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Terms and abbreviations

	TERM/ABBREVIATION
	MEANING

	Company, Toll Collector, Main Service Provider
	means Via Lietuva AB

	EETS
	Means the European Electronic Toll Service (EETS) provided by the EETS Provider to the EETS User under an agreement in one or more EETS Domains

	EETS User
	means a natural or legal person who has entered into a contract with the EETS Provider in order to use the EETS

	EETS Provider
	means a legal person which, under an agreement for the use of the European Electronic Toll Service (EETS), enables an EETS User to use such service, transfers road tolls to the Toll Charger, and is registered in the Member State in which it is established

	EETS Domain
	means the network of roads of national significance designated by the Government of the Republic of Lithuania or an institution authorised by it, for the use of which tolls are payable through the electronic road toll information system.

	ESP
	means the Electronic Services Portal

	LFRMDP
	means the Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania

	LR
	means the Republic of Lithuania

	Resolution
	means Resolution No. 447 of the Government of the Republic of Lithuania of 21 April 2005 “On the Implementation of the Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania”

	Conciliation Body
	means the Commission established by the Minister of Transport and Communications of the Republic of Lithuania to examine disputes between the Company and/or EETS Providers

	OBE
	means on-board equipment, a combination of hardware and software used for the collection, storage, processing, receipt and remote transmission of data for the provision of road toll services, which is installed in or carried as a separate device within a vehicle

	Toll Declaration
	means a declaration in a form agreed between the EETS Provider and the Company, submitted to the Company in accordance with the procedure set out in the EETS Domain Statement, confirming that the vehicle is registered within the EETS Domain

	System
	an information system that registers the electronic tolls payable by EETS users

	Collected tolls
	means the amount of road toll payable for the actual distance travelled by a vehicle within the EETS Domain during the reporting month, which the EETS Provider is required to remit to the Company in accordance with this Agreement and the applicable legislation, including both the tolls actually collected during the reporting month and the tolls that, pursuant to the applicable arrangements (including deferred payment, instalment payment or other payment schedule arrangements), will be collected at a later date.
For the purposes of this document, the terms “collectible tolls” and “collected tolls” shall have the same meaning, unless expressly stated otherwise in a specific provision.






[bookmark: _Toc233039485]General Terms AND CONDITIONS
[bookmark: _Toc233039486]Purpose of the document
This document is intended for providers of the European Electronic Toll Service (hereinafter referred to as the “EETS”) Providers, as defined in Directive 2019/520 (EU) on the interoperability of electronic road toll systems and facilitating cross-border exchange of information on the failure to pay road fees in the Union (hereinafter referred to as “Directive (EU) 2019/520”) and Commission Implementing Regulation (EU) 2020/204 of 28 November 2019 on detailed obligations of European Electronic Toll Service providers, minimum content of the European Electronic Toll Service domain statement, electronic interfaces, requirements for interoperability constituents and repealing Decision 2009/750/EC (hereinafter referred to as “Regulation (EU) 2020/204”). In accordance with the provisions of Directive (EU) 2019/520, the road Toll Charger shall authorise the provision of services to an EETS Provider if the latter complies with, and subsequently, upon conclusion of the contract for the provision of EETS, adheres to the functional and technical requirements set out in this document, as well as the general terms and conditions applicable within the domain of the Republic of Lithuania.
In order to obtain the right to provide EETS within the domain of the Republic of Lithuania, a prospective EETS Provider must comply with the requirements and general terms and conditions set out in this EETS Domain Statement and its annexes, which altogether constitute an integral part of the EETS Domain Statement. A contrac for the provision of the European electronic toll service in the EETS territory of the Company may be concluded only after compliance with all specified requirements has been established.

[bookmark: _Toc233039487]Toll road network in Lithuania
The Company manages a network of over 21,000 km of national roads, comprising motorways, national, regional and local roads. Currently, in the Republic of Lithuania, the total length of which is 2, 851 km. The law prohibits the charging of tolls on local roads. 
The current list of toll roads is available on the website www.eismoinfo.lt, in accordance with which the EETS Provider must provide services to EETS Users. Road toll rates at national level are regulated by the Law on the Financing of the Road Maintenance and Development Programme and Resolution No. 876 of the Government of the Republic of Lithuania “On the Methodology of the Calculation of the Road Toll”.  The Minister of Transport and Communications shall approve the list of national roads on which vehicle operators are entitled to drive after paying the road toll.

