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What we offer

COSTA NAVARINO 2019

165 tunnels (203 km)
s.780 bridges

Walserberg

Arlberg STRECKE Katschberg
sl STRECKEN MGALT 50 5 TRECKEN MUALIT |
Brennerpass
I
s Toll sticker (Annual toll sticker, two month toll sticker, ten day Karawanken
toll sticker) or GO-Box Route toll or GO-Box 5 S TRECKEN MAUT |

mmmsm Streckenmaut
Total length of the route network: Approx. 2.223 km
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Who are our Customers?
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Who are our Customers?

Vignette (KLEBE Section Toll

DIGITALE
VIGNETTE

<3.5t GVW

. [BZC: drivers of cars, motorcycles, caravans (< 3,5 t)]
* B2B: businesses with vehicle fleets (< 3,5 t)
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Who are our Customers?

COSTA NAVARINO 2019

* customer segmentation survey amongst +1.500 Austrian car
drivers in 2018

* varity of variables, such as

- demographic characteristics, vehicle use, the use of motorways and
expressways, the use of toll products (e.g. the digital vignette or toll stickers),
motifs and needs in that regard, lifestyle parameters, personal values, media use,
communicational behavior and satisfaction with the Austrian road administration

* as aresult, 7 groups have been identified
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s rismr Who are our Customers?

COSTA NAVARINO 2019

Online-/
ASFINAG-
Affinity

Informed

Family Cab

Commuter

Business §
Adventurous Traveller
Fun Driver |
_______________________ S
mobile | Usage of
Digital | Motworways /
. | Expressways
Pragmatic Goal-driven i
|
|
|
|

Happy | Traditional
saver ASafe Driver

——

D AISFIiINAG



ASECAP DAYS

Customer Satisfaction *

COSTA NAVARINO 2019

Price/performance ratio Vignette / Digital Vignette

car drivers overall

informed business traveller

goal-driven commuter

adventurous fun driver @

pragmatic family cab 5,5
traditional safe driver
multi-mobil digital
conservative happy saver 55,8
O S I
0 25 50 60 70 80 100
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What do Customers pay for? *

The informed business traveler

He is a true professional — also with
regard to cars and traffic. Always well
informed via different online channels,
he chooses the best route to reach his
destination. He knows the ASFINAG and
uses its
to prepare for his next trip. He is likely to
buy his annual vignette in the ASFINAG
web shop. The business-
traveler likes to stop at §
to enjoy a
coffee break.

COSTA NAVARINO 2019

The adventurous fun driver

The way is his goal, his car is his favorite
hobby — and an important status symbol.
The fun driver hits the road with his partner
or friends and enjoys driving. Sometimes he
even overlooks speed limits for the joy of
the ride. Being not much older than 30, he
is a digital native and uses social media, but

also sees the ASFINAG as a reliable source

of :
When he takes a break,
he prefers resting areas
with offerings.
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What do Customers pay for? *

COSTA NAVARINO 2019

Unexpected pleasant surprises or
delights. High potential to increase
satisfaction.

excitement

attributes
Obvious attributes, that can
either improve satisfaction or ,
bring dissatisfaction, performance attributes
depending on their
performance.
,Must-be’s” -
If not met, J
customers will threshold attributes

be dissatisfied

Types of attributes based on the KANO model of Customer Satisfaction.
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What do Customers pay for? *

COSTA NAVARINO 2019

Unexpected pleasant surprises or * Fulfilment does not
del.ights._High potential to increase  faycitement generate better

satisfaction. attributes perception of customer
O.b\nogs attrlbutes_, that-can , orientation

either improve satisfaction or .

bring dissatisfaction, performance attributes * Non-fulfilment generates
depending on their dissatisfaction %
performance.

,Must-be’s” -

If not met, J > safet

customers will threshold attributes y

be dissatisfied — operation / maintainance

Types of attributes based on the KANO model of Customer Satisfaction.
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What do Customers pay for?

Unexpected pleasant surprises or
delights. High potential to increase
satisfaction.

excitement
attributes

ASECAP DAYS

COSTA NAVARINO 2019

* The better the rating, the higher the
perceived customer orientation
(linearer relation).

,Must-be’s” -
If not met,
customers will
be dissatisfied

threshold attributes

Obvious attributes, that can - construction sites
either improve satisfaction or , .
bring dissatisfaction, performance attributes 2 resting areas
depending on their - tolling
performance.

v

* Motto “The more/the
less, the better.”

Types of attributes based on the KANO model of Customer Satisfaction.
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What do Customers pay for? *

COSTA NAVARINO 2019

—> availability

Unexpected pleasant surprises or L. .
—> traffic information

del.ights._ High potential to increase  Jaycitement .
satisfaction. attributes -2 touchpoints

Obvious attributes, that can

either improve satisfaction or , ) .
bring dissatisfaction, performance attributes * Potential to create high
depending on their satisfaction

performance. * highest potential in

,Must-be’s” -

If not met,

customers will threshold attributes
be dissatisfied

availability

Types of attributes based on the KANO model of Customer Satisfaction.
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Products v My account v Shopping cart = Consumer

More information

i

UR 0 EUR 89.20
VIGNETTE & g VIGNETTE & ; SECTION TOLL

10-DAY R a5 l \ 2-MONTH SRS ! ANNUAL DIGITAL

VIGNETTE &




ASFINAG mobile app

0713 » Traffic information

DASFiIiNAG

Live Bilder Verkehrsinfos

® 3

Kompagnon Shop

| Meine Route

Am Europlatz, 1120 Meidling (Wien)

39min ¢ ? 56min

Wallygasse, 2700 Wiener Neustadt

9.9 Im Routenplaner anzeigen
BITTE®
KONTROL|,

RUCKGELD § N
. & | Meine Live-Bilder

I\ /n

Tolling

ASECAP DAYS

-

COSTA NAVARINO 2019
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ASFINAG mobile app (2018) S
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Electric charging stations

COSTA NAVARINO 2019

NAG provides every 100 kilometres an electric charging station
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Next generation services

COSTA NAVARINO 2019

Intelligent Mobile Trailer Infrastructure to Vehicle

7 i s — Communication

Advanced TR | ek

connected information T |

=
Road-side Unit Traffic Control Centre

"""""" “~

s P Q0O % 4uisos
@ Seebenstein

Traffic
information

Road-si

K 20 Un

Gleisdorf West

b e S F 0 - I %% . ‘
< 1.5 . i Incidents | ENY
Graz Ost > A2 i braking, 1 %

WLAN/Bluetooth Sensor skidding v H
Travel Ti_me.Estimation i Vehicle data E %
in combination Testtrack AV : position, :
with a Stand Alone Box | velocity :
CITSModule Ny eSS BN O

Short-range communication
with vehicles via ITS-G5
(road works warning and in-
vehicle information)
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