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..............................................................................................................................................
The European Disability Forum is an independent NGO that represents the interests of 80 million Europeans with disabilities. EDF is a unique platform which brings together representative organisations of persons with disabilities from across Europe. EDF is run by persons with disabilities and their families. We are a strong, united voice of persons with disabilities in Europe.
Abstract
On 29th November 2023, the European Commission published a legislative proposal to improve the enforcement of passenger rights in all transport modes. To do so, the proposal would introduce targeted amendments to all existing passenger rights regulations[footnoteRef:1]. The main aim of this proposal is to address the existing shortcomings in the implementation and enforcement of all passenger rights.  [1:  Regulation 261 / 2004 on air passenger rights in event of cancellation, delay and denied boarding. 
Regulation 1106 / 2006 on air passenger rights for passengers with disabilities or reduced mobility
Regulation 1177 / 2010 on waterborne passenger rights
Regulation 181 / 2011 on bus and coach passenger rights
Regulation 2021 / 782 on rail passenger rights] 


The new proposal also strengthens the rights of passengers, among others, by obliging carriers and infrastructure managers to monitor and, where relevant, publish the number and nature of complaints, including those related to passengers with disability and reduced mobility.  The new proposal also strengthens the rights of persons with disabilities and reduced mobility when traveling by air. When an air carrier requires a person with disability to travel accompanied by an assistant in order to comply with aviation safety requirements, the air carrier will allow the accompanying person to travel free of charge and, where feasible, seated next to the person with disability or reduced mobility. 
[bookmark: _Toc164171870]Summary of EDF’s position 

In February 2024, EDF published an in-depth analysis of this proposal, paying special attention to the requirements relevant for persons with disabilities. EDF welcomes the proposal on enforcement of passenger rights and, in particular, supports the following points:
· The amendment to Article 2 of Regulation 1107 / 2006 to ensure that, whenever a person with a disability is required to travel accompanied, the air carrier, agent or tour operator pays the price of the extra ticket. 
· The establishment of Quality Standards in all transport modes and the obligation to report (and publish) the number and nature of PRM-related complaints. 
· The establishment of a risk-based approach to enforce passenger in all transport modes. 
However, EDF regrets that: 
· The proposal does not include a deep revision of Regulation 1107/2006 (Air transport for persons with disabilities and reduced mobility) to eradicate all cases of denied boarding and establish full liability for broken or damaged mobility equipment.
· The transparency obligations on number of PRM related complaints differ depending on the transport mode, the carrier and the infrastructure manager.  
· References to accessibility are not properly linked with the existing EU legal framework, that is, the Directive 2019/882 (European Accessibility Act)
· Despite some improvements, NEBs will continue to have different tasks, resources, powers, penalties and procedures to enforce passenger rights.
[bookmark: _Toc164171871]Recital 17

	Commission proposal
	EDF amendments

	In the light of Article 9 of the United Nations Convention on the Rights of Persons with Disabilities and in order to give persons with disabilities and persons with reduced mobility opportunities for air travel comparable to those of other citizens, if an air carrier, its agents or a tour operator requires a person with disabilities or person with reduced mobility to be accompanied by another person who is capable of providing the assistance required by applicable safety requirements established by international, Union or national law or by the competent authorities, the accompanying person should travel free of charge. In addition, it should be aligned with the existing rights in rail, bus and coach and waterborne transport modes in the Union. In addition, if information to persons with disabilities and reduced mobility is provided in accessible formats, it should be provided in accordance with the applicable legislation such as the accessibility requirements set out in Annex I to Directive (EU) 2019/88212

	In the light of Article 9 of the United Nations Convention on the Rights of Persons with Disabilities and in order to give persons with disabilities and persons with reduced mobility opportunities for air travel comparable to those of other citizens, if an air carrier, its agents or a tour operator requires a person with disabilities or person with reduced mobility to be accompanied by another person who is capable of providing the assistance required by applicable safety requirements established by international, Union or national law or by the competent authorities, the accompanying person should travel free of charge and sit next to the person with disability and reduced mobility. In addition, it should be aligned with the existing rights in rail, bus and coach and waterborne transport modes in the Union. In addition, if when information to persons with disabilities and reduced mobility is provided in accessible formats, it should be provided in accordance with the applicable legislation such as including the accessibility requirements set out in Annex I to Directive (EU) 2019/88212 882

	Justification:

It is important to clarify that the accompanying person, not only has to travel free of charge but also should be seated to the person with disability and reduced mobility.

The provision of accessible information is already an obligation in all travel modes. Apart from the specific references in the passenger rights regulations themselves, the European Accessibility Act (EAA) directly applies to air, bus, rail and waterborne services. The EAA obliges them to make their websites, apps, ticketing machines, smart ticketing and real time information accessible to persons with disabilities. Compliance with the EAA and providing accessible information is not an option, but an obligation and the wording should be corrected accordingly. 



[bookmark: _Toc442200288][bookmark: _Toc406768094][bookmark: _Toc164171872]Amendment to Regulation (EC) 1007/2006 – Article 6 (2) new

	Commission proposal
	EDF amendments

	

	Transmission of information

(…)

2.   When an air carrier or its agent or a tour operator receives a notification of the need for assistance at least 48 hours before the published departure time for the flight, it shall transmit the information immediately concerned at least 36 hours before the published departure time for the flight

(…)


	Justification:

EDF advocates for the abolition of pre-notification to book assistance, as it means that persons with disabilities and reduced mobility do not have equal access to transport, which is a binding provision of the UNCRPD. Ideally, all passengers should be able to ‘turn up and go’. In rail, some Member States have abolished or significantly reduced pre-notification in major stations. There is no reason why this should not be the case in airports. 




