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EUROPEAN PASSENGERS’ FEDERATION
- What, when and why?

* Federation of 34 independent and mainly
voluntary bodies for public transport users in
19 European countries

e Formed in 2002 by 14 associations in 9
countries, with many years’ experience.

e Easier international journeys, especially by
rail, spreading good practice, promoting
passenger rights.



WHAT DO PASSENGERS EXPECT WHEN
THEY PAY FOR A JOURNEY?

Operator(s) carry you safely from A to B at
time(s) stated

Fare and facilities will be as advertised

Operator(s) have a Plan B if things go wrong,
inform you and help you

Operator(s) offer compensation if your journey is
badly disrupted

All players talk with each other
“Extraordinary circumstances” are not used as an

excurse for inaction




“THE BLAME GAMLE”
WHOSE RESPONSIBILITY IS IT?

 Operator may have faulty vehicles or
equipment, insufficient staff, be ill-prepared
for bad weather.

 Other operators or infrastructure providers
may be at fault.

e Cause may be outside control of them all —
“force majeure” or extraordinary
circumstances



HOW TO DEFINE “EXTRAORDINARY
CIRCUMSTANCES”

They must not be an excuse for operators to
fail to deliver a service.

They must be unexpected — it does snow in winter, it
can be hot in summer, people sometimes travel in
large numbers, people sometimes drink a lot.

They can include natural disasters, accidents, civil
disturbances — not operator’s fault.

A reasonable person would expect assistance
— but not necessarily compensation?




“BE PREPARED”

Operators and infrastructure providers must be
prepared (e.g. for snow in winter; holiday crowds in
summer)

Staff must be well trained, equipped, motivated.

Passengers must be helped and advised to complete
their journey.

Alternatives must be offered (e.g. RailTeam)
Overnight accomodation may be required.



KEEP IT CLEAR AND SIMPLE

 The longer the journey, the more likely it is to be
multimodal. Trigger points for help and
compensation should be comparable.

e EUROPEAN VISION FOR PASSENGERS December 2011
COM(2011) 898 final

 Simple, consistent rights are easier to communicate,
passengers may be less dissatisfied, the task of staff
is easier, any claims can be more swiftly handled.



“FORCE MAJEURE” IN ALL MODES?

ECJ ruling in September 2013 only applied to rail.
Implications of COTIF and 1371/2007

Tougher rules on compensation may push up fares.
NEBs must enforce the rules fairly and effectively

A clear definition of “force majeure” or
“extraordinary circumstances” is needed for all
modes.

The playing field between modes must be level




HANDLING CLAIMS

Most passengers prefer to complete their journey,
even if by a different mode or route to that expected.

If it is severely disrupted and they may lose money,
they may claim compensation.

My own experience — 7 disrupted journeys, 4
compensation awards, 3 free refreshments

December 17t TRAN vote on Air Passenger Rights set
useful standards

As few as 2% of entitled air passengers received
compensation



THE WAY FORWARD.....

In nearly 2 decades, much progress has been
made, but.....

- the playing field must be level, as there is a
cost to passenger rights

- passengers need to be aware of their rights

- a balance must be struck between
harmonisation and flexibility

Thank you for your attention!