[bookmark: _Toc233039488]Legislation
Legislation governing road tolls within the EETS Doman of the Republic of Lithuania:
1. The Law on Roads of the Republic of Lithuania;
2. [bookmark: _Hlk190762679]The Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania (hereinafter referred to as the “Law on the Financing of the Road Maintenance and Development Programme”), as well as the Law Amending Articles 2, 6 and 9 and Annexes 2 and 5 to the Law on the Financing of the Road Maintenance and Development Programme No. VIII-2032 (hereinafter referred to as the “Law Amending the Law on the Financing of the Road Maintenance and Development Programme”); 
3. Resolution No. 447 of the Government of the Republic of Lithuania of 21 April 2005 “On the Implementation of the Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania” (hereinafter referred to as the “Resolution”); 
4. 4. 	Resolution No. 876 of the Government of the Republic of Lithuania of 3 December, 2026 “On the Methodology of the Calculation of the Road Toll”.  Order No. 3-35 of the Minister of Transport and Communications of the Republic of Lithuania of 6 February 2007 “On the Amendment of the Order Establishing the Requirements to Ensure the Interoperability of Electronic Road Toll Systems in the European Union” (hereinafter referred to as the “Order”).
5. Other relevant legislation.

[bookmark: _Toc233039489]The Toll payer
Pursuant to the Law of the Republic of Lithuania on the Financing of the Road Maintenance and Development Programme, the road toll shall be paid by the person who operates the vehicle and uses the tolled road network: the vehicle owner or holder of the vehicle. The EETS Provider collects the toll and settles accounts with the Toll Charger on behalf of the EETS Users with whom it has concluded an agreement.

[bookmark: _Toc233039490]Vehicle and classification
Road tolls shall apply to vehicles belonging to the following categories: M2, M3, N1, N2 and N3, with 2, 3, 4 or 5 axles. CO₂ emission-based charges and/or additional toll charges shall apply to EURO 0–EURO 6 vehicles and zero-emission vehicles. However, in all cases, other emission classes or vehicle categories may also be subject to tolling in accordance with the applicable legislation (The Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania, Article 6).
No road user charge shall be payable for the use of roads by vehicles that perform certain activities or are intended for certain transportation, for more detailed information, please refer to The Law on the Financing of the Road Maintenance and Development Programme of the Republic of Lithuania, Article 6.

[bookmark: _Toc233039491]Toll calculations
Pursuant to the Law on the Financing of the Road Maintenance and Development Programme and Resolution No. 876 of the Government of the Republic of Lithuania “On the Methodology of the Calculation of the Road Toll”, the road toll is calculated on the basis of the vehicle category, to which the applicable toll rates are assigned, and the distance travelled by the vehicle. For each vehicle category and emission class, an infrastructure charge and CO₂ emissions charge established by applicable legislation are determined. 
The Lithuanian Transport Safety Administration sets road toll rates once per calendar year, no later than June 30 of the current year. The approved road toll rates take effect on August 1 of the current year. Toll rates consist of infrastructure and CO2 charges, including such criteria as the weight of the vehicle, number of axels, Euro Emission class, CO2 class.
Using GNSS (Global Navigation Satellite System) data collected by the on-board Equipment (OBE) installed in the vehicle, the System determines the vehicle's entry to and exit from the toll road network and calculates the actual distance travelled on the tolled road sections.

[bookmark: _Toc233039492]Applied technology
The System calculates the distance travelled and the applicable toll based on data transmitted by EETS Provider from certified GNSS (Global Navigation Satellite System) on-board Equipment (OBE) installed in vehicles. EETS Provider submit to the System EETS Provider data, the vehicle registration number, vehicle technical parameters (the EURO emission class, number of axles and gross vehicle weight), vehicle owner and vehicle trip data (including location coordinates, travel time and distance travelled). Based on this information, the System calculates the distance travelled by each vehicle on toll roads using the recorded entry and exit points of the toll road network. 
The OBE must use only mobile communication technologies that are available in the Republic of Lithuania 4G/5G networks. Where necessary, support for 2G networks may be used as a fallback communication method.
The OBE used in vehicles shall be tested and approved to ensure the correct transmission of data to the EETS Provider and the accurate determination of the applicable road toll. Further information on OBE testing procedures is provided in the OBU testing rules approved by the Company.

[bookmark: _Toc233039493]Designated Toll Charger and Main EETS Provider
The Designated Toll Charger within the domain of the ETTS Domain of the Republic of Lithuania (LR EETS), as provided for in Directive 2019/520 and in accordance with the LFRMDP, is the public limited liability company Via Lietuva (hereinafter referred to as the “Company”). The Company is also the main service provider within the EETS Domain of the Republic of Lithuania, having the obligation to sign contracts with all interested users and the right for remuneration for this service. The rights and obligations of the Company as the main service provider are set out in the LFRMDP and the Resolution.

[bookmark: _Toc233039494]Enforcement procedures
Enforcement is supported by fixed control points (surveillance cameras) and physical supervision that verify whether vehicles subject to tolling are properly registered and transmitting data. If a vehicle using an EETS provider is detected without valid toll declaration, enforcement actions (including fines) are initiated against the driver, with follow‑up investigation involving the provider.
EETS provider is required to continuously update vehicle status (access, block lists by ISO12855:2025 message structure). Access list containing all users the EETS provider has a contract with and for which the EETS provider guarantees toll payment. Also block list containing all users the EETS provider has a contract with, but for which the guarantee for toll payment has temporarily or completely been suspended.
In the case of a malfunction of the On‑Board Equipment (OBE), the driver must promptly inform the EETS Service Provider and arrange for the replacement of the device. To avoid risking an administrative fine for the Holder of a Truck, while the OBE is being replaced, the road toll for a full route that has not been paid for, must be paid using alternative payment methods, such as route pass or mobile App. Additional information on alternative toll payment methods is available on the website of the Tolling Service Provider at www.viatoll.lt. The EETS provider must make this information available to the EETS user.