[bookmark: _Toc164171873]Amendment to Regulation (EC) 1007/2006 – Article 7 (1) new

	Commission proposal
	EDF amendments

	

	Right to assistance at airports

1.   When a disabled person persons with disabilities or person with reduced mobility arrives at an airport for travel by air, the managing body of the airport shall be responsible for ensuring the provision of the assistance specified in Annex I in such a way that the person is able to take the flight for which he or she holds a reservation, provided that the notification of the person's particular needs for such assistance has been made to the air carrier or its agent or the tour operator concerned at least 48 hours before the published time of departure of the flight. This notification shall also cover a return flight, if the outward flight and the return flight have been contracted with the same air carrier.

	Justification:

EDF advocates for the abolition of pre-notification to book assistance, as it means that persons with disabilities and reduced mobility do not have equal access to transport, which is a binding provision of the UNCRPD. Ideally, all passengers should be able to ‘turn up and go’. In rail, some Member States have abolished or significantly reduced pre-notification in major stations. There is no reason why this should not be the case in airports. 




[bookmark: _Toc164171874]Amendment to Regulation (EC) 1107 / 2006 – Article 10a

	Commission proposal
	EDF amendments

	Service quality standards for air carriers


	Service quality standards for air carriers and airport managing bodies

(…)

3. Airport managing bodies located in a Member State shall establish service quality standards based on relevant items listed in Annex III. They shall monitor their performance as reflected in the quality standards and publish a report on their service quality performance on their website by [2 years after the Regulation becomes applicable], and every two years thereafter. This report shall not contain personal data.


	Justification:

The introduction of Service Quality Standards with public information on the number and nature of complaints – including those related to persons with disabilities – and data on the assistance provided to persons with disabilities following a new Annex III is one of the main novelties of the proposal. Currently, there is no information on the number of disability related complaints and cases and this legal provision should help provide an accurate picture of the situation as for the rights of persons with disabilities, allow consumers to choose the carrier that provides a better service and push carriers and infrastructure managers to improve their performance.

However, in its current form, these transparency obligations present two important shortcomings. Firstly, Service Quality Standards under Regulation 1107 / 2006 only apply to carriers and nothing is said about Airports. Secondly, although Article 9 of Regulation 1107 / 2006 already obliges Airports with more than 150.000 annual passengers to adopt and publish Service Quality Standards, the applicable Annex does not contain any obligation to publish data on the assistance provided to persons with disabilities and the number and nature of disability related complaints. Given the fact the provision of assistance is one of the core passenger rights, that it accounts for an important number of the complaints received[footnoteRef:2] and that Airports are responsible for the provision of assistance, the application of proposed Annex III should apply to them. Not only Airports should monitor compliance with such Service Quality Standards but also should publish this in their website. The publication of this information is not strange. For example, the United Kingdom Civil Aviation Authority (CAA) publishes a yearly report ranking the performance of the airports under its supervision.  [2:  According to the Commission study on the implementation of Regulation 1107/2006, 20% of the complaints received by NEBs referred to the lack or quality of assistance. This accounted for the biggest group of PRM complaints. ] 




[bookmark: _Toc164171875]Amendment to Regulation (EC) 1107 / 2006 – Article 12 (new)

	Commission proposal
	EDF amendments

	

	Article 12 is amended as follows:

1.   Where air carriers and airport managing bodies cause the loss of, or damage to, mobility equipment, including wheelchairs, and assistive devices, or the loss of, or injury to, assistance dogs used by persons with disabilities and persons with reduced mobility, they shall be liable for that loss, damage or injury, and provide compensation without undue delay. That compensation shall comprise:

(a) the cost of replacement or repair of the mobility equipment or assistive devices lost or damaged;

(b)the cost of replacement or the treatment of the injury of an assistance dog that was lost or injured; and

(c)reasonable costs of temporary replacement for mobility equipment, assistive devices or assistance dogs where such replacement is not provided by the air carriers or airport managing body in accordance with paragraph 2.

(d) any cost for the passenger derived from the loss or damage of mobility equipment or assistive device, or from the loss or injury of assistance dogs, until the temporary replacement has been provided.

2.   Where paragraph 1 applies, air carriers and airport managing bodies shall rapidly make all reasonable efforts to provide immediately needed temporary replacements for mobility equipment or assistive devices. The person with disabilities or the person with reduced mobility shall be permitted to keep that temporary replacement equipment or device until the compensation referred to in paragraph 1 has been paid


	Justification:

Mobility equipment is often made-to-measure and can be very costly to replace. The current limitation of 1131 SDR (approx. 1100 EUR) under the Montreal Convention is therefore not sufficient to cover the replacement or damages to a wheelchair that can cost up to 10.000 EUR or more. Mobility equipment is crucial for passengers with reduced mobility or disability to remain independent and cannot be replaced easily. 

While Regulations for Rail, Waterborne, Bus and Coach already foresee the carrier and infrastructure manager full liability for the damage or loss of mobility equipment, air transport is the sole transport mode where such liability is limited. Aware of this situation, the Commission tried to solve the issue in its 2013 proposal amending regulations 261/2004 and 2027/97. Unfortunately, this proposal has been blocked in the Council for more than ten years and this important issue remains unaddressed. Addressing this gap should be a priority in any update of the passenger rights legal framework.  



[bookmark: _Toc164171876]Amendment to Regulation (EC) 1107 / 2006 – Article 14a (4 and 6)

	Commission proposal
	EDF amendments

	Risk-based approach to the monitoring of compliance with passenger rights

(….)

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities. The monitoring activities shall be proportionate to the risks identified.

(…) 

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter

	Risk-based approach to the monitoring of compliance with passenger rights

(…)

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, website and app reviews – including on accessibility  – inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities which should be carried out in cooperation with persons with disabilities and their representative organisations. The monitoring activities shall be proportionate to the risks identified.

