public passenger transport activities
Proof method:

A document proving this requirement is an extract from the license for each individual vehicle
offered by the bidder for the execution of the passenger transport service (if the carrier has been
issued a license for the provision of domestic road transport services).

- The economic operator must demonstrate that it has the necessary human and technical
resources, as well as the experience required to perform the public procurement contract at
an appropriate level of quality, especially by proving a sufficient level of experience, which
shall be demonstrated through appropriate references from previously completed contracts.
Proof method:

A statement by the bidder that they have at their disposal the minimum required number of
drivers, and that these drivers meet all professional qualification requirements, along with Form
3.

- The economic operator must demonstrate that, in the year in which the public procurement
procedure was initiated and during the three preceding years, it has been providing public
passenger transport services, and must prove that this has been done through one or more
contracts related to passenger transport services.

Proof method:
A statement by the bidder confirming the provision of public passenger transport services for at
least 3 years, through one or more contracts related to the provision of such services.

TECHNICAL CAPACITY REQUIREMENTS:

- The economic operator must demonstrate that it has an established information system with all
three key components supporting the DRT service (Backoffice application, Driver application,
User application).

- The economic operator must demonstrate that it has the minimum required number of vehicles
available to provide the service subject to this public procurement procedure. All vehicles must
comply with the applicable legal regulations of the country to which the tender documentation
refers.

All vehicles must meet the following technical specifications:

1. Connected to the information system for managing the DRT service
2. Equipped with tablet devices as a platform for using the driver application
3. Air conditioning and heating of the passenger compartment - factory-installed or certified

Proof method:
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Completed Form 1 - Statement on the category and technical specifications of vehicles, with attached
copies of the registration documents for each vehicle, as well as a statement on the age of the vehicles
(Form 2).

CONTRACT DURATION

The duration of the contract must be defined, along with the applicable model (e.g., whether there is a
testing period such as a 1 + 11 model, where the first month is dedicated to service testing, or a 12-
month model in which the DRT service is provided continuously for all 12 months).

SELECTION CRITERION

The tender documentation should also include the criteria for selecting the bidder. The selection criterion
may be the lowest offered price. The offer must meet all the specified minimum selection criteria.

SERVICE AVAILABILITY

During the provision of the DRT service, the Provider must ensure service availability, i.e., resolve any
issues affecting service delivery within defined timeframes, in accordance with the severity of the
problem. Guidelines are presented in the table below.

Severity Problem description Response Expected resolution
level time time

1 Failures and malfunctions causing complete 2 hours from | 12 hours from the start
service unavailability. the problem | of problem resolution
Example of a first-level problem: unavailability of report
the information system supporting the DRT service.

2 Failures and malfunctions causing partial service | 1 hour from | 24 hours from the start
unavailability. the problem | of problem resolution
Example of a second-level problem: vehicle report
malfunction.

3 Failures and malfunctions that reduce the quality |8 hours from As soon as possible
of the service. the problem | depending on the nature
Example of a third-level problem: certain report of the problem, but no
functionalities of the user application are later than 2 working
unavailable, e.g., real-time vehicle tracking is not days from the problem
working. report

4 Difficulties that do not significantly affect system 24 hours As soon as possible
operation and do not slow down business from the |depending on the nature
processes (minor defects). problem of the problem, but no
Example of a fourth-level problem: issues with the report later than 5 working
vehicle’s air conditioning function. days from the problem

report
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Step 9: Opening of the tender and selection

Public announcement of the tender

Monitoring the procedure and communication with potential service providers
Receiving and analysing submitted bids

Selection of the bid based on defined criteria for bid evaluation

In accordance with national legislation and regulations governing public tenders for transport services, it
is necessary to define the public tender procedure, publish the tender, monitor the process, and
communicate with potential DRT service providers (responding to questions and clarifications regarding
the tender documentation). All bids must be properly received, analysed, and the most suitable one
selected based on the established bid evaluation criteria. Once the selection is made, it is necessary to
notify and publicly announce the chosen provider, followed by the procedures for contract signing and
the commencement of the public DRT service.
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- Test runs before opening
- Communication
DRTs are special services, passenger information system must be advanced
- Monitoring the operation: passenger number, software, service, finance, etc.
- Customer satisfaction survey/feedback
Similar to public consultation but focusing on the existing service
- Madification/ correction/ development of the service/software

The successful introduction of a new public transport service requires meticulous planning, robust
communication, and continuous evaluation. Whether it's a fixed-route system or a flexible Demand
Responsive Transport (DRT) model, the launch phase sets the tone for long-term performance.
Before public operations begin, test runs are essential to validate the system’s readiness. These include:
- Operational Trials: Simulated service runs to test vehicle performance, route timing, stop placements,
and driver familiarity.
- Technical Validation: Ensuring that onboard systems (GPS, ticketing, communication) function
reliably.
- Safety Checks: Verifying compliance with safety standards, emergency protocols, and accessibility
features.
- Staff Training: Preparing drivers, dispatchers, and customer service teams for real-world scenarios.
- Real-time tracking of vehicles via apps or displays
- Dynamic scheduling and booking interfaces for DRTs
- User Education: Tutorials, guides, and help desks to assist passengers in navigating new systems.