[bookmark: _Toc233039495]Conciliation
Disputes between the Company, as the Designated Toll Charger and/or EETS Provider, arising from contractual or negotiated relationships (e.g. regarding potentially discriminatory contractual terms and remuneration principles), may be referred to a commission established by the Minister of Transport and Communications of the Republic of Lithuania (hereinafter referred to as the “Conciliation Body”), which operates in accordance with the rules of procedure established by the Minister of Transport and Communications of the Republic of Lithuania. The main principles and conditions governing the activities of the afore-mentioned commission are set out in the Resolution. The referral of a dispute to the afore-mentioned commission does not limit the right of the Company and/or the EETS Provider to bring the matter before a court. 




[bookmark: _Toc233039496]ACCREDITATION OF EETS PROVIDERS

[bookmark: _Toc233039497]Initiating accreditation
Initiation of accreditation is the process by which a registered EETS Provider seeks to confirm that its activities and services comply with the requirements set for registered EETS Providers wishing to provide the EETS Provider’ services within the domain of the Republic of Lithuania. The accreditation initiation process consists of the following stages: 

	STAGE
	DETAILS

	Submission of an application for accreditation
	A registered EETS Provider must submit an application for accreditation. The application for accreditation should be sent by e-mail info@vialietuva.lt. When completing the application, the registered EETS Provider must provide the following information: 
· A signed, free-form application for the conclusion of a agreement including information about the legal entity and its contact details;
· An extract from the Register of Legal Entities (information regarding the registered office address and the head of the entity is required);
· An extract from the Register of participants in legal entities (information on the shareholder structure is required);
· An extract of ultimate beneficial owners;
· The EETS Provider’s registration certificate;
· A national security compliance declaration (Annex 10);
· Certificates of on-board equipment (hereinafter referred to as the “OBE”);
· Confidentiality undertaking (Annex 2).


	Presentation
	Upon receipt of an application for accreditation, the Company, in consultation with the EETS Provider, shall arrange a remote or face-to-face meeting with his authorized representatives at the Company’s premises (Kauno g. 22, Vilnius, 03212, Lithuania). During the presentation, the EETS Provider should present the following: 
· The legal entity (EETS Provider) and its management; 
· Current and planned activities, its vision and development opportunities;
· Third parties (subcontractors, including OBE suppliers or other suppliers of equipment and providers of services related to the EETS), their managers, their current activities, and the principles of division of responsibilities; 
· The working principles to be followed by the entity as an EETS Provider, the technologies used, and the potential for integration with the Company’s systems; 
· The main risks associated with the planned activities;
· Proposed additional principles of cooperation with the Company not covered in this document. 
The EETS Provider may choose a suitable presentation format and, if necessary, repeat information that shall later be submitted alongside the business plan. During the presentation, the team involved in the accreditation process from both the EETS Provider and the Company is introduced. The accreditation process, the preliminary accreditation plan and schedule, and the accreditation assessment procedures are also discussed.

	Submission of accreditation documents

	1. Business plan
The EETS Provider must submit a business plan, the purpose of which is to inform the Company about how the EETS Provider’s services shall be provided within the domain of the Republic of Lithuania. The business plan must include, but not be limited to, the following sections: 
· Presentation of the legal entity (EETS Provider);
· The concept, long-term objectives and vision of the business plan;
· A detailed description of service provision, including an operational plan for the next 3 years;
· A set of financial statements for the last 3 years, comprising the balance sheet, profit and loss account and cash flow statement for the last day of the accounting period of each financial year;
· Development prospects;
· Analysis of internal and external threats to operations;
· Attracting users and marketing strategies;
· Key operational processes for the provision of EETS;
· Supply chain management, OBE and other equipment suppliers, involvement of other third parties, division of responsibilities and management;
· Quality control mechanisms.
The format and content of the business plan are chosen by the EETS Provider, but must include the sections mentioned above. The EETS Provider may include additional information which, in their opinion, the Company needs to be aware of and assess.

2. Content of the risk and risk management plan
The EETS Provider must submit a risk management plan covering the identified general operational, financial, operational, legal and regulatory risks related to the Lithuanian Toll System and its operation in Lithuania. The risk plan must include a qualitative assessment of each identified risk, setting out the potential consequences of the risk, as well as risk management and risk prevention measures to mitigate or avoid the impact of the risk. The risk plan must specify how risk monitoring and control will be carried out. An example of a risk and risk management plan is provided in Annex 3.