 (…) 

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. They shall be included in the reports referred to in Article 14 (3)


	Justification:

While the article already provides an indicative list of the monitoring activities that should be carried out by the National Enforcement Bodies (NEBs) it is important to specify other type of initiatives, such as the monitoring of airlines and airports websites and applications. Such activities could help oversee the application of Article 4 of Regulation 1107/2006 (air carriers should make publicly available in accessible formats the safety rules that apply to the carriage of persons with disabilities and any restriction that might apply), its Annexes I and II (provision of information in accessible formats) as well as the requirements of the European Accessibility Act (Directive 2019/882). 

When carrying out monitoring activities, NEBs should rely on the expertise and ‘lived experience’ of persons with disabilities themselves. Their involvement would allow for the detection of shortcomings in the implementation of certain provisions of the Regulation and to make meaningful proposals to improve the existing situation. When it comes to accessibility, compliance with standards is not enough, and ongoing discussions with end users are necessary to improve the quality and usability of the service provided. 

As it proposed for Rail, Waterborne and Bus and Coach, in which competent NEBs have to publish a report containing the actions carried out to implement the Regulations for which they are responsible (including statistics on complaints and fines), NEBs for air transport should also publish information on the findings of the monitoring activities. 


[bookmark: _Toc164171877]Amendment to Regulation (EC) 1107 / 2006 – Article 14 (new)

	Commission proposal
	EDF amendments

	

	In article 14, the following new point is added:

3. Every two years, the national enforcement bodies shall publish reports with statistics on their activity, including on the complaints received and penalties applied by 30 June XXXX [2 years after the Regulation becomes applicable]  

	Justification:

Currently, Article 26 of Waterborne Regulation (1107/2010), Article 29 of Bus and Coach Regulation (181/2011) and Article 32 of Rail Regulation (2021/782) oblige NEBs to publish a Report on the activities they have carried out to implement the regulation for which they are responsible. Such obligation should also exist of NEBs responsible for Air Regulation 1107 / 2006 as the Commission proposal does not harmonise this requirement for NEBs. 



[bookmark: _Toc164171878]Amendment to Regulation (EC) 1107 / 2006 – Article 14c 

	Commission proposal
	EDF amendments

	Information about alternative dispute resolution by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 15(2), shall inform the complainant about his or her right to approach to alternative dispute resolution bodies to seek individual redress. 

	Information about alternative dispute resolution and other redress mechanisms by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 15(2), shall inform the complainant about his or her right to approach to alternative dispute resolution bodies or other relevant redress mechanisms, including Equality Bodies, to seek individual redress. 
 

	Justification:

Beyond National Enforcement Bodies and Alternative Dispute Resolution Bodies (ADRs), passenger bodies whose rights have been infringed can seek redress through other venues, including National Equality Bodies.




[bookmark: _Toc164171879]Amendment to Regulation (EC) 1107 / 2006 – Article 14d

	Commission proposal
	EDF amendments

	Cooperation between Member States and the Commission

	Cooperation between Member States and the Commission

(…) 

(3 new) By 1 June XXXX [2 years after the Regulation becomes applicable] and every 2 years thereafter the Commission will publish a report that presents in a clear, easy-to-use, comparable and accessible manner all the data on complaint handling and assistance provided to persons with disabilities and reduced mobility by carriers and infrastructure managers in the service quality standards performance reports referred in Article 10a of this Regulation. 


	Justification:

To allow passengers and public authorities to have an overview of carriers and infrastructure managers performance in relation to the Service Quality Standards, it is important that there is a centralised point of information that presents in a homogeneous and comparable manner all the data that has been published, including on PRM-related complaints and data. This is a practice that already exists in the United States, where the Department of Transportation publishes a yearly report with the number and type of disability related complaints submitted to carriers operating in the United States. This is a good practice that should be replicated in the European Union. 


[bookmark: _Toc164171880]Amendment to Regulation (EC) 1107 / 2006 – Article 15a (new)

	Commission proposal
	EDF amendments

	

	Information on passenger rights

1. ‘When selling tickets for services falling within the scope of this Regulation, carriers, ticket vendors, travel agents, tour operators and terminal operators shall, within their respective areas of competence, ensure that passengers are provided with appropriate and comprehensible information regarding their rights under this Regulation.’ This information shall include contact details of the enforcement body or bodies designated by the Member State pursuant to Article 14.

2.   In order to comply with the information requirement referred to in paragraph 1, carriers and terminal managing bodies may use a summary of the provisions of this Regulation prepared by the Commission in all the official languages of the institutions of the European Union and made available to them. 

3. The information in this article shall be provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882

	Justification:

Currently, while Article 23 of Waterborne Regulation (1107/2010), Article 25 of Bus and Coach Regulation (181/2011) and Article 29 of Rail Regulation (2021/782) oblige carriers, infrastructure managers and other stakeholders to inform passengers about their rights under the respective regulations, article 15 of Regulation 1107/2006 only oblige  Member States to take measures to inform disabled persons and persons with reduced mobility of their rights under this Regulation and of the possibility of complaint to this designated body or bodies. This obligation should be harmonized so carriers and airport authorities inform passengers with disabilities about their rights under that regulation. If they are not aware of them, they will not complain in case of breach. 




[bookmark: _Toc164171881]Amendment to Regulation (EC) 1107/2006 – Annex I new

	Commission proposal
	EDF amendments

	

	Assistance under the responsibility of the managing bodies of airports

(…)

Ground handling of all necessary mobility equipment, including equipment such as electric wheelchairs subject to advance warning of 48 hours and to possible limitations of space on board the aircraft, and subject to the application of relevant legislation concerning dangerous goods.

(…) 

	Justification:

EDF advocates for the abolition of pre-notification to book assistance, as it means that persons with disabilities and reduced mobility do not have equal access to transport, which is a binding provision of the UNCRPD. Ideally, all passengers should be able to ‘turn up and go’. In rail, some Member States have abolished or significantly reduced pre-notification in major stations. There is no reason why this should not be the case in airports. 