Public Awareness Campaigns: Informing residents about the new service through media, social platforms,
and community outreach. For DRTs, where routes and schedules can be flexible, intuitive and responsive
communication tools are vital to user adoption.

Once launched, continuous monitoring ensures the service meets performance and financial goals. This
includes:

- Passenger Numbers: Tracking ridership trends, peak usage times, and route popularity.

- Software Performance: Evaluating booking platforms, dispatch algorithms, and data integration.

- Service Quality: Measuring punctuality, vehicle cleanliness, driver behaviour, and incident reports.

- Revenue from fares and subsidies

- Operating costs (fuel, maintenance, staffing)

- Cost-efficiency indicators (cost per passenger, cost per km)

Data-driven monitoring enables timely interventions and strategic adjustments.

Post-launch feedback is crucial to refine the service. Unlike public consultation, which focuses on
planning, this phase evaluates actual user experience: Surveys and Polls: Collecting feedback on comfort,
reliability, ease of use, and overall satisfaction.

Based on monitoring and feedback, continuous improvement is essential. This may involve:
- Service Adjustments:
- Rerouting or rescheduling based on demand
- Adding or removing stops
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Enhancing frequency or capacity
Software Updates: Improving user interfaces, Fixing bugs and optimizing algorithms, Integrating new
features (e.g., payment options, accessibility tools)
Policy Revisions: Updating fare structures, service rules, or eligibility criteria.
An agile approach to modification ensures the service remains responsive, efficient, and user-friendly.
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Conclusions

The tender documentation provides a detailed and structured guide to ensure that the procurement and
delivery of the DRT service meet high standards of quality, efficiency, and legal compliance. By clearly
defining technical, operational, and communication requirements, as well as the selection criteria for
bidders, it aims to facilitate the selection of a competent service provider capable of delivering reliable
and user-friendly transport solutions tailored to the specific needs of rural and underserved areas. This

structured approach ensures transparency, accountability, and continuous service improvement throughout
the contract duration.
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Annexes

FORM 1.
STATEMENT

ON THE CATEGORY AND TEHNICAL SPECIFICATIONS OF THE VEHICLE

CONTRACTING AUTHORITY:
REFERENCE NUMBER:

SUBJECT OF PROCUREMENT:

, from
(name and surname) (place)
ID card number/passport number: , as the authorized person for this
procedure
(name and registered office of the economic entity),
ID: , under material and criminal liability, | hereby declare that we have the
following vehicles at our disposal:
Serial Vehicle registration Category of Euro The vehicle meets all technical
numb | number vehicles standard specifications required under
er the chapters “Requirements for
the Economic Operator” and
“Technical Capacity

Requirements” (yes/no)
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FORM 2.

CONTRACTING AUTHORITY:

REFERENCE NUMBER:
SUBJECT OF PROCUREMENT:

* X

HILCIITyYy RN Co-fundedby
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STATEMENT

ON THE AGE OF THE VEHICLE

from

(name and surname)

ID card number/passport number:

procedure

(place)

, as the authorized person for this

(name and registered office of the economic entity)

ID:

Serial | Vehicle registration
numb | number
er

, under material and criminal liability, | hereby declare that we have the
following vehicles at our disposal:

Category of Euro The vehicle has all the
vehicles standard technical characteristics

required in the chapters
"Conditions of the Economic
Operator and Conditions of
Technical Capability" (yes/no)

Copies of the vehicle registration certificates for the vehicles listed in the table are attached to this statement.
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FORM 3.
STATEMENT

ON THE AVAILABILITY OF HUMAN RESOURCES

CONTRACTING AUTHORITY:
RECORD NUMBER:

SUBJECT OF PROCUREMENT:

, from
(name and surname) (place)
ID card number/passport number: , as the authorized person for this
procedure
(name and registered office of the economic entity),
ID: , under material and criminal liability, | declare that we have the following bus

drivers available who meet all the professional driver qualification requirements prescribed by the Law (specify
the applicable law) (category "B" driving license, other necessary initial qualifications, and periodic training).

Serial | Driver/s full Educational and Driver’s license with valid CODE 95 (driver’s
numb name professional qualifications | license number)
er

1.
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FORM 4.
STATEMENT

ON ACCEPTANCE OF INSPECTION CONDUCTED BY THE PUBLIC CONTRACTING AUTHORITY

CONTRACTING AUTHORITY:
RECORD NUMBER:

SUBJECT OF PROCUREMENT:

l, from

(name and surname) (place)

ID card number/passport number: , as the authorized person for
this procedure

(name and registered office of the economic entity),

ID: , under material and criminal liability, | declare that the bidder accepts the
inspection conducted by the public contracting authority or, on its behalf, by the competent body of the service
provider’s country of establishment, which relates to the technical capacities of the service provider.
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