3. Technical specifications
The EETS Provider must submit a detailed description of the technological solutions it uses, which should include, but not be limited to, the following information: 
· How it communicates with customers, how customers can use the services and pay for them, providing detailed descriptions of the payment processes; 
· What OBE is used, what technologies and standards it supports, and the principle of its installation in vehicles, including all certificates; 
· How data is exchanged and what integration options are available; 
· How data protection is ensured, and what data encryption, authentication and verification solutions are used;
· How business continuity is ensured; 
· How compliance with regulations and standards is ensured;
· What is the system’s throughput, performance, and the accuracy and reliability of the collected and transmitted data; 
· Customer service infrastructure and solutions; 
· Other relevant information that would help assess the suitability of the technical solution for providing the EETS Provider’s services.
The format of the technical solution description is chosen by the EETS Provider. 



[bookmark: _Toc233039498]Accreditation authorisation and signing of the contract
The Company may request the EETS Provider to submit additional documents necessary to assess the suitability of the EETS service provision and/or to contact the relevant Lithuanian authorities regarding an additional inspection of the EETS Provider. Authorisation to start accreditation is granted by the Company. 

Once authorisation to be start the accreditation has been granted, an accreditation agreement is signed based on the model accreditation agreement, approved by the Company. This agreement will cover the activities between the EETS provider candidate and the Company from its date of signature to the date of signature of the service provision agreement.  The accreditation agreement has a standard form and applies equally to all EETS providers.  The accreditation agreement is signed by both parties via electronic means. The EETS Provider is responsible for fulfilling the obligations set out in the accreditation agreement and in this document. 

Following the signature of the accreditation agreement, the EETS Provider must make a one-off payment of the accreditation fee within 10 working days from the signing of the accreditation agreement. The accreditation fee is non-refundable, except if the accreditation process is terminated due to the reasons attributable to the Company. Upon payment of the accreditation fee, the EETS Provider shall submit proof of payment to the Company. The accreditation fee shall be paid into the Company’s bank account specified in the agreement. Accreditation fee is provided in Annex 8.

The Company and the EETS Provider shall agree on an individual accreditation plan (Annex 4), and both parties undertake to comply with it. The accreditation plan covers not only testing but also the planning of allocated resources to ensure a smooth accreditation process. If changes to the accreditation plan are necessary, they must be made based on the principles of fairness and reasonableness. If the EETS Provider postpones the deadlines agreed in the accreditation plan more than three times, the Company shall have the right to suspend the accreditation process or terminate the EETS Provider’s accreditation agreement. In such a case, in order to continue the accreditation process, the EETS Provider must initiate the accreditation process anew, including the signing of a new accreditation agreement and the payment of the accreditation fee. Any previously paid accreditation fee is non-refundable.

[bookmark: _Toc233039499]EETS PROVIDER ACCREDITATION STAGE

The accreditation process consists of three main stages: provision of infrastructure, testing and evaluation of test results. Designated representatives of the EETS Provider and the Company participate in all stages and cooperate with each other in accordance with the principle of mutual goodwill. 

[bookmark: _Toc233039500]Provision of infrastructure and preparation for testing
The EETS Provider is provided with the infrastructure required for testing, technical integration documentation and pre-defined testing scenarios. Where necessary, the EETS Provider is provided with additional technical consultations. Detailed technical documentation is provided in Annex 1.

[bookmark: _Toc233039501]Testing
During this stage, technical integration and business process testing is carried out to determine compliance with the specified requirements, in accordance with pre-defined test scenarios. Testing covers the following areas: 

	Testing
	Testing objective

	System compatibility testing
	Technical integration and data exchange compatibility checks are carried out between the systems of the EETS Provider and the Company to determine their mutual compatibility.

	Equipment testing
	The accuracy, availability, correctness and timeliness of GNSS data transmitted from the EETS Provider’s OBE to the Company’s system are verified.

	End to End tests
	Final testing is carried out to ensure that both the technical integration and the business processes are aligned, functioning correctly and meeting the specified requirements. Full system and equipment testing is carried out only once the system compatibility and equipment testing have been successfully completed. 


* The list of scenarios is not exhaustive and any changes will be communicated in advance.

Having carried out the necessary tests, the EETS Provider must submit a final test report to the Company by e-mail info@vialietuva.lt. The test report must detail the tests performed and the results achieved: 
· Test type and test scenario;
· The environment (testing or operational) in which the testing was carried out;
· Test date; 
· Equipment used in the testing; 
· Test results obtained; 
· Other relevant information. 

[bookmark: _Toc233039502]Evaluation of testing results
Upon receipt of the final test report, the Company evaluates it within 10 working days and submits its assessment to the EETS Provider. If all testing results are positive, the EETS Provider is authorised to sign the service provision contract and commence Pilot Phase. If the test results are negative, the EETS Provider and the Company discuss the identified shortcomings and agree on a plan to rectify the non-conformities. Once the non-conformities have been rectified, a repeat of the test of the part of the system or equipment impacted by the non-conformities is carried out.