[bookmark: _Toc164171882]Amendment to Regulation (EC) 1177 / 2010 – Article 16

	Commission proposal
	EDF amendments

	(a)paragraph 1 is replaced by the following: 

‘1. In the case of a cancellation or a delay in departure of a passenger service or a cruise, passengers departing from port terminals or, if possible, passengers departing from ports shall be informed by the carrier or, where appropriate, by the terminal operator, of the situation and of their passenger rights under this Regulation as soon as possible and in any event no later than 30 minutes after the scheduled time of departure, and of the estimated departure time and estimated arrival time as soon as that information is available.’;

(b)the following paragraph is added:

‘4. The information required under paragraphs 1 and 2 shall be provided by electronic means to all passengers, within the time-limit stipulated in paragraph 1, if the passenger has agreed to it and has provided the necessary contact details to the carrier or, where appropriate, to the terminal operator, when purchasing the ticket.

	(a) paragraph 1 is replaced by the following: 

‘1. In the case of a cancellation or a delay in departure of a passenger service or a cruise, passengers departing from port terminals or, if possible, passengers departing from ports shall be informed by the carrier or, where appropriate, by the terminal operator, of the situation and of their passenger rights under this Regulation as soon as possible and in any event no later than 30 minutes after the scheduled time of departure, and of the estimated departure time and estimated arrival time as soon as that information is available.’;

(aa) paragraph 3 is replaced by the following: 

The carrier or, where appropriate, the terminal operator, shall ensure that persons with disabilities and reduced mobility receive the information required under paragraphs 1 and 2 in accordance with the accessibility requirements set out in Annex I of Directive 2019/882


(b)the following paragraph is added:

‘4. The information required under paragraphs 1 and 2 shall be provided by electronic means to all passengers, within the time-limit stipulated in paragraph 1, if the passenger has agreed to it and has provided the necessary contact details to the carrier or, where appropriate, to the terminal operator, when purchasing the ticket. The information shall be provided in accordance with the accessibility requirements set out in Annex I of Directive 2019/882. 
 

	Justification:

[bookmark: _Hlk163484197]Although Article 16 (3) already obliges carriers and terminal operators to provide information for paragraph 1 and 2 in accessible formats, it is important to specify what is meant by accessibility by making reference to Union accessibility legislation, namely the Directive 2019/882 (European Accessibility Act). It’s necessary to clarify this into the text with improved wording, especially in view of the coming harmonized standards for the European Accessibility Act, which will provide clear guidance for legal compliance. Without such reference, it will create legal uncertainty for the sector and for public authorities enforcing the Regulation – leading to implementation shortcomings. 

Similarly, the new paragraph 4 on the provision information required under paragraph 1 and 2 in by electronic means should also be covered by accessibility requirements. This is especially relevant if the information refers to cancellations or delays. 




[bookmark: _Toc164171883]Amendment to Regulation (EC) 1177 / 2010 – Article 19a 

	Commission proposal
	EDF amendments

	Common form for reimbursement and compensation requests

1.    The Commission shall adopt an implementing act establishing a common form for reimbursement and compensation requests under Articles 18 and 19. That common form shall be established in a format which is accessible to persons with disabilities and persons with reduced mobility. That implementing act shall be adopted in accordance with the examination procedure referred to in Article 38 (2) of Regulation (EU) 2021/782

	Common form for reimbursement and compensation requests

1.    The Commission shall adopt an implementing act establishing a common form for reimbursement and compensation requests under Articles 18 and 19. That common form shall be established in a format which is accessible to persons with disabilities and persons with reduced mobility in accordance with the accessibility requirements set out in Annex I of Directive 2019/882. That implementing act shall be adopted in accordance with the examination procedure referred to in Article 38 (2) of Regulation (EU) 2021/782

 

	Justification:

It is crucial for the final implementing regulation to ensure legal coherence and refer to the accessibility requirements of Directive 2019/882 (the European Accessibility Act) which transport services are bound to. Annex I of such Directive includes a set of accessibility requirements concerning digital and non-digital information which will be supported by harmonised European standards, as requested by the European Commission Mandate 587. These accessibility requirements must be respected in the designing of digital and non-digital forms.



[bookmark: _Toc164171884]Amendment to Regulation (EC) 1177 / 2010 – Article 23

	Commission proposal
	EDF amendments

	Article 23 is amended as follows:

(a)paragraph 1 is amended as follows:

(i) the following sentence is inserted before the first sentence:

‘When selling tickets for services falling within the scope of this Regulation, carriers, ticket vendors, travel agents, tour operators and terminal operators shall, within their respective areas of competence, ensure that passengers are provided with appropriate and comprehensible information regarding their rights under this Regulation.’;

(ii) the second sentence is replaced by the following:

‘Carriers, terminal operators and, when applicable, port authorities, shall also, within their respective areas of competence, ensure that information on the rights of passengers under this Regulation is publicly available on board ships, in ports, if possible, and in port terminals.’;

	Article 23 is amended as follows:

(a)paragraph 1 is amended as follows:

(i) the following sentence is inserted before the first sentence:

‘When selling tickets for services falling within the scope of this Regulation, carriers, ticket vendors, travel agents, tour operators and terminal operators shall, within their respective areas of competence, ensure that passengers are provided with appropriate and comprehensible information regarding their rights under this Regulation.’;

(ii) the second sentence is replaced by the following:

‘Carriers, terminal operators and, when applicable, port authorities, shall also, within their respective areas of competence, ensure that information on the rights of passengers under this Regulation is publicly available on board ships, in ports, if possible, and in port terminals.’ The information in this article shall be provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882


	Justification:

The Commission proposes to delete the sentence that refers to the obligation to provide information in accessible formats. Such reference should be kept and updated to refer to the European Accessibility Act. 


[bookmark: _Toc164171885]Amendment to Regulation (EC) 1177 / 2010 – Article 23a

	Commission proposal
	EDF amendments

	
Means of communication with passengers

The information referred to in Articles 16, 22 and 23 shall be provided in the most appropriate format, where technically possible by electronic means.

Where information is provided by electronic means of communication, carriers, terminal operators, port authorities, travel agents, tour operators and ticket vendors shall ensure that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently
	
Means of communication with passengers

The information referred to in Articles 16, 22 and 23 shall be provided in the most appropriate format, where technically possible by electronic means. Including but not limited to electronic means. 

Where information is provided by electronic means of communication, carriers, terminal operators, port authorities, travel agents, tour operators and ticket vendors shall ensure that it is provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882 and that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently

	Justification:

[bookmark: _Hlk163484476]Accessibility of travel information is one of the key passenger rights for persons with disabilities. It is important to specify that communication with passengers on travel information, including on delays, cancellations and passenger rights is provided through different channels, not only by electronic means. If needed, passengers should also receive this information directly from the carriers / infrastructure manager staff or through non electronic channels. 

It is necessary to recall that information provided through electronic means of communication should follow the requirements of the European Accessibility Act. Although Articles 16, 22 and 23 of Regulation 1177 / 2010 already include accessibility requirements, it is important to ensure that this new obligation to provide information by electronic means follows the same logic and is coherent with the legal framework in place. 




[bookmark: _Toc164171886]Amendment to Regulation (EC) 1177 / 2010 – Article 24a (3) 

	Commission proposal
	EDF amendments

	Service quality standards

(…)

3.    Terminal operators shall establish service quality standards based on the relevant items listed in Annex V. They shall monitor their performance pursuant to those standards and provide access to the information on their performance to the national public authorities on request.’;

	Service quality standards

(…)

3.    Terminal operators shall establish service quality standards based on the relevant items listed in Annex V. They shall monitor their performance pursuant to those standards and publish a report on their service quality performance on their website by [2 years after the Regulation becomes applicable], and every two years thereafter. This report shall not contain personal data.’ Terminal operators shall provide access to the information on their performance to the national public authorities on request.’;


	Justification:

[bookmark: _Hlk163484584]As explained in the amendment for Regulation 1107/2006, the obligation to publish information on the performance pursuant to the quality standards should also apply to terminal operators. In the current form, only carriers will have to make this information public in their websites. Terminal operators are also responsible for the provision of assistance, one of the key passenger rights for persons with disabilities and should also be accountable for the quality of their service, including on the number and nature of complaints received. This information would provide an accurate picture of the situation in passenger rights, help consumers to choose the transport mode that offers better service and push carriers and infrastructure managers to improve their performance. 


[bookmark: _Toc164171887]Amendment to Regulation (EC) 1177 / 2010 – Article 25a (4 and 6)

	Commission proposal
	EDF amendments

	Risk-based approach to the monitoring of compliance with passenger rights

(…)

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities. The monitoring activities shall be proportionate to the risks identified.

(…)

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 26.

	Risk-based approach to the monitoring of compliance with passenger rights

(…) 

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, website and mobile applications reviews – including on accessibility  – inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities which should be carried out in cooperation with persons with disabilities and their representative organisations, where relevant. The monitoring activities shall be proportionate to the risks identified. 

(…)

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 26.


	Justification:

See explanation page 7. NEBs should always include information of their risk assessment and related activities in their biannual reports. 




[bookmark: _Toc164171888]Amendment to Regulation (EC) 1177 / 2010 – Article 25c 

	Commission proposal
	EDF amendments

	Information about alternative dispute resolution by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 25(3), shall inform the complainant about his or her right to approach alternative dispute resolution bodies to seek individual redress.’

	Information about alternative dispute resolution and other redress mechanisms by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 25(3), shall inform the complainant about his or her right to approach alternative dispute resolution bodies or other relevant redress mechanisms to seek individual redress.’


	Justification:

Beyond National Enforcement Bodies and Alternative Dispute Resolution Bodies (ADRs), passenger bodies whose rights have been infringed can seek redress through other venues, including National Equality Bodies. 



[bookmark: _Toc164171889]Amendment to Regulation (EC) 1177 / 2010 – Article 27a

	Commission proposal
	EDF amendments

	Cooperation between Member States and the Commission


	Cooperation between Member States and the Commission

(…)

(3 new) By 1 June XXXX [2 years after the Regulation becomes applicable] and every 2 years thereafter the Commission will publish a report that presents in a clear, easy-to-use, comparable and accessible manner all the data on complaint handling and assistance provided to persons with disabilities and reduced mobility provided by carriers and infrastructure managers in the service quality standards performance reports referred in Article 24a of this Regulation. 


	Justification:

See justification Amendment Page 12.  



[bookmark: _Toc164171890]Amendment to Regulation (EU) 181 / 2011 – Article 19a

	Commission proposal
	EDF amendments

	
Common form for reimbursement and compensation requests

1.    The Commission shall adopt an implementing act establishing a common form for reimbursement and compensation requests under Article 19 of this Regulation. That common form shall be established in a format which is accessible to persons with disabilities and persons with reduced mobility. That implementing act shall be adopted in accordance with the examination procedure referred to in Article 38 (2) of Regulation (EU) 2021/782 
	
 Common form for reimbursement and compensation requests

1.    The Commission shall adopt an implementing act establishing a common form for reimbursement and compensation requests under Article 19 of this Regulation. That common form shall be established in a format which is accessible to persons with disabilities and persons with reduced mobility in accordance with the accessibility requirements set out in Annex I of Directive 2019/882. That implementing act shall be adopted in accordance with the examination procedure referred to in Article 38 (2) of Regulation (EU) 2021/782

	Justification:

See explanation for same amendment in page 11. 