[bookmark: _Toc233039503]Signing of the service provision contract
Once all accreditation procedures have been completed and a positive decision has been received from the Company, the EETS Provider is invited to enter into a standard service provision contract on the basis of the model accreditation agreement, approved by the Company. The draft service provision agreement and the annexes attached to it are uniform, standardized and equally applicable to all EETS providers until they are changed in accordance with the procedure established by the Company. 

[bookmark: _Toc233039504]SERVICE PROVISION 
The service provision component includes the provision of financial guarantees for the service, a three-month pilot phase and the ongoing provision of the service for the duration of the contract. 

[bookmark: _Toc233039505]Provision of financial guarantees
Upon signing the Agreement, the EETS Provider shall, within 14 days of the conclusion of the Agreement, provide the Company with a performance security complying with the requirements set out in the Agreement (the “Performance Security”). The Agreement shall enter into force upon the submission of a Performance Security that complies with the requirements of the Agreement. The Performance Security shall remain valid throughout the entire term of the Agreement. 
Performance of the Agreement may be secured by one of the following means: (i) an unconditional bank guarantee; or (ii) by deposit of funds (collateral).
The Performance Security shall constitute an unconditional, irrevocable, first-demand undertaking of a bank (the guarantor) to pay the Company the amount demanded by it upon receipt of a written demand for payment stating: (i) that the EETS Provider has breached one or more of its obligations under the Agreement; and (ii) the nature of the breaches committed by the EETS Provider, including any contractual penalties due and unpaid under the Agreement.
The amount of the Contract Enforcement shall be equal to the EETS Provider’s average monthly Toll transaction amount paid for the EETS territory. This amount shall be determined based on the total Toll transaction amount paid by the EETS Provider in the previous year for that EETS territory. If the EETS Provider is providing services in the EETS territory for the first year, the amount shall be determined based on the EETS Provider’s monthly Toll amount expected to be collected in the business plan for that EETS territory under the Contract.
The performance guarantee (bank guarantee) must be valid for at least 12 (twelve) months and must be extended each year for at least another 12 (twelve) months, no later than 30 (thirty) calendar days before the end of the term.
If the EETS provider violates the obligations set out in the Agreement, partially or completely fails to fulfill its obligations (or does not fulfil them in accordance with the terms of the Agreement), the Toll Collector may use the Contract Performance Security. In order to continue to fulfil its obligations under the Agreement, the EETS provider must submit a new Contract Performance Security to the Toll Collector within 10 (ten) business days from the date of receipt of the notification on the use of the Contract Performance Security.
If the EETS provider fails to extend the validity period of the performance security of the Agreement in a timely manner or fails to provide a new performance security of the Agreement, the Toll Collector has the right to demand penalties in the amount specified in the EETS service agreement and/or terminate the Agreement due to a material breach thereof. Detailed requirements for ensuring the fulfilment of the Agreement and its use cases are provided for in the EETS service agreement.


[bookmark: _Ref188250572][bookmark: _Toc233039506]Remuneration and mutual settlements
The Company settles accounts with EETS Providers on monthly basis for the road toll services provided. Remuneration to EETS Providers is calculated and is applied in accordance with the procedure set out in Annex 9 using the following formula:

EETSrenumeration=Renumerationperc∗ChargedToll+ActiveOBUquantity∗Renumerationfiks￼￼￼

Where: 
· EETSremuneration – the remuneration to the EETS Provider for the collected electronic toll, calculated once a month and expressed in euros; 
· Renumerationperc – a fixed percentage allocated to the EETS provider for the collected electronic toll;
· ChargedToll – actual toll collected by EETS provider per month, expressed in euros;
· Renumerationfiks - – a fixed portion of remuneration in euros, allocated to the EETS provider for active OBU;
· ActiveOBUquantity – actual number of OBU that registered at least one paid trip in the toll territory of the Republic of Lithuania during the reporting month.

The terms and conditions for invoicing and settlement must fully comply with the requirements set out in national legislation and the Service Provision Contract. Detailed terms and conditions of settlement are defined in the Service Provision Contract. 
The Company system calculates the tolls of EETS providers based on the submitted Toll Declarations and submits a Payment Claims to the EETS Provider system each calendar month, according to which the EETS Provider transfers the amount specified in the Payment Claim to the Toll Charger in accordance with the terms and conditions provided for in the Service Agreement.
Each calendar month, the EETS provider shall submit to the Company a claim for compensation in the form of an invoice. An invoice for the EETS road toll services provided during that calendar month and a report, which shall contain data on the Toll collected/payable during the reporting month (Billing Details) and the number of active OBU. The documents shall be formed in the formats specified in the Service Agreement. The invoice for compensation shall comply with the principles of renumeration for the EETS provider set out in this document.
The EETS provider may submit an invoice to the Toll Collector via the General Information System for Account Administration "SABIS" (https://sabis.nbfc.lt/) or via the PEPPOL electronic document exchange network. In the event that the EETS provider, due to objective reasons beyond its control, is unable to submit an electronic invoice either via SABIS or via the PEPPOL electronic document exchange network, the electronic invoice may be submitted to the Company's email address.
 The same principles apply when determining the remuneration payable to the EETS provider as when determining the remuneration to the main toll service provider. However, the Company, as the main service provider, also performs other tasks in the EETS territory of the Republic of Lithuania, therefore the amount of remuneration to the EETS providers may differ from the remuneration to the Company.