[bookmark: _Toc164171891]Amendment to Regulation (EU) 181 / 2011 – Article 20

	Commission proposal
	EDF amendments

	
Article 20 is amended as follows:

(a)paragraph 1 is replaced by the following:

‘1. In the event of cancellation or delay in departure of a regular service, passengers departing from terminals shall be informed by the carrier or, where appropriate, the terminal managing body, of the situation and of their passenger rights under this Regulation as soon as possible and in any event no later than 30 minutes after the scheduled departure time, and of the estimated departure time as soon as this information is available.’;

(b)paragraph 4 is replaced by the following:

‘4. The information required under paragraphs 1 and 2 shall also be provided by electronic means to all passengers, including those departing from bus stops, within the time-limit provided in paragraph 1, if the passenger has agreed to it and has provided the necessary contact details to the carrier or, where appropriate, to the terminal managing body, when purchasing the ticket.’;
	
Article 20 is amended as follows:

(a)paragraph 1 is replaced by the following:

‘1. In the event of cancellation or delay in departure of a regular service, passengers departing from terminals shall be informed by the carrier or, where appropriate, the terminal managing body, of the situation and of their passenger rights under this Regulation as soon as possible and in any event no later than 30 minutes after the scheduled departure time, and of the estimated departure time as soon as this information is available.’;

(a new) paragraph 3 is replaced by the following 

The carrier or, where appropriate, the terminal managing body, shall ensure that disabled persons and persons with reduced mobility receive the information required under paragraphs 1 and 2 in accessible formats, in accordance with the accessibility requirements set out in Annex I of Directive 2019/882. 

(b)paragraph 4 is replaced by the following:

‘4. The information required under paragraphs 1 and 2 shall also be provided by electronic means to all passengers, including those departing from bus stops, within the time-limit provided in paragraph 1, if the passenger has agreed . to it and has provided the necessary contact details to the carrier or, where appropriate, to the terminal managing body, when purchasing the ticket. This information should also be provided in accordance with the accessibility requirements set out in Annex I of Directive 2019/882

	Justification:

See explanation for same amendment in page 11. 



[bookmark: _Toc164171892]Amendment to Regulation (EU) 181 / 2011 – Article 24

	Commission proposal
	EDF amendments

	(a)the first sentence is replaced by the following:

‘Carriers and terminal managing bodies shall, within their respective areas of competence, provide passengers with adequate information throughout their travel in formats which are accessible to all and in the same languages as those in which information is generally made available to all passengers.’;

(b)the second sentence is deleted;

	(a)the first sentence is replaced by the following:

‘Carriers and terminal managing bodies shall, within their respective areas of competence, provide passengers with adequate information throughout their travel in formats which are accessible to all in accordance with the accessibility requirements set out in Annex I of Directive 2019/882 and in the same languages as those in which information is generally made available to all passengers.’;

(b)the second sentence is deleted;



	Justification:

It is important to specify what is meant by accessibility by making reference to Union accessibility legislation, namely the Directive 2019/882 (European Accessibility Act). It’s important to clarify this into the text with improved wording, especially in view of the coming harmonized standards for the European Accessibility Act, which will provide clear guidance for legal compliance. Without such reference, it will create legal uncertainty for the sector and for public authorities enforcing the Regulation – leading to implementation problems. 




[bookmark: _Toc164171893]Amendments to Regulation (EU) 181 / 2011 – Article 25

	Commission proposal
	EDF amendments

	‘1. When selling tickets for bus and coach services, carriers and terminal managing bodies shall, within their respective areas of competence, ensure that passengers are provided with:

(a) appropriate and comprehensible information regarding their rights and obligations under this Regulation,

(b) contact details of carriers or, where appropriate, terminal managing bodies,

(c) contact details of the enforcement body or bodies designated by the Member State pursuant to Article 28(1).

This information shall also be provided by electronic means if feasible including at terminals and, where applicable, on the Internet. At the request of a person with disabilities or person with reduced mobility the information shall be provided, where feasible, in an accessible format.’;

	‘1. When selling tickets for bus and coach services, carriers and terminal managing bodies shall, within their respective areas of competence, ensure that passengers are provided with:

(a) appropriate and comprehensible information regarding their rights and obligations under this Regulation,

(b) contact details of carriers or, where appropriate, terminal managing bodies,

(c) contact details of the enforcement body or bodies designated by the Member State pursuant to Article 28(1).

This information shall also be provided by electronic means if feasible including at terminals and, where applicable, on the Internet. At the request of a person with disabilities or person with reduced mobility the information shall be provided, where feasible, in an accessible format.’; The information in this article shall be provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882. 

	Justification:

See explanation similar amendment in page 13. 


[bookmark: _Toc164171894]Amendment to Regulation (EU) 181 / 2011 – Article 25a

	Commission proposal
	EDF amendments

	
Means of communication with passengers

The information referred to in Article 20, Article 24 and Article 25(1) shall be provided in the most appropriate format, where technically possible by electronic means.

Where information is provided by electronic means of communication, carriers, terminal managing bodies, ticket vendors, travel agents and tour operators shall ensure that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently.’
	
Means of communication with passengers

The information referred to in Article 20, Article 24 and Article 25(1) shall be provided in the most appropriate format, where technically possible by electronic means. Including, but not limited to, by electronic means.

Where information is provided by electronic means of communication, carriers, terminal managing bodies, ticket vendors, travel agents and tour operators shall ensure that it is provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882 and that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently.’

	Justification:

See explanation similar amendment in page 13. 



[bookmark: _Toc164171895]Amendment to Regulation (EU) 181 / 2011 – Article 26a

	Commission proposal
	EDF amendments

	Service quality standards

(…)

3.    Terminal managing bodies shall establish service quality standards based on the relevant items listed in Annex III. They shall monitor their performance pursuant to those standards and provide access to the information on their performance to the national public authorities on request.’;

	Service quality standards

(…)

3.    Terminal managing bodies shall establish service quality standards based on the relevant items listed in Annex III. They shall monitor their performance pursuant to those standards and publish a report on their service quality performance on their website by [2 years after the Regulation becomes applicable], and every two years thereafter. This report shall not contain personal data.’ Terminal operators shall provide access to the information on their performance to the national public authorities on request.’;


	Justification:

See justification similar amendment in page 15. 






[bookmark: _Toc164171896]Amendment to Regulation (EU) 181 / 2011 – Article 28a (4 and 6)

	Commission proposal
	EDF amendments

	Risk-based approach to the monitoring of compliance with passenger rights

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities. The monitoring activities shall be proportionate to the risks identified.

(…)

6.    The compliance monito
ring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 29

	Risk-based approach to the monitoring of compliance with passenger rights

(…) 

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, website and mobile application reviews – including on accessibility  – inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities which should be carried out in cooperation with persons with disabilities and their representative organisations, where relevant. The monitoring activities shall be proportionate to the risks identified. 

(…)

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 29

	Justification:

See explanation similar amendment page 7. 






[bookmark: _Toc164171897]Amendment to Regulation (EU) 181 / 2011 – Article 28c

	Commission proposal
	EDF amendments

	Information about alternative dispute resolution by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 28(3), shall inform the complainant about his or her right to approach alternative dispute resolution bodies to seek individual redress.’;

	Information about alternative dispute resolution and other redress mechanisms by national enforcement bodies

The national enforcement body to which the passenger complains, or any other body designated by a Member State for that purpose under Article 28(3), shall inform the complainant about his or her right to approach alternative dispute resolution bodies or other relevant redress mechanisms to seek individual redress.’

 

	Justification:

See explanation similar amendment page 10. 



[bookmark: _Toc164171898]Amendment to Regulation (EC) 181 / 2011 – Article 30a (paragraph 3) 

	Commission proposal
	EDF amendments

	Cooperation between Member States and the Commission


	Cooperation between Member States and the Commission

(…)

(3 new) By 1 June XXXX [2 years after the Regulation becomes applicable] and every 2 years thereafter the Commission will publish a report that presents in a clear, easy-to-use, comparable and accessible manner all the data provided by carriers and infrastructure managers in the service quality standards performance reports referred in Article 26a of this Regulation. 

	Justification:

See justification Amendment Page 12.  


[bookmark: _Toc164171899]Amendment to Regulation (EU) 2021 / 782 – Article 29 (new)

	Commission proposal
	EDF amendments

	

	Service quality standards

1.   Railway undertakings shall establish service quality standards and implement a quality management system to maintain service quality. The service quality standards shall at least cover the items listed in Annex III and Annex V. 

2.   Railway undertakings shall monitor their own performance as reflected in the service quality standards. By 30 June 2023, and every two years thereafter, they shall publish a report on their service quality performance on their website. The report based on the items of Annex V shall be published by [2 years after the day of application of this Regulation], and every two years thereafter.  Such reports shall also be made available on the website of the European Union Agency for Railways.

3.   Station managers shall establish service quality standards based on the relevant items listed in Annex III and Annex V. They shall monitor their performance pursuant to those standards and publish a report on their service quality performance on their website by [2 years after the Regulation becomes applicable], and every two years thereafter. Station managers shall provide access to the information on their performance to the national public authorities on request. 
 

	Justification:

[bookmark: _Hlk163485327]The introduction of Service Quality Standards with public information on the number and nature of complaints as well as data on the assistance provided to persons with disabilities and reduced mobility is one of the main novelties for the proposal. However, while the proposal obliges air, waterborne and bus and coach carriers to collect and publish information (and infrastructure managers to collect it and share it with public authorities when requested), nothing is said about rail undertakings and infrastructure managers. 

While it is true that article 29 of Regulation 2021/782 obliges rail undertakings and station managers to monitor and, where appropriate, publish a report on compliance with quality standards, this is based on Annex III. In its current form, such Annex provides no reference to the need to monitor and report the assistance provided to persons with disabilities (including the cases of denied boarding, damaged or lost mobility equipment or imposition of an accompanying person). For this reason, EDF amendment proposes to create a new Annex V, that mirrors what has already been proposed for the other transport modes. 




[bookmark: _Toc164171900]Amendment to Regulation (EU) 2021 / 782 – Article 30a

	Commission proposal
	EDF amendments

	
Means of communication with passengers

Where information under this Regulation is provided to passengers by electronic means of communication, railway undertakings, station managers, ticket vendors and tour operators shall ensure that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently.
	
 Means of communication with passengers

Where information under this Regulation is provided to passengers by electronic means of communication, railway undertakings, station managers, ticket vendors and tour operators shall ensure that it is provided in accessible formats in accordance with the accessibility requirements set out in Annex I of Directive 2019/882 and that the passenger can keep any written correspondence, including the date and time of such correspondence, on a durable medium. All means of communication shall enable the passenger to contact them quickly and communicate efficiently.

	Justification:

See similar amendment in page 14. 




[bookmark: _Toc164171901]Amendment to Regulation (EU) 2021 / 782 – Article 32a (paragraphs 4 and 6)

	Commission proposal
	EDF amendments

	Risk-based approach to the monitoring of compliance with passenger rights

(…)

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities. The monitoring activities shall be proportionate to the risks identified.

(…)

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 32(3).’;
	Risk-based approach to the monitoring of compliance with passenger rights

(…) 

4.    Compliance monitoring activities shall be based on the assessment of risks and carried out by means of audits, website and mobile applications reviews – including on accessibility  – inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities which should be carried out in cooperation with persons with disabilities and their representative organisations, where relevant.  inspections, interviews, verifications and examination of documents as appropriate. They shall include both announced and unannounced activities. The monitoring activities shall be proportionate to the risks identified.

(…)

6.    The compliance monitoring programme under paragraph 1, the risk assessment under paragraph 2 as well as their findings shall be communicated to the Commission by 30 June XXXX [2 years after the Regulation becomes applicable], and every two years thereafter. Where applicable, they shall be included in the reports referred to in Article 32(3).’;

	Justification:

See similar amendment page 7. 