[bookmark: _Toc233039507]Communication between the EETS Provider and the Company
Both the EETS Provider and the Company must, upon signing the contract, appoint authorised representatives who shall be responsible for the performance of the service provision contract. The EETS Provider must complete and submit a list of engaged specialists or subcontractors (Annex 6). The persons appointed for the provision of EETS shall be specified according to the following levels and responsibilities:
· Strategic-level decision-makers with the authority to sign key documents.
· Authorised contact persons at the tactical level (SPOC (Single Point of Contact)), who shall ensure effective day-to-day communication and the performance of the contract in accordance with the terms and conditions set out therein.
· Operational-level specialists and subcontractors ensuring the proper delivery of the EETS to EETS Users. Provide contacts on these issues:
· Technical integration matters;
· Financial settlement matters.
 	The designated representatives of the EETS provider and the Company must cooperate using the agreed means of communication provided by the Company, which must be accessible to both the EETS provider and the Company. The means of communication must be accessible during the Company's working hours, and the EETS provider must respond to the Company's inquiries, taking into account the impact of the issue, within the terms specified below:
· critical - complete or partial disruption of service provision, where it is completely or partially impossible exchange data. A cyber incident is also considered a critical incident when it arises from the Provider's actions or inaction. A solution to the problem is urgently required. The response time is no longer than 15 minutes. The time to eliminate the fault is no longer than 1 hour;
· major - business processes and Service provision are slightly affected, the disruption does not pose a threat to data and the functioning of the Service, and the solution to the problem is necessary, but not critical. Response time is no longer than 1 hour. Troubleshooting time is no longer than 4 hours;
· minor - various queries that do not affect the provision of the service. The response time for requests is no longer than 8 working hours;
  

Following the signing of the service provision contract, the Company and the EETS Provider shall hold regular meetings to discuss service delivery, compliance with the business plan and risk management. The timing, format, participants and agenda of the meetings shall be agreed in advance between the EETS Provider and the Company. Meetings shall be organised by the Company remotely or at the Company’s premises, unless otherwise agreed. Both the EETS Provider and the Company may propose items for inclusion on the meeting agenda. Key scheduled meetings: 

	Operational service provision and technical meetings

	Objective
	· To discuss day-to-day service provision issues and their solutions, identify and discuss operational and tactical risks, and manage changes. 
· To update plans for operational and tactical risks and their management measures, and to carry out their monitoring and oversight.
· Other operational matters. 
· To discuss technological issues, planned technological upgrades and other technical integration matters
· To update technological risk and risk management plans and carry out their monitoring and oversight.
· Other technical issues.

	Preparation
	In accordance with the items on the agenda. 
· information on planned system updates (from both parties); 
· a report on categorised and prioritised IT or operational incidents;
· other technical information requested by the Company.


	Participants
	Tactical/operational/technical level (depending on the agenda)

	Frequency
	When necessary.



	Discussion of service quality and strategy

	Objective
	· To discuss service provision indicators; 
· To update strategic risk and risk management plans, and carry out their monitoring and oversight; 
· To discuss feedback from EETS users; 
· To discuss issues relating to contract performance and payment for services;
· To discuss the progress of the EETS Provider’s business plan;
· Other strategic issues. 

	Preparation
	The EETS Provider shall submit:
· Customer feedback on service quality;
· A progress report on the implementation of the business plan; 
· A report on high-level IT incidents;
· A risk management plan and progress on risk management measures; 
· Progress on service delivery metrics;
· Any other information requested by the Company. 
The EETS Provider and the Company shall share:
· Any evolution planned for the upcoming period

	Participants
	Strategic/tactical level

	Frequency
	Half-yearly during the first year of operation, then yearly



At each meeting, the EETS Provider shall draw up minutes of the meeting. Where the parties have agreed on specific activities, a deadline for the performance of such activities must also be agreed. If it becomes necessary to change the deadlines, the EETS Provider must inform the Company before the deadline expires. In such a case, the parties must discuss the possible consequences and agree on a new deadline.

[bookmark: _Toc233039508]Pilot phase 
Following the signing of the service provision contract after successful accreditation, a three-month pilot phase during which the EETS Provider starts providing services to EETS Users begins. During the afore-mentioned phase, the accuracy of the EETS Provider’s service provision is assessed under real-world conditions. The pilot phase is possible provided there is a minimum number of users, where the EETS Provider has at least 100 active EETS users/vehicles with OBE (uses toll roads). The pilot phase is assessed against the qualitative requirements applicable to the EETS Provider, as defined in this document and in Annex 5. 