[bookmark: _Toc164171902]Amendment to Regulation (EC) 2021 / 782 – Article 34a (paragraph 3 new)

	Commission proposal
	EDF amendments

	Cooperation between Member States and the Commission

(…)

	Cooperation between Member States and the Commission

(…)

(3 new) By 1 June XXXX [2 years after the Regulation becomes applicable] and every 2 years thereafter the Commission will publish a report that presents in a clear, easy-to-use, comparable and accessible manner all the data provided by railway undertakings and infrastructure managers in the service quality standards performance reports referred in Article 29 of this Regulation. 


	info



[bookmark: _Toc164171903]Amendment to Annex II (Annex III Regulation 1107/2006) 

	Commission proposal
	EDF amendments

	
MINIMUM SERVICE QUALITY STANDARDS

(…)

Assistance provided to persons with disabilities and persons with reduced mobility (PRM)  

(a)number of denied transport services for a PRM, and the reason for it; 

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it;

(c)number of cases related to the loss or damages of mobility equipment and their outcome; 

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements); 

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training.
	
MINIMUM SERVICE QUALITY STANDARDS

(…)

Assistance provided to persons with disabilities and persons with reduced mobility (PRM)  

(a)number of denied transport services for a PRM, and the reason for it; 

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it;

(c)number of cases related to the loss or damages of mobility equipment and their outcome; 

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements); 

(d new) number of cases where the assistance was not provided or was provided with delay,

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training, including the frequency of the sessions and participation of organisations representing persons with disabilities and reduced mobility. 

	Justification:

As explained in the amendment in page 4 of this document, it is important that carriers and airport managing authorities publicly report on the complaints relating to the quality of assistance. When it comes to disability awareness and assistance training, not only is important to know that it actually takes place, but that it takes place on a continuous basis and that organisations representing persons with disabilities are an active part of it. 




[bookmark: _Toc164171904]Amendment to Annex III (Annex V Regulation 1177/2010) 

	Commission proposal
	EDF amendments

	
(…) 
Assistance provided to persons with disabilities and persons with reduced mobility (PRM)

(a)number of denied transport services for a PRM, and the reason for it;

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it; 

(c)number of cases related to the loss or damages of mobility equipment and their outcome;

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements;

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training
	
(…) 
Assistance provided to persons with disabilities and persons with reduced mobility (PRM)

(a)number of denied transport services for a PRM, and the reason for it;

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it; 

(c)number of cases related to the loss or damages of mobility equipment and their outcome;

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements;

(d new) number of cases where the assistance was not provided or was provided with delay,

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training. including the frequency of the sessions and participation of organisations representing persons with disabilities and reduced mobility.

	Justification:

See justification in previous point. 



[bookmark: _Toc164171905]Amendment to Annex IV (Annex III Regulation 181/2011) 

	Commission proposal
	EDF amendments

	(…)

Assistance provided to persons with disabilities and persons with reduced mobility (PRM)  

(a)number of denied transport services for a PRM, and the reason for it; 

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it;

(c)number of cases related to the loss or damages of mobility equipment and their outcome; 

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements;

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training.

	(…)

Assistance provided to persons with disabilities and persons with reduced mobility (PRM)

(a)number of denied transport services for a PRM, and the reason for it;

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it; 

(c)number of cases related to the loss or damages of mobility equipment and their outcome;

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements;

(d new) number of cases where the assistance was not provided or was provided with delay,

(e)discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(f)the implementation of the disability awareness and assistance training. including the frequency of the sessions and participation of organisations representing persons with disabilities and reduced mobility.
 

	Justification:

See justification previous point.






[bookmark: _Toc164171906]Amendment to Regulation 2021 / 782 – Annex V (new) 

	Commission proposal
	EDF amendments

	

	
MINIMUM SERVICE QUALITY STANDARDS

Information to passengers on their rights as required by this Regulation (in a transparent, accessible, non-discriminatory, effective and proportionate manner).

Results of the customer satisfaction survey(s) focusing on experiences of persons with disabilities and persons with reduced mobility and persons accompanying them

Complaint handling

(a)the number of complaints;

(b)types of complaints;

(c)the outcome of complaints; and 

(d)compensation for loss or damage of mobility equipment.

Assistance provided to persons with disabilities and persons with reduced mobility (PRM)  

(a)number of denied transport services for a PRM, and the reason for it; 

(b)number of denied transport services for their recognised assistance dog or their mobility equipment and the reasons for it;

(c)number of cases related to the loss or damages of mobility equipment and their outcome; 

(d)number of cases where the carrier obliged a person with disability or reduced mobility to be accompanied by someone to comply with the safety requirements); 

(e) number of cases where the assistance was not provided or was provided with delay,

(f) discussions concerning this assistance with representative organisations and, where relevant, representatives of PRM;

(g) the implementation of the disability awareness and assistance training, including the frequency of the sessions and participation of organisations representing persons with disabilities and reduced mobility. 

	Justification:

As explained in the proposed amendment in page 28, there is currently no obligation for rail undertakings and station managers to collect data on the number and nature of complaints, including on disability related matters . This should be changed by introducing a new Annex that replicates what the European Commission has proposed for other transport modes. 















[bookmark: _Toc164171907]Related documents

EDF Analysis of the Proposal for a Regulation on the Enforcement of Passenger Rights (February 2024)

[bookmark: _Toc442200290][bookmark: _Toc164171908]Contact persons at the EDF secretariat

Daniel Casas Ballester – Accessibility Officer (daniel.casas@edf-feph.org) 

Should you have any problems in accessing the documentation, please contact the EDF Secretariat.  (Tel: +32 (0) 2 282 46 00, Email: info@edf-feph.org).
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