If, during the pilot phase, the EETS Provider meets the minimum qualitative requirements applicable to EETS Providers, the EETS Provider shall be granted authorisation to continue providing services to EETS Users. In the event of any type of disruption or non-compliance, the EETS Provider undertakes to resolve them promptly so that the losses caused by service disruptions are minimised for both EETS Users and the Company. In the event of recurring disruptions, the Company may suspend the EETS Provider’s authorisation to provide services until the disruptions are resolved or revoke the accreditation authorisation entirely (for more details, see the section “Suspension of Service Provision”). 

Provided that the service is provided correctly during the pilot phase and the EETS Provider has rectified the issues identified (if identified) during the pilot phase, the EETS Provider shall be deemed to be in full compliance with the conditions for the provision of the EETS service. If the EETS Provider fails to rectify the faults identified during the pilot phase or fails to meet the specified quality indicators for service provision, the Company may unilaterally terminate the service provision contract and require to re-perform the accreditation procedure of the EETS Provider. 

[bookmark: _Toc233039509]Qualitative service provision indicators
Upon commencing the provision of EETS services, the EETS Provider undertakes to comply with the service provision requirements set for the EETS Provider. If the EETS Provider fails to achieve the KPI values set out in Annex 5 for two consecutive quarters, the Toll Charger shall be entitled to unilaterally initiate the suspension of the Agreement. The provision of services may be resumed only after the EETS Provider has provided the Toll Charger with sufficient and objective evidence demonstrating that the identified breaches, deficiencies or non-conformities (including, but not limited to, deficiencies relating to system performance, processes or procedures) that resulted in the failure to achieve the applicable KPI values have been fully remedied and that the risk of their recurrence has been adequately mitigated. The decision to resume the provision of services shall be made by the Toll Charger after assessing the evidence submitted by the EETS Provider.
A detailed description of the indicators is provided in Annex 5. 

[bookmark: _Ref191371541][bookmark: _Toc233039510]Suspension of service provision 
Temporary suspension of service provision may occur in the following cases: 
· Where, due to data transmission errors between the EETS Provider and the Company’s system, EETS Users experience temporary disruptions for more than 2 working days; 
· Temporary server or network failures, the resolution of which requires more than 2 working days; 
· Implementation of the new EETS Provider system, which requires a service interruption of up to 2 working days;
· Temporary implementation and testing of system updates to ensure compatibility between systems;
· Temporary non-compliance with the EETS Provider’s qualifications, e.g. where certificates need to be renewed or extended;
· Temporary non-compliance with legal requirements necessitated by updated national or EU legislation;
· Other circumstances affecting the provision of EETS. 

 Complete revocation of authorization to provide services and termination of the Agreement: 
· The system or equipment used by the EETS Provider is completely incompatible with the Company’s system;
· A failure to comply with and/or no intention to comply with contractual obligations;
· The EETS Provider is unable to meet its financial obligations, or bankruptcy or cessation of business has been initiated against the EETS Provider due to financial difficulties;
· The EETS Provider engages suppliers, subcontractors, specialists, economic operators on whose capacities reliance is placed, manufacturers, persons carrying out technical or software maintenance and support, or persons controlling them, are from countries or domains specified in Resolution No. 280 of the Government of the Republic of Lithuania of 30 March 2022 “On the Implementation of the Provisions of Articles 92(13), 92(14) and 92(15) of the Law on Public Procurement of the Republic of Lithuania” and are not considered as reliable;
· The provision of the service is constantly disrupted due to equipment or system malfunctions;
· Irremediable deficiencies in the EETS Provider’s system following the introduction of new functions or technologies, which result in systemic operational inefficiency; 
· Inability to ensure adequate security of the EETS Provider’s data system, including, but not limited to, customer data;
· The EETS Provider maliciously fails to comply with the performance indicators applicable to the provision of the service;
· Serious and unresolved disputes between the EETS Provider and the Company regarding the terms and conditions of service provision.

In all cases, the Company shall apply such measures only in exceptional circumstances, and any disruptions shall be resolved on the basis of mutual goodwill and cooperation. 

[bookmark: _Toc233039511]Change management
Where changes to applicable legislation, regulatory requirements, interfaces or technical specifications affect the operation of the EETS Domain, the EETS Provider shall implement all necessary adaptations to ensure continued compliance and interoperability. The Company shall notify the EETS Provider of such changes without undue delay. The EETS Provider must adapt its systems, interfaces, processes and OBE to maintain interoperability with the Toll Charger's system following such changes.
The Company shall provide the EETS Provider with reasonable notice of the planned implementation date and the relevant technical documentation necessary for the implementation of the required changes. The EETS Provider shall complete the necessary adaptations within the timeframe specified by the Toll Charger and shall participate in any testing and validation activities required to verify continued interoperability within the EETS Domain.

The EETS Provider must notify the Company in writing if any changes to the used OBE are anticipated. In such a case, the EETS Provider must provide detailed information about the anticipated changes and submit additional information if requested by the Company. Anticipated changes in the equipment are assessed by the Company, and, if necessary, the Company may decide to retest the equipment. In such a case, the Company shall inform the EETS Provider in writing and a testing plan for such equipment shall be agreed.  

If the EETS Provider uses modified OBE without prior notification and without the Company’s permission, the Company may remove the OBE from the list of equipment allowed to be used. 

System changes initiated by the EETS Provider must be agreed with the Company in order to avoid service disruptions. In the event of such changes, the EETS Provider must provide the following information: 
· The date of the planned change, which must be no earlier than 10 working days from the date of registration of the change, except in cases where the change is necessary and unavoidable due to incorrect system operation and a significant impact on EETS Users; 
· A description of the change; 
· The significance of the change (high, medium, low); 
· Impact of the change on services (major, medium, minor, resulting in complete shutdown of the System);
· Description of the change’s impact on service provision; System restoration plan; 

The EETS Provider may use the change and change management form provided in Annex 7 for the registration and management of changes. 

[bookmark: _Toc233039512]Use of the OBE
The EETS Provider undertakes to supply EETS Users only with certified and Company-tested OBE and ensures that EETS Users receive the needed information on how to install the EETS Provider’s equipment correctly and are able to properly fulfil their toll payment obligations to the Company when using the EETS Provider’s services. The EETS Provider is also responsible for blocking OBE in the event of loss or replacement, or in the event of malfunction. In cases of a mass malfunction of OBE, the EETS Provider must inform the Company and offer EETS Users alternative OBE or inform that EETS Users must use alternative payment methods, such as route pass or mobile App. Additional information on alternative toll payment methods is available on the website of the Tolling Service Provider at www.viatoll.lt. 
 	If, during the service provision period, there is a need to renew or register a new OBE that has not yet been allowed for use, the EETS provider must follow the procedure established by the Toll charger.


[bookmark: _Toc233039513]Service for EETS Users
The EETS Provider is responsible for the service of EETS Users and all communication with them, including, but not limited to: 
· The EETS Provider must ensure that EETS Users are informed of the terms and conditions of service provision, toll rates, technical requirements and any changes. All information must be provided in a clear and easily accessible format. 
· The EETS Provider must inform EETS Users in a timely manner of any updates, disruptions or significant changes to the toll system, that may affect the use of the services.
· The EETS Provider shall provide EETS Users with all information and technical assistance relating to the OBE issued by the EETS Provider, billing, data security and system usage.
· Enquiries and complaints from EETS Users must be dealt with within pre-determined timeframes, ensuring a prompt response and a clear problem-solving procedure.

[bookmark: _Toc233039514]Re-accreditation
EETS Providers must renew their accreditation, when there is a need to ensure continued compliance with the requirements of the EETS Domain of the Republic of Lithuania. This covers both technical and administrative obligations, enabling the transparent and efficient collection of road tolls. During the re-accreditation process, the EETS Provider must submit the following documents: 
	Area
	Documents 

	Compliance of the OBE and EETS Provider with technical and security standards
	The EETS Provider must submit certificates and reports confirming compliance with technical and security standards

	Reliable toll collection, compliance with the terms and conditions of the contract
	The EETS Provider must submit an audited report for the last financial year and a report on the implementation of the business plan.

	Customer service
	The EETS Provider must submit the results of customer service surveys for the reporting year, the actual duration of the investigation of complaints from EETS Users, and the average resolution time for incidents.



The EETS Provider may submit additional documents which it considers necessary for the re-accreditation assessment process. 

Based on the documents submitted by the EETS Provider, the company assesses the Provider’s operational efficiency, compliance with accreditation contract terms, technical compatibility and the quality of customer service during the re-accreditation process. If the re-accreditation is not passed, the EETS Provider’s right to provide services within the domain of the Republic of Lithuania may be suspended or revoked. 




[bookmark: _Toc233039515]Matrix of accreditation and service provision

	
	COMPANY
	EETS PROVIDER

	EETS PROVIDER ACCREDITED
	
	Submission of an application for accreditation

	
	Assessment of the application for accreditation
	Submission of additional documents

	
	Meeting between the EETS Provider candidate and the company regarding accreditation

	
	Decision on compliance with accreditation requirements
	

	
	SIGNING OF THE ACCREDITATION AGREEMENT

	
	Provision of infrastructure
	Conducting testing

	
	Consultations
	Submission of the test report

	
	Evaluation of the test report
	Conducting additional testing

	
	Decision on accreditation
	

	PROVISION OF SERVICES
	SIGNING OF THE SERVICE PROVISION CONTRACT

	
	
	SUBMISSION OF GUARANTEE/DEPOSIT BY THE CREDIT INSTITUTION

	
	Pilot activities

	
	PROVISION OF SERVICES

	
	
	INITIATION OF CHANGES

	
	Approval of changes
	Implementation of changes/testing

	
	Validation of change results
	

	
	RE-ACCREDITATION
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